Attachment D
SCOPE OF WORK

Description of Required Services
The selected Respondent will be responsible for the continued operation and support of the Indiana WISE and FMS systems and related support services, as they exist as of September 30, 2011.  The following sections address the specific requirements.

The State will be responsible for providing the successful bidder with all appropriate public domain software, databases, and related documentation in a timely manner.

All document delivery indicated in this Statement of Work is preferred to be in a one of the standard Microsoft Office 2007 formats.  With the State’s approval documents may be delivered in other acceptable formats such as PDF or CVS.  Only when no other option is available will the State consider  to receive documents in a format that requires Respondent proprietary software.

Project Management
The selected Respondent will be responsible for providing appropriate staff resources necessary to properly support the transition and operations requirements of the WISE and FMS applications and other required services.  Changes in key personnel assigned to the project must be pre-approved by the State.  This includes the following:

Providing one Project Director between the Respondent and the State to ensure compliance with all contract specifications and requirements.
Providing a single primary point of contact between the Respondent and the State for all system related issues.
Providing a single primary point of contact between the Respondent and the State for all help desk related issues.
Providing a single primary point of contact between the Respondent and the State for all hardware related issues.
Providing appropriate technical staff in a timely manner to fix system defects and/or to make State requested modifications to the system.  Eighty percent of system modifications are expected to be transitioned in less than 120 days from estimate being approved by State.  Ninety-five percent of system bugs are expected to be fixed in 5 business days from Respondent’s knowledge of bug.
Providing the appropriate State staff with notification in one business day in the event of a significant situation that might adversely affect systems operations.

Conducting conference calls and meetings as requested with appropriate State staff to provide the State with updates on systems operations and activities.    
Providing project deliverables within a timeframe that allows the State to review and comment on a draft and for the successful Respondent to incorporate comments into a final deliverable that adheres to time deadlines.  The State is only responsible for reviewing one draft at a time.
Providing and maintaining a Project Work Plan.  A preliminary project work plan, including a Work Breakdown Structure (WBS), must be submitted along with the proposal.  The preliminary work plan will be the basis of the draft project work plan.  The work plan shall include the following: 
· Detailed project schedule: Include the tasks required for the migration to the selected Respondent’s equipment (Respondents should reference the migration plan) and for the ongoing operation of the System.
· Work Breakdown Structure:  A graphical depiction that defines the entire scope of the project.
· Project Staffing:  Describe the overall staffing approach for the project, detailing the percentage of time key personnel shall dedicate to the management and operation of the project.  The staffing approach shall include the Respondent’s staff as well as any subcontractor staff and should cover all phases of the project.
· Project Tasks and Deliverables:  Describe the tasks and deliverables required to accomplish the work detailed in the Respondent’s response (not a reiteration of the schedule).

Any changes to the work plan must be approved by the State.  The project work plan should be updated with actual completion dates when final key deliverables are accepted by the State.  Respondents shall provide the final project work plan to the State no later than three (3) months after contract execution.  The State anticipates ongoing updates to be made to the final plan throughout the life of the contract.
Providing a Communication and Coordination Plan.  The communication and coordination plan should include the Respondent’s communication approach, including events such as status reports and conference calls.  The communication and coordination plan should include all applicable entities, including the State, the selected Respondent, and any subcontractors.  This plan should also describe the communication and coordination among the units of the selected Respondent’s project team.  This includes the method by which help desk and hardware support staff are informed of system changes or enhancements, as well as the method by which help desk staff transfer hardware issues to the field hardware support team in order to meet specified timeframes.

At a minimum, the Communication and Coordination plan must include:
Monthly electronic status reports.  
Conference calls and meetings with the Project Manager as requested with appropriate State staff to discuss the status of the enhancements, operations updates, or any other issues.
Conference calls and meetings with the Technical Lead as requested with appropriate State staff to ensure adequate communication in order to define scope, develop modifications, and transition solutions.
Methodology for providing timely and accurate reports to the State.
Description of the selected Respondent’s proposed secure project web site to be used by Indiana State staff to view project related documents (i.e., help desk logs, documentation updates, system reports, issues logs, meeting minutes, etc.).
Strategy for maintaining an open line of communication among all entities associated with this project.
As part of the response, Respondents shall provide a preliminary communication and coordination plan, which will serve as the basis for the draft communication and coordination plan.  Respondents shall provide the final communication and coordination plan to the State no later than three (3) months after contract execution.  The State anticipates ongoing updates to be made to the final plan throughout the life of the contract.
System Transition
The selected Respondent will be responsible for the migration of services from the current contractor to the selected Respondent.  This includes the following:  
Providing a Migration Plan.  The selected Respondent shall provide a migration plan that thoroughly details the transition from the current Contractor to the selected Respondent.  This plan should describe any hardware, software, and/or procedural changes.  A migration timeline and responsibilities of each entity (e.g., selected Respondent, State), as well as a communication approach for the migration phase of the project should be included.  The migration plan should include such events as the transfer of the source code to the selected Respondent, conversion to the selected Respondent’s equipment, and incorporation of a new telephone number for help desk services.  The selected Respondent must ensure WIC processing is not interrupted during the migration to the successful Respondent’s equipment.  The selected Respondent may choose to utilize different equipment as long as the equipment provides equal or greater functionality to Indiana WIC.  The migration plan must fully describe events that are related to the change of the equipment.  The selected Respondent is responsible for all reasonable transition costs associated with the migration plan.  As part of the response to this proposal, Respondents shall provide their transition approach.  This approach will be the basis of the draft migration plan.  The final migration plan must be submitted to the State within three (3) weeks of contract execution.  The State will provide comments within four (4) business days to expedite the migration plan acceptance process.
Carrying out the tasks and activities as identified and described in the Migration Plan.
Providing a Security Plan. The selected Respondent shall complete the State security plan review detailing the security provisions the Respondent intends to maintain in accordance with FNS Handbook 901.  As part of the response, Respondents shall provide a preliminary security plan, which will serve as the basis for the draft security plan.  Responders shall provide the final security plan to the State no later than three (3) months after contract execution.  The State anticipates ongoing updates to be made to the final plan throughout the life of the contract, especially as industry standards change or new security concerns are discovered.
Providing a Help Desk Plan.  The selected Respondent shall prepare a help desk plan that includes the help desk staff training approach, the methodology for troubleshooting problems and resolving customer service complaints about help desk services, the escalation protocol for call handling to assure that critical calls are handled in a timely and appropriate manner, and the hours of operation.  The plan shall also detail the manner in which the selected Respondent will staff the help desk with qualified personnel, as well as the methodology by which the selected Respondent shall review staffing and reorganize or reschedule staff to maintain quality and adhere to performance standards.  As part of the response to this proposal, Respondents shall provide a preliminary help desk plan, which will serve as the basis for the draft help desk plan.  The selected Respondent shall provide a final help desk plan to the State no later than three (3) months after contract execution.
Providing a Hardware Plan.  The selected Respondent shall prepare a hardware plan that includes the Respondent’s approach to hardware maintenance, testing, replacement and disposal.  The hardware plan should include the methodology by which equipment will be inventoried and tracked (including the tracking of information for warranties and service agreements with other vendors), as well as a schedule and approach for routine equipment maintenance.  It should include the Respondent’s approach to hardware testing prior to releasing the equipment to a local agency.  This plan should detail how the selected Respondent will ensure proper configuration and functioning.  In addition, the plan must describe the methodology by which replacement equipment inventory will be provided to the local agencies.  This plan must detail the methodology by which hardware support staff configures the equipment that is sent for replacement, ship the equipment, receive and account for the problem equipment, and determine whether to repair or dispose of the problem equipment.  Finally, the plan must contain the methodology by which each type of equipment will be disposed and the location of disposal.  The plan must account for environmental, legal, and security requirements including State, local and Federal laws.  As part of the response to this proposal, Respondents shall provide a preliminary hardware plan, which will serve as the basis for the draft hardware plan.  The selected Respondent shall provide a final hardware plan to the State no later than three (3) months after contract execution.
Providing a Transfer Plan.  Coordinating the transfer of all State owned equipment in the possession of the current Respondent.  The cost of shipping equipment to the selected Respondent will be the responsibility of the State and shall be detailed on the monthly invoice for payment.
Providing a Telecommunications Plan.  The selected Respondent shall provide a telecommunications plan that identifies the manner in which each WIC clinic site will connect to the Internet.  The plan must also describe the manner in which new sites or relocated sites will be supported as well as how modifications or upgrades to existing sites will be conducted.  Finally, the plan must describe the performance tool that will be used by the selected Respondent to measure the bandwidth requirements to ensure that the sites are receiving the requirement minimum bandwidth and that the clinic operations are not being adversely affected by slow connections between the clinic and the Internet.  As part of the response to this proposal, Respondents shall provide a preliminary telecommunications plan, which will serve as the basis for the draft telecommunications plan.  The selected Respondent shall provide a final telecommunications plan to the State no later than three (3) months after contract execution.  
This plan should include methodology for transitioning all Clinics to individual ISP contracts in an effort to make Clinics less dependent on the State by August 31, 2013.

System Hosting

The selected Respondent will be responsible for providing and supporting the centralized hosting environment required to operate the WISE system.  This will include a production, development, and training environment.  There are approximately 146 WIC clinic sites around the state of Indiana accessing WISE utilizing 415 Citrix site licenses with a peak usage of 402 licenses running.  The Respondent should provide a description of the facilities where the CPS will be housed as well as the manner in which the facility is operated.  System hosting includes the following:
Procuring, installing, configuring, operating, and maintaining all hardware, system-operating software, hosting software, and connectivity services required to replicate the current centralized system-hosting environment.  
Monitoring system operations to assure maximum performance.
Acquiring additional hardware and other hosting resources as may be required due to program growth.  
Monitoring the number of daily system users and notifying the State when additional user licenses are required.
Notifying State WIC Office staff when problems occur within the hosting environment that impact WISE operations and taking appropriate actions to minimize system downtime.  
The system must be able to handle an initial load of 425 users with growth potential of 10% per year.  
Hardware modularity is required of the CPS by using server clusters, redundancy in the storage medium, and allowing for added servers should the need arise. The CPS will have enough bandwidth to provide a latency of no more than 2.5 seconds 80% of the time and no more than 5 seconds for 100% of the time. 
Uptime for the CPS is expected to ensure constant connection availability.
Providing for a Disaster Recovery Plan that minimizes system downtime to no more than twenty-four (24) continuous hours of total service disruption in the event of a disaster at the hosting facility.  Respondents shall provide an evaluation of the types of disasters that may impact the System’s operations and therefore require a back-up and recovery plan.  (Disasters described should include, but are not limited to, system failures at the selected Respondent’s level, natural disasters, and theft.)  For each disaster type, Respondents shall detail the steps taken to endure the disaster and the timeframe for recovery from such a disaster.  The selected Respondent is obligated to supply any redundant hardware and/or software for the central processing site as part of the disaster recovery plan.  As part of the response, Respondents shall provide a preliminary back-up, recovery, and disaster plan, which will serve as the basis for the draft back-up, recovery, and disaster plan.  Respondents shall provide the final back-up, recovery, and disaster plan to the State no later than three (3) months after contract execution.
Scheduling routine maintenance activities, such as end of day processing, data backup services, etc., that may be required to properly maintain the hosting environment and data during non-clinic use times.  The hosting environment must be available for clinic use from 7:00 a.m. EST to 8:30 p.m. EST Monday through Friday.  There are also some clinics that operate on a limited Saturday schedule, as well as one clinic that operates on a limited Sunday schedule.  The second Sunday of each month is currently reserved for dedicated system maintenance.
System Security and Privacy Control
The selected Respondent must provide appropriate security to meet applicable State and Federal requirements to protect the confidentiality of program data.  This includes completing a Security Plan Review document provided by the State within three (3) months of contract award and the following:

· Appropriate control over the physical facilities where contract related activities occur to protect data from unauthorized use and access.
· Appropriate control over the hosting environment hardware and software to protect data from unauthorized use and access.
· Appropriate virus control to protect data from unauthorized use, access, contamination or corruption.
· Must be in compliance with IOT Policies and Procedures.
System Operations
The selected Respondent will be responsible for the continued operations of WISE and the FMS.  The Respondent must describe the approach to be used in the provision of each of the services specified in this RFP.  These services may include the following:
Executing manual system operations jobs.  
Monitoring, ordering, storing and distributing WIC/FMNP check stock and MICR printer cartridges.
Manage, update and replace the State owned Equipment Inventory in accordance with State and Federal regulations and guidelines.   Additional information can be found in 7 CFR 3016.32(d)(2).
Run the Medicaid Outreach Report process.
Generating and transmitting the periodic extract files as required.   
Maintaining proper inventory and control over Respondent stocked supplies distributed to the local sites, such as the MICR printer toner cartridges, etc.  The selected Respondent will be responsible for coordinating forms design and procurement and for warehousing and distributing the supply items.  

Processing and fulfilling orders on a weekly basis for miscellaneous Respondent stocked supplies, such as the MICR printer toner cartridges.  Orders are submitted by authorized local staff via a website.  
Generate and transmit an XML file of all WIC data elements or a subset of the data as requested by the State.
Support modifications to local agency/clinic data.  Modifications may include, but are not limited to, the addition, modification or deletion of local agency or clinic demographic data as sites open, close or move.  
Miscellaneous activities: 
· Apply reference database changes (formula changes, etc.)
· Apply new food item prices or changes to existing food item prices received from the State
· Create the Food Price survey table
· Enter the returned food price survey forms received from the State.  NOTE:  This function may be replaced by the on-line price survey
· Apply any food item price over-rides requested by the State
· Monitor agencies that have been sent boxes of pre-printed blank check stock that have not entered them into the system
· Start end of month REC cycle after receipt of the bank paid file
· Download and distribute/post the month end reports by the 15th of the following month.
· Distribute workload statistics to the State by the 15th of the following month.  This would include items such as average response time, average load time, GUI time, volume and peak load times, latency, uptime, and number of nightly batch jobs performed. 
· Maintaining a current and up-to-date Data Dictionary for WISE and FMS.

Help Desk Support
The selected Respondent will be responsible for providing Help Desk support to State and local system users.  Users will contact the Help Desk for all application questions or problems, data questions or problems, network/Internet connectivity issues, and hardware related issues.  This includes the following:
Maintaining Citrix user account information for all clinic and State WIC Office staff.  This includes adding, updating, and deleting user accounts as new staff is hired, existing staff resign or existing staff responsibilities change requiring different permission levels.  There are currently over 500 user accounts.
Providing a Certified Help Desk Manager to manage help desk operations.
Timely systems analysis to assist the Help Desk with their troubleshooting efforts when handling clinic calls regarding system problems.
Timely software defect repair to allow the software to function as defined in the Detailed Functional Design Document (DFDD), Detailed Technical Design Document (DTSD), and other system documentation.  The selected Respondent will be required to maintain a system for recording, tracking, prioritizing, researching, and resolving system bugs.  A current list of outstanding software defects/bugs will be provided to the successful Respondent at the time of system turnover.
Providing a single toll free telephone number for users to report any and all WISE/FMS system related problems.  The Help Desk will not be responsible for providing support to non-WISE/FMS applications, such as Microsoft WORD and EXCEL, or for resolving questions regarding State policies or procedures.  These types of calls will be referred to the State WIC Office.
Use of an Automated Call Distribution (ACD) system or other equivalent system for tracking calls and analyst activities that enables the Respondent to monitor and track the volume of support calls, to quickly identify any call trends, and to adjust Help Desk staffing accordingly.
Providing Help Desk coverage during standard hours of operation from 7am to 6pm EST, Monday through Friday and 8am to 12pm on Saturday.  
Providing Help Desk coverage during extended hours of operation.  A number of clinics operate extended evening hours.  The State is interested in offering extended Help Desk hours accordingly.  Respondents should indicate if extended coverage is available and the additional costs that would be associated with the extended coverage in Schedules 5, 6 and 7 of the Cost Proposal.  
Providing an adequate number of Help Desk staff that are thoroughly trained in customer service, technical skills, and specific knowledge about the WISE and FMS applications so user calls are efficiently and effectively handled.
Providing a Help Desk e-mail account so that users can communicate with the Help Desk on non-essential issues.  Help desk staff will respond to all email messages within one (1) business day.
Developing an escalation protocol for call handling to assure that critical calls are handled in a timely and appropriate manner.
Providing Help Desk staff access to System Analyst and/or System Developer resources to provide technical assistance in resolving critical calls in a timely manner.
Utilizing a call tracking system that logs each call, including information about the site calling, the time and date of the call, the user calling, a brief summary of the problem, the time and date the problem was resolved, the total time to resolve the issue, and a brief summary of the resolution.  
Generating periodic reports of calls for analysis by appropriate Respondent and State staff to determine common problems that might indicate a software bug, the need for a software modification, and/or the need for additional user staff training.
Generating help desk reports based on the indicated timeframes and/or upon request:
· Call logs including type and resolution (weekly) 
· Number of Calls sorted by Date (weekly, monthly summary)
· Statistics report for average time of call/resolution and  longest calls/resolution (monthly summary).
· Open Issues (weekly summary)
· Known Bugs Report (weekly summary)
Meeting performance standards.  If the selected Respondent does not achieve this performance standard, the State will be billed for only half (50%) of the fixed monthly Help Desk Operations fee for that month.
· All calls must be answered within an average of 120 seconds and 90% of calls must be answered within 60 seconds.  A call that is received but immediately placed on hold is not considered answered for the purposes of the contract.
· The call abandonment rate must be <2% including voice-mail.
· 99% of all new user account requests are created within two (2) business days.
· 98% of all disable user account requests are disabled within four (4) business hours.
· 97% of all privilege/rights change requests are changed with eight (8) business hours.
· Provide the State with quarterly statistics on the above operations.
Field Hardware Support
The selected Respondent may be responsible for providing hardware support and inventory control for State owned computer and related equipment required to operate the WISE/FMS systems.  Hardware support will be on a depot basis.  The State is responsible for reimbursing the selected Respondent for actual equipment shipping costs which are to be detailed on the monthly invoice statements.  If the selected Respondent is responsible for providing support it may include the following:
Providing secure storage, controlled access and inventory control over State owned equipment, parts and supplies held at the selected Respondent’s facility.
Maintaining inventory control over all State owned equipment at the State and clinic levels.  Inventory records must be by physical location to include the minimum data set required by State and Federal regulation.  Current standards require property records must include a description of the property, a serial number or other identification number, the source of property, who holds title, the acquisition date, and cost of the property, percentage of Federal participation in the cost of the property, the location, use and condition of the property, and any ultimate disposition data including the date of disposal, method of disposal and sale price of the property.  As equipment is replaced at a site, the inventory record must be promptly updated.  An updated equipment inventory listing will be provided to the selected Respondent upon system turnover.  Additional information can be found in 7 CFR 3016.32(d)(2).
Providing the State and each clinic site with an accurate and detailed copy of the equipment inventory for verification and information purposes by the first calendar day of each month.
Maintaining an adequate supply of replacement equipment and repair parts and supplies on hand so that defective equipment can be replaced and/or repaired in a timely manner as determined during the contract negotiations.  The selected Respondent will be responsible for recommending a level of equipment and parts for on hand maintenance.  The manner in which additional equipment, parts and supplies are purchased will be addressed during contract negotiations.    
Providing an adequate number of hardware support staff that are knowledgeable about the field hardware specifications and requirements so user calls are efficiently and effectively handled.
Attempting to resolve hardware problems remotely over the telephone with clinic staff where possible.  In the event it is determined that the hardware is defective, replacement hardware will be shipped overnight to the site.  To the extent possible, all equipment should be shipped fully configured so that clinic staff will only need to ‘plug and play’.  Explicit written instructions and telephone support must be provided to the sites to assist with installing the replacement equipment.  Return pre-paid shipping labels must be included with the replacement equipment so that the clinic can return ship the defective equipment when appropriate. 
Arranging for the repair or replacement of any defective equipment still under a manufacturer’s warranty.  
Repairing any defective equipment that is no longer covered by a manufacturer’s warranty within the repair cost guidelines established by the State.  In the event a non-warranty piece of equipment cannot be repaired within the repair cost guidelines, all useable parts must be salvaged for use in the repair of other equipment.  Equipment that is not repairable and/or has had all useable parts salvaged must be properly disposed of according to applicable State and Federal environmental, legal and security requirements.  The cost of disposal, if any, will be detailed on the monthly invoices for payment.  Disposed equipment must be marked as such on the inventory.  Disposal of equipment must meet the minimum requirements set forth by State and Federal regulations.
Internet Access and Connectivity Services and Support
The selected Respondent may be responsible for providing and maintaining local access to the public Internet and resolve any connectivity issues that may occur for clinic sites.  The Respondent will assist any clinic in the process or with the resolution of issues.  The State will be billed monthly on a per clinic basis only for those sites that receive Internet services and/or support from the Respondent.  
Assisting clinics with obtaining DSL equivalent or higher services (or equivalent bandwidth) where available.  When the clinic is unable to obtain such service directly, the Respondent will providing DSL equivalent or higher service (or equivalent bandwidth).  For those sites that a DSL equivalent or higher line is unavailable, the Respondent will be responsible for assisting the clinic is obtaining service through aircard or satellite.  Dial up service should be considered the last option for any clinic and must be made through a local or toll-free call.  All clinic sites are responsible for providing telephone service if required.  
Assisting new or relocating clinics with obtaining Internet connectivity as needed.  The selected Respondent should indicate the amount of time needed to set up a new site as well as a fixed installation fee per type of site in the proposal. The selected Respondent will be responsible for determining the type of services that are available and recommending which service is most economical, based on the number of users at the site.  The State will provide written approval to install the appropriate service.
Upgrading or modifying Internet connectivity to existing sites as access needs change or as new ISPs, new technologies or more economical service plans become available.  The selected Respondent should proactively monitor this area and provide appropriate recommendations to the State.  The State will provide written approval to upgrade or modify the appropriate service.
Maintaining a minimum bandwidth for each dedicated network user.  In the event a dedicated service site experiences below the minimum access speed for three (3) or more consecutive days, the selected Respondent is responsible for notifying the State of the issue in the bandwidth utilization report.  If the State determines that the upgrade is required, the selected Respondent will be responsible for performing the upgrade and shall bill the State for services provided in the monthly invoice.
The Respondent will assure that all clinics have entered into direct contracts with ISPs on or before August 31, 2013.  
Email Services and Support

The selected Respondent may be responsible for providing e-mail services and support to allow e-mail exchanges between each local WIC clinic site, State WIC Office staff and appropriate selected Respondent staff.  This may include, but is not limited to, the following:
Establishing and maintaining an e-mail account for each local WIC clinic site.
Assuring that any local ISP contracted to provide local Internet access allows the use of this Respondent hosted e-mail service without restriction.
Providing virus protection software and other security measures within the e-mail services.
Maintain a WIC List Serv Distribution Service
Medicaid Match Processing and Reporting
The selected Respondent will be responsible for interfacing with the Indiana Medicaid Program in order to generate listings of potential WIC participants that the WIC Program can use as an outreach tool.  This process is currently handled as follows:

1. An extract file of selected WIC participant information is generated from the WISE software.
2. An extract file of selected Medicaid participant information is received through an FTP download from the Indiana Medicaid Program.
3. Both extract files are loaded and processed.
4. The process includes comparing the WIC extract file to the Medicaid extract file and identifying the participants that are exclusively on the Medicaid file.  The comparison utilizes a Soundex routine on the name, and an exact match on birth date and gender to eliminate likely matches (i.e., participants appearing on both extract files).
5. The resulting file of participants that are on Medicaid but are not on WIC is processed to sort participants by county.  A report listing and mailing labels are printed.  The county report and mailing labels are sent to the appropriate local WIC agency.

This includes the following:
Receiving and processing a monthly data extract file via FTP from the Indiana Medicaid Program.
Generating a monthly data extract file from the WISE software.
Processing the two extract files that identify potentially eligible WIC participants appearing on the Medicaid file that do not appear on the WIC file.
Generating a listing and mailing labels by county of residence of those Medicaid participants that are not currently enrolled in WIC.
Distributing the report and mailing labels to the appropriate local WIC agency.
CHIRP Interface
The selected Respondent will be responsible for interfacing with the Children and Hoosier Immunization Registry Program (CHIRP).   This process is currently handled as follows:

1. Participants are added to the WISE database.
2. An extract file of selected WIC infant and children demographic information is generated from the WISE software.
3. The extract file is sent electronically to the State WIC.
4. CHIRP processes the file so that the State WIC ID of the participant directly links to the Immunization Registry to allow for the records to be more easily queried when searched.
Vendor Price Survey Processing
The selected Respondent will be responsible for providing services related to the periodic processing of vendor price surveys.  Surveys are conducted no more than once per quarter.  The State is responsible for the cost of producing the survey form.  This includes the following:
Coordinating the design and procurement of the survey form (on-line) in cooperation with the State WIC Office.
Entering the price survey data received from the vendors.
Summarizing the survey results and generating the appropriate reports for State review.
Entering any override pricing information as designated by the State.
Applying the approved updated pricing information to production.
Reconciliation and Reporting 
The selected Respondent must provide appropriate reconciliation and reporting services to meet Federal requirements and State management needs.  This includes the following:
Complete reconciliation of all checks issued.
Generation of appropriate summary management and financial reports.
Production and distribution of reports to the State and local WIC agencies.  The State is interested for Respondents to propose a solution to replace the current production and distribution process.  
System Maintenance
The selected Respondent will be responsible for the continued maintenance of WISE including hardware maintenance on the central host processor and software maintenance on the database.  This includes the following:   

Timely planning, coordination, and implementation of all software releases, updates, and fixes, including the preparation and distribution of release notes that summarize changes for State and clinic user staff.
Maintaining software that is a manufacture supported version within two (2) versions of the most recent release.

Thorough quality assurance testing of all software releases, updates, and fixes prior to transition so that 95% are implemented without issue.
Updates to all system documentation (paper and on-line help) as corrections are made to the systems should occur within 30 days of the update.  These updates shall be distributed to the State and local agencies within a timeframe specified by the State.  A current copy of all systems documentation will be provided to the successful Respondent at the time of system turnover.  
Timely database repairs to fix corruption of data and other problems caused by software defects, system failures, user errors, etc.
Timely database tuning as needed in order to keep the databases running as efficiently and effectively as possible.
Timely updates to the various reference database tables as needed or requested by the State.
Timely planning, coordination, and transition of all database releases, updates, and fixes, including the preparation and distribution of release notes that summarize changes for State and clinic user staff.
Thorough quality assurance testing of all database releases, updates and fixes prior to implementation so that 95% are implemented without issue.
Scheduling routine maintenance activities, such as end of day processing, data backup services, etc., that may be required to properly maintain the hosting environment and data during non-clinic use times.  The hosting environment must be available for clinic use from 7:00 a.m. EST to 8:30 p.m. EST Monday through Friday.  There are also some clinics that operate on a limited Saturday schedule, as well as one clinic that operates on a limited Sunday schedule.  The second Sunday of each month is currently reserved for dedicated system maintenance.
Provide a current copy of all non-proprietary software in Escrow with a third party which is approved by the State.
Completing daily system backups. 
Monitoring daily system performance and making necessary adjustments to maintain peak operating efficiency so that local WIC users are not adversely affected.

Providing a monthly bandwidth utilization report for all dedicated service sites that can be used by the selected Respondent and the State to ensure that the sites are receiving the required minimum bandwidth and for ensuring that clinic operations are not being adversely affected by slow connections between the clinic and the Internet.  The utilization report should, at a minimum, include:
· The minimum and maximum Internet connectivity speed available to each dedicated site on a daily basis.
· The minimum and maximum Internet connectivity speeds utilized by each dedicated site on a daily basis.
· The average upload and download speeds used daily at each dedicated site.
· Respondent analysis of the data with recommendations for improving connectivity when problems are identified.


System Enhancements and Modifications

The selected Respondent will be responsible for future system enhancements and modifications.  The State may request implementation of enhancements and/or modifications to improve the efficiency or effectiveness of the WISE or FMS systems.  The State plans to negotiate a fixed price payment approach for any enhancements and/or modifications to the systems.  All pricing agreements for enhancements and/or modifications during the contract period will be based on hourly rates provided in the pricing response to this RFP.  This includes the following:  

An enhancement is defined as a software change that significantly increases risk, cost, or functionality of the system.  A modification is software maintenance for routine support activities that normally include corrective, adaptive, and perfective changes, without introducing additional functional capabilities.
Change requests (CR) are initiated by the State and submitted in writing to the Respondent for review.
The Respondent returns a system modification request (SMR) to the State for review.  The SMR will include:  A restatement of the original work request, project definition, objectives and benefits, proposed project plan, conceptual design (if needed), system design, system impact overview (risk analysis), log of resolved issues, and a log of outstanding issues.
The State will review the SMR and if in agreement notify the Respondent to complete a cost estimation.  The Respondent must provide a written estimate for the requested modification wthin 60 days.

The State will review the Estimate with thirty (30) days and return their answer to the Respondent.  Once completed, accepted by the State and moved to production the Resondent may  Respondent may submit an invoice during the normal monthly invoicing process.
System enhancements are handled in the same manner as system modifications with the exception that the respondent has 90 days to submit the estimate and the State has 90 days to review the estimate.  The State will be responsible for gaining FNS approval for any system enhancement prior to approving an estimate.
Change Requests (CR) are initiated by the State and submitted electronically in writing to the selected Respondent for review and cost estimation.  The Respondent should provide a written design document, cost estimate and estimated implementation schedule within thirty (30) days of receipt of the CR, or request additional information as needed to complete the estimation process.  CRs should be subjected to a formalized definition and design process by the Respondent to ensure that the end result is consistent with State requirements.  All CRs will need to be processed using the following procedure:

1. The requested modification is documented by the State using a CR.  A CR may only be submitted to the Respondent by the WIC Director or their designee.    
2. The selected Respondent reviews the CR, requests clarification of requirements as needed, and prepares a design document to include the following areas: 
· Restatement of original work request.
· Project definition.
· Objectives and benefits.
· Proposed project plan.
· Conceptual design (if needed).
· System design.
· System impact overview (Risk Analysis).
· A log of resolved issues.
· A log of outstanding issues.
· Project cost estimate to include a breakdown of the types of activities required, the number of hours required for each type of activity, and the hourly billing rate for each of the following types of activity:
· Data conversion issues.
· Security.
· Infrastructure and hardware issues.
· User acceptance testing.
· Pilot testing.
· Implementation.
3. The selected Respondent submits the completed design document to the State WIC Director or their designee for review within thirty (30) days.  The State may approve, request modifications, reject or put on hold the design document.  The State shall notify the selected Respondent of the status of the design document within thirty (30) days of receipt.
4. The State and the selected Respondent will mutually agree upon an implementation schedule once the design document has been approved.  
5. Once completed, delivered, implemented, and accepted by the State, the selected Respondent may submit an invoice; payment method specified by the State during the normal monthly invoicing process.  

Any modification to this agreement will be negotiated on a fixed-price basis.  All approved modifications will be processed by contract amendment signed by all appropriate State entities.

NOTE:  Reference database changes are not considered to be a system modification and are not subject to the above process.  Reference database changes are not a separate billable service, but should be included as part of the fixed monthly base fee in the operations cost schedule.

This includes the following:
Timely software modifications as requested by the State.
Timely software modifications as mandated by Federal Regulations.
Timely updates to all system documentation (paper and on-line help, technical manuals, etc…) as enhancements are made to the systems.  A current copy of all systems documentation will be provided to the successful bidder at the time of system turnover.
Documentation Standards
As the successful Responder modifies the system, it is imperative that documentation be updated to reflect changes.  This documentation should be presented in an editable format.  The Respondent must identify the method to be used and describe their approach to documentation.  Examples must be provided.  System documentation that must be updated includes:

· Entity relationship diagrams (ERD)
· System flowcharts
· Data dictionary
· Resource manual
· Release documentation
· Reports documentation
· On-line help
· System design documentation
· Training Materials
· Operations Manual

Migration Assistance and Project Close-Out Procedures
In the event of complete contract termination or the termination of specific contract activities, the selected Respondent will be required to provide transition services.  The Respondent must provide the approach to several activities including the following:
Provision of a copy of all WIC databases (participant information, check information, vendor information, staff member information, etc.) two weeks prior to the date of termination or expiration or as requested by ISDH. 
Provision of all public domain software applications including the source code and object code.
Providing a list of all third party software applications used including the current version numbers.
Providing all system documentation, to include technical and operational pertaining to WISE and FMS application(s).
Returning all hardware and software owned by the State of Indiana.
CPS Installation recommendations and assistance.
Conversion/Data Migration recommendations and assistance.
Testing recommendations and assistance.
Technical training for the new Respondent’s developers and other technical personnel.  Training shall accommodate no more than ten (10) people and shall last no longer than ten (10) days.  At a minimum, training shall provide those attending with a thorough overview of how the application(s) and database schema(s) are organized, including the review of all object relationships and process flows.  
Help Desk Staff Training for the new Respondent’s Help Desk staff.
Field Hardware Support Staff Training for the new Respondent’s field hardware support staff.
Meeting performance standards.  If the code is compiled correctly and performs as expected once the system migration is complete, the State will release final payment to the contractor.  This payment will be equal to 10% of the total contract amount for a given year.
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