TECHNICAL PROPOSAL
ATTACHMENT E

Please supply all requested information in the yellow-shaded areas and indicate any attachments that have been included.  Document all attachments and which section and question they pertain to.

	2.4.1	Project Management

		a.	Respondent must provide a Project Management Plan.  The Plan must include the utilization of a Project Manager and a Project Technical Lead.  The Project Manager and Project Technical Lead must have a minimum of two (2) years’ experience with WIC and a minimum of three (3) years’ experience of managing a project of a similar size and scope.  Describe the experience of the individual’s that will serve in these roles.  Describe how the Project Manager will ensure that the Respondent complies with all contractual specifications and requirements. Will this position have the authority to make decisions on behalf of the Respondent? A preliminary Plan must be included with the Respondent’s technical proposal, with a final Plan due not later than 60 days from contract execution for State review and approval.


			i.Plan must identify a single point of contact between the Respondent and the State for all communications on all system related issues, such as implementation development, hardware help desk, etc. This may be the Project Manager or some other responsible position at the discretion of the Respondent. Will this position have the authority to make decisions on behalf of the Respondent?


			ii.Plan should detail proposed levels of staffing, including technical staff, to insure all implementation and on-going operational tasks and responsibilities are completed in a timely and accurate manner.  At a minimum, staffing should be such that the following service level agreements (SLAs) can be met:

	a.	Notifying designated State staff within four (4) hours in the event a significant situation occurs that might adversely affect system implementation and/or on-going system operations.
	b.	Providing a high level written summary of a requested system modification (SMR) within 15 days of the request from designated State staff; providing written estimates/design documents to designated State staff within thirty (30) days of the approval of the  SMR document for small to medium system modifications.  Larger SMRs (in excess of 100 hours) must be estimated with 60 days.  Please see section 2.4.13 below for the change order process.
c.	Providing appropriate technical staff so that approved change requests of less than 100 hours are implemented within 90 days of State approval and approved change requests of 100 hours or more are implemented within 120 days of State approval.  Please see section 2.4.13 below for the change order process.
d.	Providing appropriate technical staff for the timely correction of all system defects so that 95% are corrected within 5 business days from Respondent’s knowledge of the defect.  A temporary work-around for critical system defects that prevent the completion of a certification and/or the issuance of food benefits must be developed/ implemented within 24 hours.
	e.	Providing appropriate help desk staff so that all incoming calls are answered by a help desk staff person within 120 seconds.  Answering a call and immediately placing them on further hold is not acceptable.  Incoming help desk call abandonment rate shall not exceed 5% of calls for the month.
f.	Providing appropriate hardware support staff so that all clinic requests to replace defective WIC provided system related computer equipment received by 3:00 PM EST are fulfilled the same business day for overnight delivery.  All replacement equipment shall be configured and ready to ‘plug and play’ for ease of clinic installation.
Explain your project management approach to insure that the above are met.

	


		b. 	Describe when and how the Respondent will conduct a kick-off meeting with appropriate State staff to be held at the State WIC Office in Indianapolis, IN. The kick-off meeting will elaborate and decide on the general approach, plan, and methods for transferring and implementing the designated WIC system to Indiana.

	


	c.	During implementation, explain the Respondent’s process, frequency, format, and submission time line for meetings, for providing status reports, for coordinating conference calls and for in person visits.  Explain how respondent will  provide minutes of meetings including but not limited to the current status of the respondent’s activities (completed since last update, new since last update, scheduled since last update, etc.), accomplishments, action items (those to be completed by the Respondent and by the State), and any new or changed risks or issues.

	


	d.	Post implementation, explain the Respondent’s process, frequency, format, and submission time line for post implementation meetings, for providing status reports, for coordinating conference calls and for in person visits. Explain  the process for providing minutes of meetings including but not limited to the current status of the respondent’s activities (completed since last update, new since last update, scheduled since last update, etc.), accomplishments, action items (those to be completed by the Respondent and by the State), and any new or changed risks or issues.

	


	e. Describe the Respondent’s process, frequency, and format for providing and maintaining a Project Work Plan, that meets the following minimum requirements. 
i. Detailed project schedule including tasks required for the transfer, modification, and implementation of the designated WIC system to Indiana.
ii. Work Breakdown Structure that provides a graphic depiction that defines the tasks and the costs associated with the tasks for the entire scope of the project.
iii. Project staffing that describes the overall staffing approach for the project during implementation and on-going operations.  This is to include the percentage of time key personnel will be dedicated to this project.  The staff approach should include the Respondent’s key staff as well as any key subcontractor staff.  Please note that changes to key personnel must be pre-approved by the State.
iv. Project tasks and deliverables that describe what is required to accomplish the work detailed in the work break down structure.
v. Any changes to the Project Work Plan must be approved by the State.  The Plan should be updated with actual completion dates when final key deliverables are accepted by the State.  A preliminary Plan shall be included with the Respondent’s technical proposal, with a final Plan due no more than 30 days from contract execution for State review and approval.
vi. The following is a tentative schedule of major milestones that the Respondent must meet, assuming a contract execution date of September 2, 2014:
· Kick-off meeting September 15, 2014
· User Acceptance Testing to start February 2, 2015
· Pilot operations to start July 13, 2015
· Statewide roll-out activities to start January 4, 2016
· Statewide roll-out activities completed March 31, 2016




		f.	Respondent must provide a Communication and a Coordination Plan.  The Plans should include the Respondent’s communication approach, including events such as status reports, conference calls, on-site visits, etc.  The Plans should include all stakeholders involved in the project, including the State, State contracted project management staff, State contracted IV&V staff, the WIC EBT Contractor, the local WIC agencies/clinics, the Respondent and its subcontractors, and other major related parties.  The Communications Plan should detail how communications among and between stakeholders will be delivered and managed.  This should include coordination among the units of the Respondent’s project team, including project management, development, testing, help desk, and hardware support staff, The Respondent shall provide a secure project web site to be used as a repository for all project related documents.  A preliminary Plan shall be included with the Respondent’s technical proposal, with a final Plan due not later than 60 days from contract execution for State review and approval.




g.	Confirm that the Respondent will comply with the Project Review Policy at: http://www.in.gov/iot/files/project_review_policy_20110311_final.docx.




h. 	Confirm that any data provided by or for the state remains the property of the state and may not be marketed or sold by the Respondent without the express written consent of the state. 




i.	Detail the Respondent’s service levels for hosting, help desk, etc. 




	2.4.2	Hosting Services/Data Operations Center 
		a.	Procuring, installing, configuring, operating, and maintaining all hardware, system operating software, hosting software, connectivity services and other services that may be required to host the designated MIS WIC system.  All equipment, operating software and related licenses are the property of the Respondent and not the State.  The Respondent should provide a complete description of the hosting/data center facilities.  To assist in gauging system operating requirements, the current system statistics are below.  Additional statistics are may be found in RFP section 1.4.
i. 23 State Office level users
ii. Approximately 600 local agency/clinic level users
iii. Approximately 400 concurrent system users on the average day
iv. 44 local WIC agencies and 138 individual WIC clinics
v. Approximately 700 active authorized WIC vendors 
vi. Average monthly enrollment of 179,000 and participation of 160,000
vii. Total record count on the current system is approximately 1.45 million participants, of which approximately 1.2 million have been inactive for over 6 months (these are assigned to agency 88/88).  Not all of these may be converted over to the new WIC system.
viii. The size of the current WIC database is approximately 170 gigabytes.  Please note that not all of the WIC participant, vendor, and food instrument information on the current IN WIC system will necessarily be converted over to the new system.  




For the following items b. – f. describe for each your ability to comply with the requirements.

		b.	Acquiring additional hardware and other hosting resources that may be required due to program growth over the life of the contract.  It is expected that there may be a potential growth of up to 5% per year. 




		c.	Maintaining operating systems and other third party software used to operate the designated WIC MIS system within 2 versions of the latest version available.




		d.	Providing a production, reports/data warehouse, disaster recovery and testing/training environment.  

i. The Production and Reports/data warehouse environments shall interact so that a current copy of all production data is extracted, transformed as needed, and loaded to the Reports environment on a daily basis.  The data in the Reports environment shall be query-able using SQL by authorized State staff.
ii. The testing/training environment would be accessed by both State and local users for UAT testing, as well as testing for other system modifications and for training/retraining of State and local staff, etc.  This environment should be refreshed at least once per month with current production data.  NOTE:  Access by local WIC staff to this environment for training/retraining will be limited and controlled by the State.
iii. The Respondent is responsible for furnishing and maintaining its own development environment and disaster recovery environment.




		e.	Monitoring system operations and providing database management to assure maximum system performance.




		f.	Scheduling routine maintenance activities, such as the 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 production environment must be available for clinic use from 7:30 am EST to 8:30 pm EST Monday through Friday and from 8:00 am EST to 12:00 pm EST on Saturday.




		g.	Providing appropriate security to meet applicable State and Federal requirements to protect the integrity and confidentiality of program data.  This includes completing a Security Plan Review document provided by the State not later than 150 days from contract execution and then every two (2) years thereafter.  The Respondent must provide a preliminary Security Plan as part of this proposal.  The final Plan must be submitted for State review and approval not later than 60 days from contract execution.  The Respondent must update the plan throughout the life of the contract as industry standards change, new State and/or Federal requirements are issued, or new security concerns are discovered.  The Security Plan must address the following:
i. The location and description of the controls at each of the physical facilities where contract related activities occur to protect data from unauthorized use and access.
ii. The controls over the hosting environment hardware and software to protect data from unauthorized use and access.
iii. The virus and malware controls to protect data from unauthorized use, access, contamination or corruption.  
iv. Results of any recent Service Organization Control (SOC) 1 or SOC 2 audits of the hosting/data center and/or plans to conduct such audits.




		h.	Providing a Disaster Recovery Plan that minimizes production system downtime to no more than 24 continuous hours of total service disruption in the event of a disaster at the hosting/data center facility.  The Respondent shall include a preliminary Disaster Recovery Plan as part of this proposal.  The final Plan must be submitted for State review and approval not later than 60 days from contract execution.  The Respondent must update the plan throughout the life of the contract as necessary.  The Disaster Recovery Plan must address the following:
i. Provide an evaluation of the types of disasters that may affect the ability of the WIC system to operate;
ii. A description of the overall plan to mitigate the effect of such disasters;
iii. A description of the disaster recovery facilities that will be used in the event of a disaster;
iv. A description of the criteria for determining when the Plan will be invoked and providing notification to the State;
v. A description of how the system will be restored once the disaster situation has been resolved.




i.	Provide the minimum hardware configurations, including operating systems, required for the software applications to run at the State Office level and the clinic level, so that the State can verify that existing hardware/software is sufficient or whether an update is needed prior to implementation.




j.	Provide the minimum software configurations, including operating systems, required for the software application to run.  Include for both the client and the server environments.





	2.4.3	System Transfer 

The Florida WISE WIC MIS system is the designated transfer system required for Indiana.  This system is public domain and the source code and related documentation will be made available by the State to the successful bidder.  
	The following are required services and tasks under this category:
a. Describe how the FL WISE WIC MIS source code will be loaded in to the Respondent’s hosting/data center environment and  tested to ensure that the base system functions ‘as-is’ within the Respondent’s environment.  This will test the set-up and configuration of the hosting/data center and will test the successful loading of the code.  It is understood that not all pieces of the FL WISE system will be functional, such as the specific interfaces for voter registration and adjunctive eligibility determinations, etc.  However, the basic features of the system, such as creating a new applicant, completing a certification, issuing benefits, etc., should be testable.

Attachment M to this RFP is the FL WIC Requirements Traceability Matrix that describes the functional status of the current FL WISE MIS and will be used to validate the proper functioning of the system at the point of the initial load.  Please note that an updated matrix may be used that reflects the status of the system at the point of transfer.




		b.	Confirm that the transferred system has been successfully set up with a system environment walkthrough and demonstration to State staff and making corrections as needed.



		
		c.	Brand the system for IN WIC to include:
i. Developing a comprehensive list that includes but is not limited to:
1. The IN WIC Program logo
2. Program title
3. System name (to be determined)
4. Home page
5. Page templates
6. Report headers
ii. Changing the agreed upon list in the system so that it will uniquely identify with Indiana WIC.
iii. Confirming that these changes function appropriately with a walkthrough and demonstration to Indiana WIC and making corrections, as needed.
iv. Assisting the State in analyzing the impact of any additional brand/configuration items as related to State policies and procedures and determining the impact of those changes in terms of scope, schedule, and cost.

Describe your approach to branding the Indiana WIC system by meeting the above requirements. Include how similar clients were branded through your services.




		d.	Configure the system for IN WIC to include:
i. Developing a comprehensive list and description of needed configuration changes and obtaining approval from the State of the same;
ii. Creating the blank database for the system;
iii. Loading data to define the:
1. Food packages;
2. Local agencies and clinics;
3. Food category and subcategory items consistent with the National Category/Subcategory List;
4. Universal Product Codes (UPC);
5. Approved Product List (APL);
6. Dynamic questions prompted by input to Nutrition History and Medical Information;
7. Security roles for selected local agency and State Office staff;
8. Loading the look up values and drop down menu items for all modules;
9. Loading other needed reference data into the system;
10. Confirming that these changes function appropriately with a walkthrough and demonstration to the State and making corrections, as needed.
NOTE:  To the extent possible, reference data from the existing IN WIC system should be used to load values in to the new system.  The Respondent will work closely with the current IN WIC system contractor and State WIC staff to identify and reuse reference data as much as possible.
Describe your approach to configuring Indiana WIC system by meeting the above requirements. Include experiences and best practices with other similar clients.





	e.	Modify the FL WISE system to tailor the system to meet the needs of the Indiana WIC Program to include:
i. Minor adjustments to screens to include disabling some fields (such as the Social Security Number), adding some fields (such as Read and Spoken to the Language field), re-captioning some fields (such as changing the Authorized Representative and Co-Caretaker to Participant/Parent/Guardian/Caretaker), etc.
ii. Modifying the FL WISE Voter Registration functionality to disable the electronic interface and to print a participant specific voter registration form using the State approved format.
iii. Interfacing with the Indiana Medicaid system for adjunctive eligibility determination.
iv. Interfacing with the Indiana Children and Hoosier Immunization Registry Program (CHIRP) that verifies immunization status, to include specific shot information as to what shots a child is behind on and what shots the child is due to receive next.  The data file from the CHIRP system contains this data.  The system will need to be modified to display detailed shot information in a grid format for clinic staff to use within a participant’s record.  Included as part of the interface is the sending of a monthly extract of newly added infants and children to the WIC system to facilitate the verification process.  This monthly extract is currently a manual process, but will need to be automated in the transfer system.  Additional details on how this interface currently works and the inputs/outputs are provided in Attachment G to this RFP.
v. Modifying as needed, the transferred FL WISE system EBT functionality and interface with the WIC EBT processor that will be selected by the State through a separate procurement action.  
vi. Adding new functionality to process an electronic file of Indiana Medicaid recipients against the WIC system’s database to identify those persons that are on the Medicaid system, but are not yet on WIC.  This is used as an outreach tool to contact potentially WIC eligible households.  Additional details on how this match process currently works and the outputs produced are provided in Attachment H to this RFP.
vii. Modifying as needed the transferred FL WISE system auto dialer function and interface.  The Respondent will be responsible for processing the file and sending out the text messages and/or calls to the participants.  This can be through a third party subcontracted by the Respondent.
viii. Modifying as needed the transferred FL WISE system to generate and transmit to MI WIC monthly files of participants using the file layouts for the CSC PedNSS and PNSS.  CDC is no longer processing WIC data files in to their systems, but MI WIC has gotten the CDC code and will be running statistical analysis reports for interested States.  Please go to http://www.cdc.gov/pednss/additional_tools/pnss_users_guide/ and http://www.cdc.gov/pednss/additional_tools/pednss_users_guide/index.htm for technical details on the extract files.
ix. Adding new functionality to create a daily electronic extract file of participants being referred to the Indiana Quitline smoking cessation program.  This will be triggered by a specific referral code and will be in .txt format designated by the Quitline program. Additional details on how this extract process currently works and the outputs produced are provided in Attachment J and K to this RFP.
x. Modifying as needed the way the system calculates manufacturer rebates to comply with IN WIC requirements.
xi. Modifying as needed the clinic calendar/appointment scheduling functionality so that appointments are based on staff resources.
xii. Defining system performance guidelines jointly with the State and developing a plan to evaluate system performance upon completion of rollout.  There are three major metrics that will need to be addressed which are perceived system performance, perceived user experience, and system performance.  It is understood that the performance of the system in production at the State and/or clinic level is highly dependent upon the local Internet bandwidth, which the Respondent is not responsible for.  At a minimum, performance metrics should include:
· The system will execute each user command (i.e. Save) within 5 seconds to sustain clinic operations;
· The system must move from field to field within a screen within 1 second to sustain clinic operations;
· The system will open new windows and change screens within 2 seconds to sustain clinic operations.
xiii. Confirming that the above modifications have been successfully made with a report of system modifications test results and a walkthrough and demonstration to Indiana WIC, and making corrections as needed.
xiv. All modifications made to the system will comply with applicable USDA/FNS system requirements, including the Functional Requirements Document for a Model WIC System (FReD), the WIC EBT System Testing Guidelines (TIG), and WIC EBT Universal Interface Document.

Describe the process to modify the FL WISE system for Indiana considering the above requirements and to discover other modifications to enhance the opportunity for successful implementation.  Include experiences and best practices with other similar clients.

		



		f.	Conducting JAD sessions on site at the Indiana WIC State Office in Indianapolis with State WIC staff to develop the specific requirements to implement the above modifications.  This will include a walkthrough of the transfer system to identify all screen changes and a review of the existing functionality within the transfer system for areas identified for modification in section 2.4.3 (f) above; to verify that the identified modifications are needed and to identify the specific requirements for those modifications.  Any new modification identified during the JAD sessions will be processed as a change order as described in Section 2.4.13 below.

		Describe a successful JAD session from your experience.  Describe challenges experienced that could have been avoided.  




		g.	Developing a comprehensive test plan that covers all aspects of installing and modifying the transfer system to meet the above requirements.  This would include the initial load of the transfer system ‘as is’, as well as the required modifications to the transfer system, including unit, integration, system, and user acceptance; developing test cases for unit, integration, and system tests and obtaining approval from Indiana WIC of the same.
Provide a sample test plan that accommodates all requirements as cited. Describe how the test plan is developed, including roles and responsibilities.



2.4.4 Data Migration

Migrate program data from the current IN WIC system to the transfer system to include:

a.	Define and map how the Respondent will develop a comprehensive Program Data Migration Plan to transfer all applicable program data from the current system to the FL WIC data system including the listed below.  A final plan shall be submitted to the State for review and approval not more than 60 days from the date of contract execution and will include: 
i. Introduction;
ii. Approach to be used during the data migration (Need, Approach, Assumptions/Constraints, Risks);
iii. Analysis and design (Data Repositories, Data Mapping, Business Rules, Assumptions and Defaults, Sequencing, Exception Handling, Security, Conversion and Translation Specifications by Field, As-Is File Layout, To-Be File Layout, Field Definitions and Valid Values);
iv. Implementation process defined (Full Migration/Process Steps/Verification, as well as Phased Migration/Process Steps/Verification);
v. Data migration tasks, schedule, and resources;
vi. Appendix (Other migration related documents, converted data report, tasks, responsibilities, schedule).




b.	Describe the program data migration routines that the Respondent will develop including all necessary participant, vendor and reference data.



	
		c.	Explain the process to migrate and load program data for User Acceptance and Pilot Test in the selected Pilot Test local agency.
	


	
	d.	Explain how and with what frequency, the testing and refining of those routines to confirm that the data migration process and routines function correctly will be communicated to Indiana WIC.  



	
	e.	Explain how the Respondent will maximize efficiency when migration of participant data occurs on a local agency/clinic basis as each agency/clinic becomes live under the new system.



	
	f.	Special processes may need to be developed to handle potential duplicate participant records in the event participants move between migrated and non-migrated clinics within the State during roll-out. Explain how a special process will be implemented.



	
		g.	The current IN WISE system contractor is available to provide some technical assistance with the transition to the new system to include a review of the current IN WIC applications and their database schemas and how they are organized, object relationships and process flows.  The Respondent should indicate the extent to which the current contractor’s staff will be utilized during the data migration phase.



	
2.4.5 System Documentation
The following services and tasks are included under this category:
		a.	Explain the process and frequency with which the Respondent will update the existing functional design document that describes in detail the requirements for the identified modifications to the transfer system by covering the following topics in each modified area and any additional areas articulated in the response.
i.	Introduction - navigation to/from;
ii.	Screen shots;
iii.	Data flow diagrams;
iv.	Screen and database fields; and
v.	Form level validations and processing.



	
		b.	Explain how the existing system design specification that describes in detail the technical structure and elements of the identified modifications to the transfer system will be updated including the following topics:
i.	Introduction (background, summary of requirements, overall system layout and description, applicable documents);
ii.	Inputs (screens, files, messages);
iii.	Processes (system processes, support processes, backup, and maintenance);
iv.	Outputs (reports and documents, screens, files);
v.	Interfaces;
vi.	Logical and physical database design;
vii.	Security considerations (user security, processing security, and database security);
viii.	Changes to other impacted systems (summary, logical flow, strategy, and design);
ix.	Appendix (screen definition, report definition, and data dictionary).



	
		c.	Updating training materials to reflect Indiana WIC functional modifications while obtaining Indiana WIC approval of the same.  The training material includes:
i.	Lesson plans for instructor-led sessions;
ii.	Training documents;
iii.	Quick reference guides;
iv.	System Help;
vi.	Self-guided electronic tutorial for clinic level applications.
Describe Respondent’s approach to updating training materials.  



	
		d.	Explain the processes and/or procedures to update all system documentation (functional, technical, training, etc.) as future modifications are made to the system over the life of the contract to ensure that all affected documentation is updated within 30 days of the implemented modifications.




	
		e.	On an on-going basis after implementation, draft System Release Notes for any future modifications that may be made to the system over the life of the contract for State use.  The Release Notes will typically be an overview of the changes (high level non-technical description of change with screen shots as needed) to be used for informing user staff of changes.  Drafts will be submitted to Indiana WIC and will be distributed by Indiana WIC to State and local users.
		Provide sample System Release Notes that were used for similar clients and that will meet the Indiana requirements.




2.4.6   Help Desk Services
The Respondent will be responsible for providing system help desk support for all system users, State and local.  Users will contact the Respondent’s help desk for all application questions or problems, data questions or problems, and hardware related issues.  
Please note that WIC clinic staffs are health professionals and not PC experts.  Few WIC clinics have on-site technical staff that are available to them and will rely on the Respondent’s help desk for assistance.  Help desk staff should be trained accordingly.
The following services and tasks are required under this category. For each item, express acceptance of the requirement and explain how the requirement will be fulfilled.
	a.	Providing a single toll free telephone number for all users to use for both hardware and non-hardware issues.




	b.	Providing an email account for users to use for non-essential issues.  All emails will be responded to within 1 business day of receipt.  If the issue cannot be resolved within that time frame, a reply email is still required within that time frame to acknowledge receipt and to provide a timeline for resolution.




	c.	Providing an option for a caller to leave a voice message if they are not able to remain on the line for an analyst.  All voice messages should be responded to within 30 minutes if the message is left during published help desk service hours.  A voice message left outside of published hours will be responded to within 30 minutes the following business day.




	d.	Staffing the help desk between the hours of 8:00 am EST and 8:00 pm EST, Monday through Friday, except for select holidays as follows:
i.	New Year’s Day 
ii.	Memorial Day
iii.	Independence Day
iv.	Labor Day
v.	Thanksgiving Day and the day after
vi.	Christmas Day
vii.	Other federally recognized holidays, such as MLK Day, President’s Day, Columbus Day, Veterans Day, etc., may be observed by most, but not necessarily all local WIC agencies.  Call volumes on those days would be lighter than normal, however.




	e.	Providing an adequate number of qualified help desk staff thoroughly trained in customer service, general technical skills, and specific knowledge about the transfer system to handle expected call volume.  Please indicate if the help desk staff will be employees or sub-contracted staff. 
	In-bound calls under the current IN WIC system averaged 474 calls per month for July and August 2013.  The average time per call was 6.68 minutes.  12 of these calls were hardware calls that were escalated to the hardware support staff.  
	The majority of IN WIC clinics operate in the Eastern Standard Time (EST) zone, although there are 25 clinics that do operate in the Central Standard Time (CCST) zone.  All areas observe Daylight Saving Time.  
	Core hours for clinic operations are from 8:00 am EST to 5:30 EST, during which time the majority of help desk calls are received.  State policy requires that each local WIC agency have at least one clinic that has evening hours to provide access to working families.  All clinics are closed by 8:00 pm EST.  Monday, Tuesday, and Wednesday are the most common days for evening hours.  On Fridays, all clinics are closed by 5:30 pm EST.
	Calls significantly drop in the late afternoon.  During the 3 month period of November 2013 through January 2014, the following was the call pattern.  All times below are EST.
· 4:30 to 4:45 pm – 23 calls
· 4:45 to 5:00 pm – 10 calls
· 5:00 to 5:15 pm – 5 calls
· 5:15 to 5:30 pm – 4 calls
· 5:30 to 5:45 pm – 9 calls
· 5:45 to 6:00 pm – 3 calls
· 6:00 to 6:15 pm – 3 calls
· 6:15 to 6:30 pm – 2 calls
· 6:30 to 6:45 pm – 3 calls
· 6:45 to 7:00 pm – 1 call
· 7:00 pm and later – 2 calls




	f.	Explain the process and frequency of training provided to the help desk as new staff are hired and/or as additional modifications are made to the system prior to the implementation of such modifications so that staff is fully knowledgeable of the changes.




	g.	Providing a message board or some other means to allow broadcast communications to users to advise them of known issues that may affect multiple users.  The Respondent will be responsible for posting any such messages upon State review and approval.
Provide a screen shot of the message board or other means used to fulfill this requirement.  Describe the broadcast process, include best practices and roles and responsibilities.




	h.	Describe how the Respondent logs and develops a library of common debugging steps to assist with the resolution of issues (including hardware issues) or the documentation of more complicated issues that get referred to development staff for further research.




	i.	Explain the Respondent’s escalation protocol for handling all calls to ensure that critical calls are handled in a timely and appropriate manner. Include in the explanation a process and a timeline that State will be notified upon the determination that an issue (critical or non-critical) appears to be system-wide that affects multiple users.  




	j.	Explain the process of how the help desk staff will have access to management and/or technical resources so that issues can be handled in a timely and appropriate manner.




	k.	Explain the process of how the help desk staff will have access to the production and test/training environments so that they can research issues on a real time basis. 




	l.	Providing help desk staff tools that will allow them to remote in to a user’s PC to either shadow the user to determine how an error might have occurred and/or to take remote control of the PC to correct an issue for the user.
	Describe the tools that will be used by help desk staff.  Will there be any training necessary and therefore completed with the user on how to use the tools?




	m.	Using an automated call distribution system or other equivalent system for tracking calls and help desk analyst activities that enables the Respondent to monitor and track the volume of calls so that staffing levels may be adjusted accordingly as call volume dictates.  The call system should be capable of indicating the approximate hold time for the user.  Please describe the call distribution system and the process that will be used.




	n.	Using a call tracking system that logs all calls, including information about:  the site calling, the person calling, the time and date of the call, the category of the call, the severity of the issue, escalation status, a brief summary of the problem, the time and date the issue was resolved, the duration of the call and the time required to resolve and a summary of the resolution.  Follow-up calls on the same issue will be linked together to allow tracking of resolution and time required to resolve.  Please describe the tracking system and the process that will be used.




	o.	Describe the process to capture and determine common issues that might indicate a system-wide defect, an area where a system modification may be needed to enhance system use, or the need for additional user staff training.




	p.	Describe the types of reports that are available that summarize various help desk activities and statistics for internal use and for State use.  Include sample reports with the response.




	q.	Meeting the following performance standards for call handling:
i.	All calls must be answered within 120 seconds, with 90% of calls being answered within 60 seconds.  A call that is answered, but immediately put on hold is not considered answered.
ii.	The call abandonment rate must not exceed 5% averaged over the quarter (January through March, April through June, July through September, and October through December).  A call is considered abandoned if the caller hangs up after 120 seconds from the end of the welcoming message.
iii. All voice messages must be responded to within 30 minutes.
iv. Providing a single toll free number for contacting the help desk.
v. Providing an email account for contacting the help desk.
vi. Responding to emails within 1 business day of receipt.

	Indicate acceptance of this by answering yes or no.  Fully explain how the performance standards will be met.




	r.	Providing a Help Desk Plan that details how the Respondent will provide help desk services.  The Plan should address all of the above elements.  The Plan must be submitted to the State for review and approval not later than 60 days from contract execution.



	
	s.	The help desk will not be responsible for:
i.	Assisting clinics with Internet connectivity issues.  Each clinic is responsible for providing its own internet service to connect to the system and will need to contact their local provider for related issues.  However, the help desk will need to troubleshoot issues to determine if it is a connectivity issue or not.  The help desk should be able to provide basic trouble-shooting suggestions to assist clinics, such as power cycling the DSL router, etc.
ii.	Assisting clinics with non-WIC system related applications, such as Microsoft Office products, Adobe Acrobat, SharePoint, etc.  
iii.	Assisting clinics with non-WIC system policy or procedures questions.  Clinics should be directed to contact the State WIC Office for all policy and procedure related issues.
iv.	Fixing data errors caused by clinic errors, such as transposing numbers when entering heights and weights, etc.  However, the help desk (or other technical staff) will need to fix data errors caused by a system malfunction.  The Respondent must clearly establish rules for data correction.

2.4.7   Hardware Support Services
The Respondent will be responsible for providing system hardware support for all system users, State and local.  Users will contact the Respondent’s help desk for all system related hardware questions or problems using the same toll-free number.
Please note that WIC clinic staffs are health professionals and not PC experts.  Few WIC clinics have on-site technical staff that are available to them and will rely on the Respondent’s help desk/hardware support for assistance.  Help desk/hardware support staff should be trained accordingly.
Hardware support will be provided on a depot style basis (equipment is configured centrally and shipped out ready for clinics to install).  The State will provide the Respondent with an adequate amount of system related equipment (clinic use only) to maintain on hand for replacement purposes.  The Respondent will determine the level of on-hand equipment needed based on their experience.  The Respondent will bill the State for the actual costs of shipping equipment to and from the local WIC clinics as part of the monthly invoice for services.
The following services and tasks are required under this category. For each item, indicate ability to fulfill the requirement, describe experience of how each requirement will be fulfilled.
	a.	Providing a single toll free telephone number for all users to use for both hardware and non-hardware issues.   




	b.	Providing an email account for users to use for non-essential hardware support issues.  All emails will be responded to within 1 business day of receipt.  If the issue cannot be resolved within that time frame, a reply email is still required within that time frame to acknowledge receipt and to provide a timeline for resolution.  The Respondent may use a single email account for all help desk/hardware issues or may create a separate email account for each.  It is preferred that a single email account be used for simplicity.




	c.	Providing an option for a caller to leave a voice message if they are not able to remain on the line for a hardware support specialist.  All voice messages should be responded to within 30 minutes.




	d.	Staffing hardware support between the hours of 8:00 am EST to 4:30 pm EST, Monday through Friday, except for select holidays as follows:
		
i.	New Year’s Day 
ii.	Memorial Day
iii.	Independence Day
iv.	Labor Day
v.	Thanksgiving Day and the day after
vi.	Christmas Day
vii.	Other federally recognized holidays, such as MLK Day, President’s Day, Columbus Day, Veterans Day, etc.) may be observed by most, but not necessarily all local WIC agencies.  Call volumes on those days would be lighter than normal, however.




	e.	Describe the Respondent’s hardware support staff including the qualifications, training in customer service, technical skills and specific knowledge about the field hardware specifications and requirements to handle the expected call volume. Please indicate if the hardware support staff will be employees or sub-contracted staff.  For July and August 2013, there was an average of 15 hardware calls per month.  




	f.	Providing a website for system users to download drivers, view inventory, and obtain other equipment related information.  Please go to https://help.statewic.net/inhw/ to view the current IN WIC hardware support website as an example of the type of information that might be made available.





	g.	Describe how the Respondent logs and develops a library of common debugging steps to assist with the resolution of issues of common hardware issues or the documentation of more complicated issues that get referred to development staff for further research.




	h.	Explain the Respondent’s escalation protocol for handling all calls to ensure that critical calls are handled in a timely and appropriate manner. Include in the explanation the timeframe that State will be notified upon the determination that an issue (critical or non-critical) appears to be system-wide that affects multiple users.  




	i.	Explain the process of how the hardware support staff will have access to management and/or technical resources so that issues can be handled in a timely and appropriate manner.





	j. Explain the process of how the hardware support staff will have access to the production and test/training environments so that they can research issues on a real time basis. 




	k.	Providing hardware support staff tools that will allow them to remote in to a user’s PC to either shadow the user to determine how an error might have occurred and/or to take remote control of the PC to correct an issue for the user.




	l.	Attempting to resolve hardware problems remotely over the telephone with clinic staff (or through remote terminal access per above) where possible.  If replacement equipment must be shipped, requests for replacement hardware received by 3:00 pm EST Monday through Friday will be shipped the same day for next business day delivery.  Requests received after 3:00 EST will be shipped the next business day for next business day delivery.  There will be no Saturday delivery.




	m.	All equipment shipped will be fully configured to the extent possible 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 all equipment. 
	Indicate acceptance of this by answering yes or no. Describe sample written instructions and experience with configuring equipment.




	n.	Under certain conditions, defective equipment that is being replaced will need to be returned to the Respondent by the clinic.  A return pre-paid shipping label must be included with the replacement equipment so that the clinic can return the defective equipment when appropriate.
	 Indicate acceptance of this by answering yes or no. Explain process to return equipment.




	o.	All defective equipment still under warranty will be returned to the Respondent.  Describe the process through which the Respondent will pursue warranty work on behalf of the State direct with the manufacturer.



	
	p.	All computers will have an Indiana WIC image applied prior to shipment.  The Respondent will work with the State to develop the image requirements.  
	Indicate acceptance of this by answering yes or no. Describe the process of developing image requirements.
	



	q.	Using an automated call distribution system or other equivalent system for tracking calls and hardware support activities that enables the Respondent to monitor and track the volume of calls so that staffing levels may be adjusted accordingly as call volume dictates.  The call system should be capable of indicating the approximate hold time for the user.  Please describe the call distribution system that will be used.




	r.	Using a call tracking system that logs all calls, including information about the site calling, the person calling, the time and date of the call, the category of the call, the severity of the issue, escalation status, a brief summary of the problem, the time and date the issue was resolved, the duration of the call and the time required to resolve and a summary of the resolution.  Follow-up calls on the same issue will be linked together to allow tracking of resolution and time required to resolve.  Please describe the tracking system that will be used.




	s.	Describe the process to capture and determine common issues that might indicate a system-wide defect, an area where a system modification may be needed to enhance system use, or the need for additional user staff training.



	t.	Describe the types of reports that are available that summarize various hardware support activities and statistics for internal use and for State use.  Include sample reports with the response.




	u.	Meeting the following performance standards for call handling:
i.	All calls must be answered within 120 seconds, with 90% of calls being answered within 60 seconds.  A call that is answered, but immediately put on hold is not considered answered.
ii.	The call abandonment rate must not exceed 5% averaged over the quarter (January through March, April through June, July through September, and October through December).  A call is considered abandoned if the caller hangs up after 120 seconds from the end of the welcoming message.
iii.	Requests for replacement equipment received by 3:00 pm EST must be shipped overnight that same day.  Requests received after 3:00 pm EST must be sent the following business day.  Requests for additional non-replacement equipment must be sent within 3 days of the request (requires prior State approval).
	Indicate acceptance of this by answering yes or no. 
Fully explain how the performance standards will be met.




	v.	Describe how secure storage, controlled access, and inventory control over all State owned equipment, parts, and supplies held at the Respondent’s facility will be managed and reported.  A description of the facility where equipment will be kept must be provided.
	



	w.	Provide the process to establish on-hand inventory levels for each type of stocked equipment to ensure that an adequate supply of items is kept on hand at all times.  Include how the Respondent will provide at least a 60 day notice to the State when inventory needs to be replenished to maintain an adequate on-hand amount.





	x.	Maintaining inventory control over all State owned equipment at the State, clinic, and Respondent level. This includes equipment provided through the Respondent, as well as equipment purchased directly by the local WIC site.  Each local WIC site is responsible for reporting such local purchases to the Respondent for entry into the inventory system.  Inventory records must be by physical location to include the minimum data set required by Federal Regulations 7 CFR 3016.32(d)(2).  Current standards require that property inventory records include a description of the item, a serial number, the equipment manufacturer, who holds title (always the State WIC Program), the acquisition date, the acquisition cost, percentage of Federal funds (always 100%), the location, use, and condition of each item, and information on the disposition of the equipment.  As equipment is replaced at a clinic location, the inventory system must be immediately updated. Please see https://help.statewic.net/inhw/ for an example.  NOTE:  The inventory information on this web site only displays some of the information that must be maintained.  Other information is maintained but is not viewable through the website.  Please refer to Attachment L for a sample of the type of information maintained for inventory.
	Indicate acceptance of this by answering yes or no. Describe ability to maintain inventory control and meet the above requirements.




	y.	Providing the State and each local agency/clinic site with an accurate and detailed copy of the inventory for verification and information.  This may be accomplished by having inventory available through the hardware support website.  Please see https://help.statewic.net/inhw/ for an example.  
	Indicate acceptance of this by answering yes or no. Explain how inventory information will be provided to and/or viewable by the State.
	



	z.	Describe the process by which the Respondent would perform an inventory verification process annually whereby each WIC site prints out its inventory listing, documents that it has or does not have each item, and then returns the completed verification form to the Respondent.  The Respondent will then be responsible for ensuring that each site returns a completed inventory verification form in a timely manner, reviewing the form and updating inventory records as appropriate, and working with the site to resolve any differences that might exist.




	aa.	The State may, at its option, request the Respondent to purchase replacement equipment on its behalf.  The Respondent will assist the State in determining the appropriate technical specifications for the equipment to make sure that it is compatible with the WIC system.  The Respondent will be reimbursed by the State for such purchases as a pass-through expense on the monthly service invoice.  The Respondent will ensure that such purchases result in a competitive price for the State and that they are tax exempt.  Equipment purchased in this fashion is and will remain State owned.




	bb.	Providing a Hardware Support Plan that details how the Respondent will provide hardware support services.  The Plan should address all of the above elements.  The Plan must be submitted to the State for review and approval not later than 60 days from contract execution.
	Describe approach to developing a Hardware Support Plan and meeting the delivery deadline provided.




	cc.	Coordinating the transfer of all State owned equipment in the possession of the current WIC system contractor.  This will include all equipment physically in the possession of the current contractor, as well as all electronic inventory and other equipment related records.  The State will be responsible for providing current electronic inventory information to the Respondent.
	Describe the coordination of equipment transfer as experienced with similar clients.




2.4.8   User Acceptance Testing (UAT)
The following services and tasks are required under this category:
	a.	Providing a detailed UAT Test Plan that complies with Federal Regulations 7CFR 277.18(g)(2)(i).  The Test Plan must be submitted not later than November 28, 2014 to meet State reporting requirements to FNS.  The Plan must include:
i.	The types of testing to be performed;
ii.	The organization of the test team and associated responsibilities;
iii.	Test database generation;
iv.	Test case development;
v.	Test schedule;
vi.	Documentation of test results;
	Indicate acceptance of this by answering yes or no. Describe the process of creating a UAT Test Plan including experience with similar clients. If available, include a sample UAT Test Plan.




	b.	Detail the process to provide the results of Respondent’s internal testing (unit, integration, performance, end-to-end, and regression testing) and a walkthrough of the modified system to demonstrate that the system is functional and ready for UAT.




	c.	Describe how the test environment will be seeded with migrated data that will be used for UAT and populating all necessary tables, etc., so that the system may be fully tested.




	d.	Explain how the Respondent will coordinate with outside entities (CHIRP, Medicaid, EBT contractor, etc.) to ensure that all interfaces can be tested.




	e.	Provide test case scenarios/test scripts to be used by UAT staff.  The test case scenarios should specifically test the modifications made to the transfer system, but should also include scenarios that test the system overall, including end of day, end of month, reporting, and disaster recovery activities.  The Respondent will work with the State to identify those common scenarios.  The test cases should include:
i.	Test case number;
ii.	Date created;
iii.	Author;
iv.	Description of case;
v.	Type of test;
vi.	Inputs;
vii.	Steps;
viii.	Expected results;
ix.	Actual results;
x.	Pass/fail;
xi.	Run date;
xv. Tester; 
xvi. Failure reason.




	f.	Describe how instructor-led on-site training for the UAT testing staff, including the provision of training materials will be provided.  UAT training should be a preview of pilot training methods and materials.  UAT training will be held at the State WIC Office in Indianapolis.




	g.	Providing on-site staff to support UAT testing staff during at least the first 2 weeks of testing.  Additional on-site support may be necessary as determined by the types and severity of errors encountered.
	What is the Respondent’s ability to fulfill this requirement?




	h.	Detail the error logging system that the Respondent will provide for UAT testers to log errors.




	i.	Explain the process and timeline to fix all errors in a timely fashion to allow rapid retesting to verify that the errors have been corrected. Errors found will be classified in severity as high, medium, and low.  All high and medium severity errors must be corrected within 5 business days from Respondent’s knowledge of the defect.  A temporary work-around for critical (high severity) system defects that prevent the completion of a certification and/or the issuance of food benefits must be developed/ implemented within 24 hours pending a permanent fix.  Low severity errors must be corrected within 15 business days from the Respondent’s knowledge of the defect.  All identified errors must be corrected before the system can be certified as ready for pilot.




	j.	Describe the Respondent’s comprehensive checklist of items that demonstrate the successful completion of the UAT phase and the readiness of the system to move to the pilot phase.  The Respondent must provide a formal presentation to the State, including a written certification that the system is ready to proceed to pilot.  FNS concurrence to proceed to pilot will be required.




	k.	The State may utilize an outside contractor to perform some IV&V/QA activities throughout the course of this implementation, but particularly during UAT in an oversight capacity.  The Respondent understands and will be responsible for coordinating/cooperating with this contractor as needed.  
	Indicate acceptance of this by answering yes or no. Detail Respondent’s experiences in working with IV & V/QA contractors.




2.4.9   Pilot Testing 
The following services and tasks are required under this category:
	a.	Providing a detailed Pilot Test Plan that complies with Federal Regulations 7CFR 277.18(g)(2)(ii).  The Test Plan must be submitted not later than 60 days from contract execution. 




	b.	Describe how the results of UAT testing and a walkthrough of the modified system will demonstrate that the system is functional and ready for pilot in a production environment will be provided.




	c.	Describe how the production environment will be seeded with migrated data that will be used for pilot and populating all necessary tables, etc., so that the system may be fully operational in the selected pilot sites in production mode.




	d.	Explain how the Respondent will coordinate with outside entities (CHIRP, Medicaid, EBT contractor, etc.) to ensure that all interfaces will be operational.




	e.	Describe how the Respondent will participate with State staff in selecting sites to use for the pilot.




	f.	Describe how the Respondent will assist with the development of rules with Indiana WIC to govern program operations during pilot, such as transfers of participants to and from pilot/non-pilot sites, etc.




	g.	Describe how instructor-led on-site training for the pilot staff, including the provision of training materials will be provided.  Pilot training will be held at the State WIC Office in Indianapolis.




	h.	Detail how the Respondent will support the pilot test including the following:
i.	Monitoring end of day processing to ensure successful completion by start of the next business day, taking corrective action as needed, and reporting the status to Indiana WIC.
ii.	Verifying that the system housekeeping functions have been completed, taking corrective action as needed, and reporting the status to Indiana WIC.
iii.	Verifying that EBT files have been received and processed by the EBT contractor, taking corrective action as needed, and reporting the status to Indiana WIC.
iv.	Providing help desk and hardware support to the pilot sites.




	i.	Detail the error logging system that the Respondent will provide for pilot sites to log errors.




	j.	Explain the process and timeline to fix all errors in a timely fashion to allow rapid retesting to verify that the errors have been corrected.  Errors found will be classified in severity as high, medium, and low.  All high and medium severity errors must be corrected within 5 business days from Respondent’s knowledge of the defect.  A temporary work-around for critical (high severity) system defects that prevent the completion of a certification and/or the issuance of food benefits must be developed/ implemented within 24 hours pending a permanent fix.  Low severity errors must be corrected within 15 business days from the Respondent’s knowledge of the defect.  All identified errors must be corrected before the system can be certified as ready for statewide roll-out.




	k.	In the event that a pilot site does not proceed as expected, detail a contingency plan to be used by the pilot sites that explains the processes to be followed to revert the pilot site back to the legacy system.




	l.	Describe the Respondent’s comprehensive checklist of items that demonstrate the successful completion of the pilot phase and the readiness of the system to move to the statewide roll-out phase.  The Respondent must provide a formal presentation to the State, including a written certification that the system is ready to proceed to roll-out.  FNS concurrence to proceed to roll-out will be required.





2.4.10   Statewide Implementation 
The following services and tasks are required under this category:
	a.	Providing a detailed Implementation Plan that describes the procedures, detailed schedules, and resources needed to implement the project statewide. The Plan must be submitted not later than 60 days from date of contract execution.  




	b.	Describe how the results of pilot testing and a walkthrough of the modified system will demonstrate that the system is functional and ready for statewide rollout in a production environment will be provided.




	c.	Describe how the production environment will be seeded with migrated data that will be used for statewide roll-out and populating all necessary tables, etc., so that the system may be fully operational as sites are rolled out in production mode.




	d.	Explain how the Respondent will coordinate with outside entities (CHIRP, Medicaid, EBT contractor, etc.) to ensure that all interfaces will be operational.




	e.	Describe how the Respondent will participate with State staff in determining the roll-out schedule.




	f.	Describe how the Respondent will assist with the development of rules with Indiana WIC to govern program operations during roll-out, such as transfers of participants to and from rolled out/non-rolled out sites, etc.




	g.	Describe how instructor-led training for roll-out, including the provision of training materials, will be provided.  At present the State is considering two options for roll-out training.  The first option is to have the Respondent train State staff (train-the-trainer) who will then conduct the clinic roll-out training.  The second option is to have the Respondent conduct the roll-out training. The train-the-trainer sessions will be held at the State WIC Office in Indianapolis. Roll-out training will be held at various regional areas throughout the State.




	h.	Detail how the Respondent will support statewide roll-out including the following:
i.	Monitoring end of day processing to ensure successful completion by start of the next business day, taking corrective action as needed, and reporting the status to Indiana WIC.
ii.	Verifying that the system housekeeping functions have been completed, taking corrective action as needed, and reporting the status to Indiana WIC.
iii.	Verifying that EBT files have been received by the EBT contractor, taking corrective action as needed, and reporting the status to Indiana WIC.
iv.	Providing help desk and hardware support to the rolled out sites.




	i.	Detail the error logging system that the Respondent will provide for rolled out sites to log errors.




	j.	Explain the process and timeline to fix all errors in a timely fashion to allow rapid retesting to verify that the errors have been corrected.  Errors found will be classified in severity as high, medium, and low.  All high and medium severity errors must be corrected within 5 business days from Respondent’s knowledge of the defect.  A temporary work-around for critical (high severity) system defects that prevent the completion of a certification and/or the issuance of food benefits must be developed/ implemented within 24 hours pending a permanent fix.  Low severity errors must be corrected within 15 business days from the Respondent’s knowledge of the defect.  




2.4.11   Coordination with EBT Contractor 
The implementation of the transferred FL WISE system to Indiana will occur simultaneously with the implementation of an online EBT benefit delivery.  The State will award a separate contract for EBT processing and related activities.  However, it will be incumbent upon the Respondent and the EBT contractor to fully cooperate and coordinate activities to ensure that the implementation of the 2 systems occurs smoothly and simultaneously.
NOTE:  Implementation of this contract to transfer the FL MIS and the contract that will be issued to implement the EBT system is contingent upon the availability of Federal funding and upon the approval by FNS of the EBT IAPD and RFP.  Part or all of these projects may be delayed and/or cancelled until such funding is available.
The following services and tasks are required under this category:
	a.	Explain the Respondent’s process to coordinate with the EBT contractor to ensure that the two systems interface correctly and to make such modifications as may be necessary to accomplish a seamless interface.  




	b.	Explain the Respondent’s process to coordinate schedules and timelines to ensure that both systems are ready for UAT, pilot, and statewide roll-out and the process to resolve any scheduling conflicts that might arise.




	c.	Explain the Respondent’s process to coordinate training activities for UAT, pilot, and statewide roll-out to ensure that training is fully integrated on how to use both systems.




2.4.12 System Training 
The Respondent will be responsible for training all State and local staff that will participate in UAT and Pilot on the transferred system on site at the State WIC Office in Indianapolis.  The Respondent will also be responsible for training State WIC Office staff on the state-level applications of the transferred system on site at the State WIC Office in Indianapolis.  
The State is considering different options for the training of local clinic staff during statewide roll-out.  One option is to have the Respondent responsible for training local staff on site at regionalized training locations throughout the State.  Under this option, there would be a one day (approximate 6 hours) clinic administration training for the local agency administrative staff that will be responsible for setting up user accounts, creating clinic scheduling calendars, setting up breast pump inventories and other related administrative functions within the clinic application.  There would be approximately 100 staff to be trained in 5 different sessions with a maximum of 20 trainees per session located in different regions of the State.  In addition, there would be a one day (approximate 6 hours) session for all clinic staff with a maximum of 20 trainees per session for the clinic application.  There would be a minimum of 25 different sessions needed to train the approximate 500 local staff.  To meet the State’s implementation timeline, the Respondent would need to provide 2 trainers so 2 separate training sessions could be run at the same time.  A prerequisite for local staff attending this hands-on session would be their completing a self-guided tutorial.  State WIC Office staff would be present at each training session to assist with training as may be needed, including assisting with setting up and taking down the equipment.  This will primarily consist of working with those trainees that seem to be having difficulties, answering policy and procedure questions that might come up, and keeping trainees on task to avoid delays with completing the training agenda.
The second option for roll-out training would be for the Respondent to provide State staff with a train-the-trainer type training so that State staff could conduct the roll-out training.  This train-the-trainer training would be 5 days on site at the State WIC Office in Indianapolis and would focus on training techniques as well as system functionality.
The Respondent must provide information and pricing for both options.
The following services and tasks are required under this category. Detail ability to comply and means to comply with each requirement below.
	a.	Developing a detailed Training Plan that covers all phases of training (UAT, State Office, Pilot, and train-the-trainer/roll-out).  The Training Plan must be submitted for State review and approval not later than 60 days from contract execution and should include:
i.	A description of the training methodologies and approaches for each type of training (UAT, State Office, pilot, and train-the trainer/roll-out).
ii.	A description of the types of training materials that will be used for each type of training.  
Please note that Indiana WIC is not requiring a detailed user manual be produced to be given to each trainee. Experience has shown that such manuals are rarely used and quickly go out of date.  The training materials may consist of quick reference guides of the most common system tasks that staff will need to complete.  For example, for clinic staff, there should be a quick reference guide (QRG) for pre-screening a new applicant, for completing a certification for each WIC type, for changing a food package, for updating the breastfeeding status of a woman/infant, for completing the mid-cert assessment for an infant/child, for recording a high risk nutrition contact, etc.  For State Office vendor staff, there should be a QRG for authorizing a new vendor, recording a monitoring visit, setting up a compliance buy, setting up training, etc.  The QRG’s would be in bullet point format with basic steps of no more than 3 – 4 pages each.  Each trainee would receive an appropriate QRG for the area in which they are being trained.
iii.	A detailed script for State staff that will be conducting the clinic roll-out training to use during training to insure that all topics are covered if the State opts to conduct the roll-out training.
iv.	A description of the training scenarios that will be used for each type of training.  The Respondent will work with Indiana WIC to ensure that appropriate scenarios are included in each type of training.
v.	A description of the Respondent’s staff that will be conducting the training, their qualifications, and their experience.
vi.	A proposed evaluation tool that each trainee will complete at the conclusion of each training session and how the feedback will be used to refine training.
vii. A proposed training agenda (general list of topics/functional areas) to be covered for each type of training and the proposed duration of each type of training session.

viii. A self-guided electronic tutorial, either as a CD, in a format that can be downloaded to each clinic user’s local PC or in a format that can be run from a web site hosted by the Respondent, which all staff will use prior to attending hands on training (either Respondent conducted or Stte conducted).  Please include a sample of such training materials with your proposal.  If the Respondent opts to use a CD, the Respondent will be responsible for creating and distributing an adequate number of CDs in each local agency to allow all clinic staff to view.  There is approximately 500 local clinic staff.




	b.	Developing a detailed training schedule for all phases of training.  The Respondent will work with Indiana WIC to identify the order in which the local agencies/clinics will be migrated over to the new system.   It is anticipated that training for UAT staff will be 5 days, training of State Office staff on the State level applications will be 3 – 5 days, and training pilot site staff will be 3 days.  If the State opts to have the Respondent conduct the clinic roll-out training, it is anticipated that there will be approximately 25 – 1 day (6 hour) sessions for the clinic application and 5 – 1 day (6 hour) sessions for clinic administration functions.  If the State opts to conduct the roll-out training, the train-the-trainer session would be 5 days.  All staff being trained on the local agency/clinic level application will be trained the same – there will not be separate training for clerical versus professional staff, for example.  Training of State Office staff on the State Office level applications will be segregated, i.e., only vendor staff will be trained on the vendor application, for example.




	c.	If the State opts to have the Respondent conduct the roll-out training, the Respondent will be responsible for arranging for the training facilities and web access to be used during clinic roll-out training.  The State will provide for the facilities for UAT, pilot, State Office, and train-the-trainer staff training.  The Respondent will be responsible for arranging for and paying for the costs of the training facilities for clinic roll-out.  It is anticipated that clinic staff training sessions may be held in or near the following major cities to minimize travel time and expenses for clinic staff:

i.	Indianapolis
ii.	Muncie
iii.	Ft. Wayne
iv.	South Bend
v.	Hammond
vi.	Lafayette
vii.	Terre Haute
viii.	Bloomington
ix.	Evansville
x.	Scottsburg




	d.	Providing the necessary equipment to be used in training by the Respondent’s training staff (the trainer’s computer, projector, etc.). The State will provide the computer equipment (laptops, epads, scanners, EBT card readers, etc.) needed for the trainees to use during training.  The State will also set up the hardware to be used by the trainees for UAT, State Office, Pilot, and train-the-trainer sessions. If the State opts to have the Respondent conduct the roll-out training, then the Respondent will be responsible for transporting, setting up, and taking down the state-supplied training equipment from location to location.




	e.	Explain the Respondent’s process to coordinate training with the EBT contractor to incorporate training related to EBT activities in to the overall training program. 




2.4.13  System Change Order Process 
The Respondent will be responsible for future system enhancements and modifications to improve the operations or functionality of the system, to comply with new Federal regulations or requirements, or to comply with changes in State policy and procedure.
The following services and tasks are required under this category. Detail ability to comply and means to comply with each requirement below.

	a.	Adhering to the prescribed Change Order process as follows:
i.	Changes requests (CR) are primarily initiated by the State and submitted in writing to the Respondent.  The CR will be a high level description of the desired change.
ii.	The Respondent will review the request, request clarifications when needed, and then prepare a System Modification Request (SMR) for State review and approval within 15 days of receipt of the CR.  The SMR will include the Respondent’s understanding of the original CR with a higher level of detail than provided in the original CR.
iii.	The State will review and approve the SMR as appropriate and notify the Respondent.   The Respondent will then prepare a detailed system design document and cost estimate for the requested change within 30 days of receipt of the State approval of the SMR.  Estimates for major enhancements (over 100 hours) must be completed within 60 days of SMR approval.
iv.	The State will review the estimate and notify the Respondent within 30 days that it is approved, put on hold, or not approved.  Approved estimates will be signed by the State and returned to the Respondent.  The Respondent will then sign and return to the State.  Please note that larger SMRs/estimates may require USDA/FNS approval, which may extend the approval timeline.
v.	The Respondent will offer/coordinate cost sharing of federally mandated and other common changes among the other WIC States where the Respondent operates the transfer system or a version of it.
vi.	The State and the Respondent will mutually agree upon an implementation schedule for the change once it is  approved that takes in to account the urgency of the change and the need to meet Federal implementation deadlines as appropriate.    Approved changes of less than 100 hours should be implemented within 90 days of State approval while approved changes of 100 hours or more should be implemented within 120 days of State approval. Generally, the State expects there to be at least one (1) release per quarter that would include non-critical defect fixes and other approved change requests/SMRs. Defect fixes for critical defects are expected to occur within 5 days of the Respondent’s knowledge of the defect.  




	b.	Changes to reference tables, such as adding a new infant formula, changing a listing in a dropdown box, etc. are not billable changes, but are considered to be normal system maintenance activities covered by the Respondent’s monthly operations fee. Reference table changes will still be initiated by a CR from the State and a corresponding SMR from the Respondent, but will not require the detailed system design document.  The Respondent will be responsible for making all table changes upon State approval.




	c.	Changes to the system that are above and beyond the project scope as defined in the RFP and the Respondent’s proposal will be considered billable and will go through the full change order process as described above.
	Describe up to two change order items, from the Respondent’s experience, that the Respondent considered billable.  Describe creative opportunities and best practices that will minimize or mitigate change orders and potential cost associated with change orders.




	d.	Corrections/defect fixes to correct deficiencies based on the most recently updated published system design documentation (or implemented SMRs/estimates where documentation has not yet been updated) are not subject to the change order process and are not billable.




	e.	All software changes will be reflected in updates to the system documentation, including functional, technical, and system help documentation.  The Respondent will also be responsible for drafting Release Notes for publication to the system users explaining what the changes are that affect users.
	 Provide sample System Release Notes as were used for similar clients and that will meet the Indiana requirements.




	f.	Describe the Respondent’s process to log and track the status of pending changes including:  
i.	A Respondent assigned sequence number based on the fiscal year, i.e., request number 1 for FY 2014 will be number SMR IN14-01;
ii.	A short description of the requested change;
iii.	Whether the change is a table change, software change, or other;
iv.	The date of the original CR from the State;
v.	The date the SMR was sent to the State;
vi.	The date the SMR was approved/not approved by the State;
vii.	The date the detailed design/cost estimate was submitted to the State;
viii.	The date the State approved/not approved/put on hold the detailed design;
ix.	The cost of the change;
x.	The proposed implementation date;
xi.	Comments section





2.4.14 System Operations and Maintenance Post-Implementation
The Respondent will be responsible for all on-going system operations once the system is completely rolled out statewide.  
The following services and tasks are required under this category:
	a.	Monitoring system operations on a daily basis and making necessary adjustments to maintain peak operation efficiency so that system users are not adversely affected.  Describe the type of automated and manual systems that will be used.




	b.	Performing timely database tuning as needed in order to keep the databases running as efficiently and effectively as possible.  Describe the type of automated and manual systems that will be used.




	c.	Completing daily system backups.  Describe the backup procedure, frequency, off-site storage, and recovery methods.




	d.	Updating reference database tables as needed or as requested by the State through the change order process.  Such updates are considered part of the normal monthly processing responsibilities of the Respondent and are not billable activities.  Reference database updates would include updating dropdown lists, food items, annual income guidelines, etc.  Please note that while the transfer system has the ability for State staff to perform such database maintenance activities, the State does not have the expertise or manpower to do so.  Consequently, the Respondent will be required to perform such activities.
	Explain the process to update reference database tables. Include roles and responsibilties.




[bookmark: _GoBack]	e.	Providing timely planning, coordination, and implementation of all software releases, reference table updates, defect fixes and other system changes.  This includes the preparation of release notes for system users that explains the changes in non-technical terms.  The schedule for all such activities will be jointly determined by the Respondent and the State.
	Explain the process timeline to establish the schedule.




	f.	Providing for the thorough quality assurance testing of all software releases, reference database table updates, bug fixes and other system changes, so that 95% are implemented without issue.  The Respondent will be required to provide a written report of release testing results, which the State must review and approve before a release is implemented.  The State may opt to perform additional UAT testing on some releases prior to implementation.   The Respondent should describe the procedures to be used for defect corrections when a new release is installed and the procedures for version roll-out back in the event of a significant release failure.




	g.	Maintaining system to track all requested changes and reported defects, their status, and final resolution.
	Indicate expected length of time allotted to maintain the system so each phase given can be tracked. 




h.	Validate that the service conforms to the Assistive Technology Policy (Section 508).  This should be done by submitting a Voluntary Product Accessibility Template (VPAT) if already available or completing the Assistive Technology Compliance Evaluation Form (available from IOT). See Attachment I.  

Indicate that Attachment I has been completed.




i.	Running the month end reporting process that will include a suite of standard financial, vendor, and clinic operations type reports.  While the transfer system includes the ability for the State to run various ‘canned’ reports on demand, there is a standard set of reports that need to be generated each month to meet Federal and State reporting.  The Respondent will be responsible for running those identified reports (not more than 20) and making those available to the State by the 5th working day of the month. The Respondent should explain how this monthly reporting process will be executed and how the reports will be made available to the State.




2.4.15 Project Close-Out Procedures
In the event of contract termination for cause, non-renewal by the State, or at the end of the term of the contract, the Respondent is required to provide transition services as needed to ensure the successful transfer of the system. 
The following services and tasks are required under this category. Explain ability to comply with each requirement. 
a.	Providing a copy of all WIC databases contained within the system upon request by the State.
	Indicate acceptance of this by answering yes or no and including the requested explanation.




b.	Providing all public domain software applications, including all source and object code necessary to run the system upon request by the State.
	Indicate acceptance of this by answering yes or no and including the requested explanation..




c.	Providing a list of all 3rd party software used to support the system upon request by the State.
	Indicate acceptance of this by answering yes or no and including the requested explanation..




d.	Providing updated system documentation, to include functional, technical, and operational documentation upon request by the State.
	Indicate acceptance of this by answering yes or no and including the requested explanation..




e.	Returning all hardware and software owned by the State upon request by the State.
	Indicate acceptance of this by answering yes or no and including the requested explanation..




f.	Providing professional assistance to the State and/or its designee for hosting/data center operations setup and configuration.
	Indicate acceptance of this by answering yes or no and including the requested explanation..




g.	Providing professional assistance to the State and/or its designee for conversion/data migration recommendations and assistance.
	Indicate acceptance of this by answering yes or no and including the requested explanation..




h.	Providing professional assistance to the State and/or its designee for testing recommendations and assistance.
	Indicate acceptance of this by answering yes or no and including the requested explanation..




i.	Providing technical training to the State and/or its designee of not more than 80 hours to include a thorough overview of how the system applications and database schemas are organized and function, including the review of all object relationships and process flows.
	Indicate acceptance of this by answering yes or no and including the requested explanation..




2.4.16 Transferrable Software Package
The Respondent shall develop and provide the State with a transferrable software package that can be shared with other State WIC agencies and USDA at the request of and as approved by the State.  The software package must include all components necessary for the transferred software to be successfully acquired and implemented, including, at a minimum:
· Source code
· Executable code
· Database schema
· All the web files and a backup of a database shell (structure and rule, not data) to include:
· Basic lookups
· Security roles
· At least one user with administrative access
· Or, a series of database scripts which creates the shell database (applicable seed data could be substituted for a database backup)
· Requirements and instructions for installation and configuration
· Required system documents
Indicate acceptance of this by answering yes or no. Include explanation of how  the requested will be fulfilled and best practices learned from previous experience.
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