RFP 22-68206
TECHNICAL PROPOSAL
ATTACHMENT F

Instructions:  Please supply all requested information in the areas shaded yellow and indicate any attachments that have been included to support your responses.

*Please note: Throughout this document, the term “customer” will refer to IDNR customers, visitors, and constituents; the term “State” will refer to IDNR staff and/or IDNR as a State of Indiana agency. 


2.4.1 General Requirements and Definitions

2.4.1.1 List any additional terms and definitions, aside from those listed in RFP Section 1.2, used by your company or industry that you would like the State to consider incorporating into the contract.  The State will not accept terms and definitions introduced after award during contract finalization and implementation.

	



2.4.1.2 Confirm that you have carefully reviewed all requirements listed in RFP Section 1.4 and in Attachment F1, Scope of Work.  Should your company have any exceptions, substitutions, or conditions for the State’s consideration, please list them below. During contract finalization and implementation, the State will not agree to exceptions, substitutions, or conditions that were introduced after award or during contract finalization and implementation.

	



2.4.1.3	Confirm your company’s ability to provide this solution, including all of the required System Components (e.g. Sport Licenses; Game Harvest Reporting; Harvest Information Program; Limited Hunts; Commercial Licenses and Permits; Public Access Management; Volunteer and Event Management; and Administrative Management).  If there are any components your proposed solution cannot provide, then explain.
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2.4.2 Sport Licenses (Agent Retailer and Online Applications)

2.4.2.1	Provide a brief overview of your proposed online and agent retailer Sport Licenses solution component.  Include why your company is best suited to provide this solution to the State. 

	



2.4.2.2	How does the proposed Sport Licenses solution find and identify an existing customer profile, allow for the setup of a new customer profile, determine and select the appropriate license type, issue a license, accept payment (including gift cards/certificates) for the license and/or donate additional money to a specified fund or initiative, provide a copy of the license to the customer, and prevent duplicate or unnecessary license purchases, purchases by suspended customers, purchase checkouts as a guest, or purchases of specific suspended licenses or license categories?

	



2.4.2.3	Can the proposed solution adhere to Indiana State law requiring a customer’s Social Security Number (SSN) – or the acceptance of a “no-SSN” customer attestation – for purchasing a Sport License?  If the answer to this question is “No” then please explain.

	



2.4.2.4	Explain how the proposed Sport Licenses solution allows customers, authorized agent retailers, and the State to view purchase and donation history, gift card/certificate balances and redemptions, and license suspensions.

	



2.4.2.5	How does your proposed Sport Licenses solution handle purchases for minor children online and at authorized agent retailers?  What are the security measures for protecting a minor child’s personal information?

	



2.4.2.6	How does your proposed Sport Licenses solution handle the processing of customer payments that will be made directly to authorized agent retailers?  Provide details regarding the invoicing or deduction of the agent retailer’s credit card fees, the issuance of refunds, the use of IDNR-issued gift cards/certificates, the voiding of licenses after purchase, and any time limits or other restrictions or limitations for any of these actions. 
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2.4.2.7	Are there any issues or concerns regarding the requirement to utilize or interface with a State-approved third-party payment processing contractor for all online transactions, potentially including credit and debit cards, gift cards/certificates, PayPal, Apple Pay, or a combination of payment options?  If yes, provide detailed explanation.  

	



2.4.2.8	Outline how authorized agent retailers can use the proposed Sport Licenses solution to fully or partially void licenses or other previous purchases.  Include information about how voids are reported to the State, and if or when pre-approval of voids is required from the State.  

	



2.4.2.9	Describe how the proposed Sport Licenses solution would allow a customer to register as an organ donor.  Also confirm that the proposed Sport Licenses solution will be able to interface with the Indiana Donor Network with a one-direction data transfer of donor registration activity.

	



2.4.2.10	Explain the proposed Sport Licenses component’s capabilities regarding online or authorized agent retailer application alerts and notifications; password resets; email communications; document sharing;  license reprints; automatic license renewals, reminders, and settings, including opt in or opt out options; whether all of the available options are system-driven or customer-selected;  and when the options can be initiated. 

	



2.4.2.11	Does the proposed Sport Licenses solution allow for hard card issuance, if desired?  If so, outline all available options for the customer and the State, along with how those options are selected for purchases both online and through authorized agent retailers, and how and when the card is issued.  

	



2.4.2.12	Describe whether your proposed Sport Licenses solution can process the sale of federal duck stamps per protocols supplied by the US Fish & Wildlife program.

	



2.4.2.13	How will your proposed Sport Licenses solution collect sales revenue from authorized agent retailers?  Include details on agent retailer invoicing functionality, format, timeline, and content; as well as the deduction of agent retailer fees; the possible responses to a failed collection; the options for suspending and deleting agent retailers in the system; and how agent retailer sales and subsequent revenue collections are validated and reconciled.

	



2.4.2.14	Outline how your proposed Sport Licenses solution allows for customized design, language, content, license categorization and purchase logic, and the incorporation of paid advertising in the online and agent retailer applications.  Include how the proposed solution will allow the State to redefine existing requirements, request design changes, and otherwise implement modifications.
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2.4.2.15	Describe how the proposed license solution allows for the suspension of individual licenses without suspending the customer, and how it would potentially prevent a suspended customer from purchasing a license.

	




2.4.3	Game Harvest Reporting

2.4.3.1	Describe how your proposed Game Harvest Reporting solution manages quotas, species, and reporting through authorized check stations, an online application, and a call center.  Include any options for online check-in without a previous login or registered account, and without accidental duplication of an existing account. 

	



2.4.3.2	Detail how harvested species are tracked, recorded, and displayed in real-time, including how notifications about quotas or seasons are pushed to law enforcement personnel and hunters, and how communication and subsequent surveys related to reporting can be customized based on season or hunter location.

	



2.4.3.3	How does the proposed solution accommodate reporting from hunters who are exempt from needing a license or who have not had any previous interaction with the State?

	



2.4.3.4	How are relationships in the proposed game harvest reporting solution configured to lead customers through logical and valid choices during the check-in process, and how does it confirm that their check-in has been properly completed?  Include how the solution can print and/or email a copy of the game harvest report record.

	



2.4.3.5	Can the proposed game harvest reporting solution immediately assign a unique confirmation number that can be verified by law enforcement personnel?

	



2.4.3.6	Detail the proposed reporting solution’s capability for identifying a specific harvest location on a map during the online check-in process, and how that functionality can be enabled, disabled, monitored, or otherwise configured by the State.

	



2.4.3.7	How are game harvest reports and history accessed, searched, and exported by the customer and the State?

	




2.4.4	Harvest Information Program (HIP)

2.4.4.1	Detail how the proposed solution handles HIP registrations (both online and over the telephone), surveys, and assignment of a HIP number for new and existing customers, including how both newly issued and past HIP registrations are accessed by customers and the State, and how they are immediately verifiable by law enforcement personnel.

	



2.4.4.2	Describe the proposed HIP solution’s ability to print the HIP number on the license, and to prevent duplicate surveys within the same season.

	



2.4.4.3	What is the proposed HIP solution’s process, schedule, and format for automatically transferring survey results to the U.S. Fish & Wildlife Service?
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2.4.5	Limited Hunts

2.4.5.1	Detail how the proposed solution will handle a high-volume of activity for the real-time acceptance of Limited Hunt applications, the processing and tracking of applications and related fees, the confirmation of application receipt, the determination of hunter eligibility, and the automated, randomized draw of participants based on predetermined criteria, and the assignment of a pick order to manage blinds, stations, or areas.  

	



2.4.5.2	How does the proposed Limited Hunt solution prevent overbooking of hunt opportunities, allow customers to complete applications on behalf of others, and notify all customers of their success or failure in the draw?

	



2.4.5.3	Describe how customers can view their history of limited hunt applications, as well as past and current hunt draw statuses.  
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2.4.5.4	Describe how the proposed solution supports “First Come First Served” hunts with high initial volume.  Describe functionality to prevent overbooking and to free up incomplete registrations.

	





2.4.5.5	How does the proposed solution support draw hunts with hunting parties where a “leader” completes registrations both for themselves and others. 

	



2.4.5.6	Confirm whether the proposed solution supports draw hunts where the customer registration process includes multiple ranked preferences for dates and properties.

	



2.4.5.7	Confirm that the proposed solution includes “preference points” functionality for draw hunts where customers that have registered and not been drawn in past hunts are given improved odds in the selection process.  Describe the functionality and flexibility of preference points with the proposed solution.

	



2.4.5.8	Describe how successful and unsuccessful applicants are notified of limited hunt results.

	




2.4.6	Commercial Licenses and Permits

2.4.6.1	Detail how the proposed Commercial Licenses and Permits solution allows customers to access regulations and other requirements; to perform any prerequisite testing; and to view, save, print, and submit electronic applications, including the payment of any applicable fees.  Include explanation of how customers view submitted applications and any active/issued commercial licenses and permits, or are notified of an application’s review status or final determination. 
 
	



 2.4.6.2	How does the proposed Commercial Licenses and Permits solution allow the State to review and track the status of submitted applications and payments, administer tests, and to approve, issue, renew, suspend, or void licenses and permits?  Describe all related search and workflow functionality, dashboards, options, customizations, notifications, reporting, etc.   
  
	



 
2.4.7	Public Access Management 
 
2.4.7.1	Describe the proposed Public Access Management solution for providing a user- and mobile-friendly way for visitors to find and pay for activities at IDNR public properties.  Include application’s ability to process purchases of sport licenses, electronic permits, event tickets, or parking passes, as well as details on how the State will be able to view in real time who is visiting the State’s properties and how the properties are being used.   
 
	



 2.4.7.2	How will the visitor check-in and check-out processes work in the proposed Public Access Management application?  Include details regarding the ability to create new or use existing account profiles; to limit, control, restrict, or prevent check-ins by specified visitors, or at specific properties, or activities at specified times; to notify visitors of emergency closures; and to prompt visitors to rate or comment on their visit. 
 
	


 
2.4.7.3	Describe Public Access Management solution’s ability to use geofencing or other tracking technology to prompt a visitor to take a specified action (e.g. purchase a parking pass), to store a visitor’s history and data, and to allow and process a visitor’s game harvest reporting. 
 
	


 
 
2.4.8	Volunteer and Event Management 
 
2.4.8.1	Explain how the proposed solution’s Volunteer and Event Management solution will allow volunteers and customers to find volunteer opportunities, create a volunteer profile, submit individual or group volunteer applications, register and check-in for specific activities, and record volunteer hours and other donations.  Include details about how the system manages requirements for specific sport licenses for volunteers. 

	



 2.4.8.2	How can volunteers and the State utilize the proposed Volunteer and Event Management solution to interact with social media before, during, and after events?  Include how the Volunteer and Event Management component could potentially interface with the State’s website, as well as the solution’s ability to create hyperlinks unique to each event for online or social media posting.
 
	



2.4.8.3	Describe the proposed Volunteer and Event Management solution’s ability to offer time-limited or open-ended events, including online registration as well as offline, online, or on-site check-in for IDNR staff, volunteers, volunteer groups, and visitors.  

	



2.4.8.4	Detail how the proposed Volunteer and Event Management solution records, manages, and confirms volunteer applications, background checks, service agreements, location assignments, IDNR licensing prerequisites, hours worked, and equivalent dollar values for grant matches.  

	




2.4.9	Administrative Management and Reporting 
 
2.4.9.1	How are unique roles identified in the proposed solution, and how is role access established, documented, and tested for each role, including State administrative and law enforcement personnel, and agent retailer license clerks, check-in clerks, and store managers?  Include details regarding activating, modifying, suspending, disabling, or deleting access to the system, as well as password resets, role-based security options, and any relevant limitations. Provide additional detailed explanation if the process is treated differently within any individual, specific component.  
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2.4.9.2	In what ways does the proposed solution allow the State to configure or customize the application and any associated workflows for all of the included components?  Include details about where in the application the configuration, customization, and workflows are available, and at what level such actions require intervention by your company or can be performed through the solution’s administrative module.  Describe the proposed solution’s ability to create audit trails of all such system activity, users, and modifications for all included components.

	



2.4.9.3	Detail how the State can create, identify, consolidate, merge/separate, suspend, reinstate, or delete customer profiles within the proposed solution for all included components.  

	



2.4.9.4 	Describe how the proposed solution allows the State to prevent the issuance of a license to a suspended customer, to void or suspend purchased licenses or license privileges, and to view license suspensions and suspension dates and types under a customer’s profile.  Include details regarding how the State can notify individual customers or groups of customers about suspensions. 

	



2.4.9.5	Outline how the State would manage authorized license agent retailers and check stations, including set up, modification, invoicing, and management of individual businesses, and multi-branch corporations and franchises. 

	



2.4.9.6	How would the State void, edit, or label a check-in game record in the proposed solution?

	



2.4.9.7	Explain how the Limited Hunt lottery draw process would be managed by the State within the proposed solution, including how the State’s business rules are established or modified, and how Limited Hunt applicants can be disqualified or removed.

	



2.4.9.8	How does the proposed solution allow the State to restrict volunteer sign-ups for individuals who are prohibited from participating, or restrict prohibited visitors from checking in at IDNR properties?

	



2.4.9.9	How does the proposed solution allow the State to administratively create, modify, and delete events, customize registrations, and publish events and registration links online and on social media, create waitlists for events, and send notifications or other messages to volunteers and visitors?

	



2.4.9.10	Describe the proposed solution’s ability to allow the State to search, display, and report real-time data from the application and all the included components. Include a listing of available canned reports, customizable reports, and on-demand ad hoc report creation; all report formats; and any options for the automated generation of results from reports, as well as how the proposed solution can provide interactive reporting in an agency or administrative dashboard.  Describe the technology or platforms used and any additional software required.

	



2.4.9.11	How can the State utilize the proposed solution to communicate with customers and retailers?  Include information on initiating or scheduling messages to individuals or groups based on certain criteria, event-specific needs, or agency marketing campaigns; the available notification and alert options, and possibilities for archiving and accessing past messages. 

	



2.4.9.12	What is your company’s marketing strategy related to the proposed solution?  What tools, data, or other resources are available to the State from the proposed solution for use in State-driven marketing efforts?

	




2.4.10	Technical Requirements

2.4.10.1	Can the proposed solution integrate with the State’s local Access Indiana or Azure AD for single sign on?  If the answer is No, then provide explanation.

	



2.4.10.2	Can the proposed solution’s online and retailer applications be accessed by a variety of computers, tablets, and smartphones, and via multiple common internet browsers and versions, and/or via a free App?  Provide details of minimum and recommended client hardware and software (including operating systems, plug-ins, libraries, etc.) required to access and use the application.  Describe any limitations, restrictions, or exclusions that might affect the proposed solution’s availability or accessibility. 

	



2.4.10.3	If needed or required by the State, does your company agree to develop or perform any integration code necessary to allow the proposed solution to interface with other State-owned/operated or third-party software or systems, such as needed for payment processing, revenue reconciliation, or collaborations with other State programs or requirements?  If the answer is No, then provide explanation.

	



2.4.10.4	Describe how your company handles any unplanned technical interruptions to the proposed solution’s online or agent retailer services, as well as how and how quickly such events are announced to potential users and/or escalated to the State.  What is the expected or average amount of time per calendar month that the solution may be unavailable to users?  What type of reporting is available to the State to monitor the frequency or length of interruption events?

	



2.4.10.5	What gift card/certificate acceptance capabilities are included with your proposed solution?  How would acceptance change if required to use a State-contracted third-party payment processor?

	



2.4.10.6	What is the average response time to access any functionality within the proposed solution?

	



2.4.10.7	Describe the proposed solution’s technical capabilities to send ad hoc or routine broadcast messaging or other communication to specified users, including options related to message content, length, notifications, archives, modification, etc. 

	



2.4.10.8	Explain your company’s pre-operational testing strategy, including but not limited to the testing of the solution’s functionality, performance levels, volume capacity, vulnerabilities, user requirements, operability, accessibility, data migration success and correctness, navigation, and reporting.

	



2.4.10.9	Describe your company’s change control philosophy, process, policies, and definitions, including what information or configurations the State can modify directly, and the role-based security required to make direct modifications to various configurations on which this option is available.

	




2.4.11	System Security

2.4.11.1	Provide all applicable security and privacy policies your organization maintains.  If policies cannot be provided, please explain.

	



2.4.11.2	Review the State’s Information Security Framework and either confirm that your company conforms to the policy or provide explanation to the areas for which your company does not conform.  

	



2.4.11.3	What application and infrastructure intrusion detection and prevention programs are in place?  What mechanisms do you have to provide real-time alerts for intrusion detection and to protect against service attacks?  

	



2.4.11.4	Has anyone ever compromised the integrity of your network?  If so, what happened and what was your response and resolution?  

	



2.4.11.5	Where do you propose to store the data within the continental US? Where is the data housed (e.g., mainframe, client server, local, data center, cloud)? 
· If a cloud solution is proposed that is not SaaS, could it be hosted in the State cloud tenants? 
· If a data center is proposed, is the data center owned and operated by your company or do you subcontract out this functionality?  If subcontracted, identify the subcontractor(s).
· Describe the security measures in place at that facility.
· Is redundant power supplied to the cabinets/facility?
· Describe all major power failures you have experienced.  Are power failures tested?  How often? 
· Do you provide remote operations for your data center(s)?
· Is data storage audited and/or certified? 

	



2.4.11.6	Does your company agree to the State’s prohibition against using for your benefit, or providing to a third party for their benefit, the contents of any cookies or other data collected via the proposed solution?  Provide details regarding any exceptions or limitations.

	



2.4.11.7	What are your processes for ensuring the privacy and security of data stored in, and transmitted to or from, your system?  Describe your data encryption.  How will you provide encryption services for data at rest and in transit?  Is sensitive data cryptographically hashed?

	



2.4.11.8	What is your protocol for handling a data breach?  What safeguards are in place to protect the data from breaches?  If such did occur, then what are your company’s standard responses to a breach, and how would the State be notified of a breach?
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2.4.11.9	What are your plans to mitigate technology risks, whether from failures or external threats?
 
	



2.4.11.10	What are your current practices regarding auditing and reporting on the effectiveness of your controls for security, availability, processing integrity, confidentiality, and privacy? Provide any relevant information related to audits describing the effectiveness of your nonfinancial controls.

	



2.4.11.11	Describe the backup and recovery processes used to protect mission-critical data.  Provide your company’s formal Disaster Recovery/Business Continuity Plan.  In your answer, please address the following:
· What types of redundancy are in place (entire data center, application code, database, etc.)?  Is redundancy with a remote location?  Provide details.
· Describe the high-level disaster recovery activities to be used to restore the application and the associated timeline and ownership of those activities.
· What, if any, impact will the State experience as a result of utilizing the application at the disaster recovery site until the primary site can be restored? 
· What is the maximum application downtime the State can expect once a disaster recovery is initiated?
· How often is a disaster recovery exercise performed for testing purposes and how will the State participate?
· When was the previous disaster recovery exercise performed?  Describe the high-level results.
· What priority can the State expect if a disaster recovery is initiated?
· What is your plan for, and associated timeframes related to, lost data recreation?

	



2.4.11.12	What planned outages are required, including maintenance, backup cycles, production changes, and infrastructure upgrades?  How do you ensure there is minimal downtime during normal working hours?  What guarantees do you offer for uptime?  Does the State have any authority to delay an outage if it would cause issues with critical business processes?

	




2.4.12	Infrastructure

2.4.12.1	Provide a high-level architectural diagram(s) and associated details of all hardware/infrastructure required for the application to operate, including backup and disaster recovery (number of servers, server specs, OS versions etc. for client and server).

	



2.4.12.2	Describe your company’s strategy, plan, and process for infrastructure upgrades.

	



2.4.12.3	Are your company’s servers shared among multiple customers or dedicated to one customer?

	



2.4.12.4	How is load balancing performed for all of your company’s customers within each data center as well as between the primary and secondary data center, if applicable?

	



2.4.12.5	Provide details about public and private subnets in the infrastructure design.

	



2.4.12.6	What types of redundancy are in place (entire data center, application code, database, etc.)?  Is redundancy with a remote location?  Provide details.

	



2.4.12.7	Does the application conform to the Assistive Technology Policy (Section 508) and the State’s architectural standards?  If not, is there a plan to migrate the application to conform to the Assistive Technology Policy (Section 508) and/or the State’s architectural standards in a timeline that is agreeable to all parties?

	



2.4.12.8	Describe the tools that will be used to develop and/or maintain the application to include development tools, database management system, testing tools, data conversion tools, training tools, etc.

	




2.4.13	Cloud   
In addition to answering the questions below, Respondents are also required to review and complete Attachment L, IOT Cloud Questionnaire.
 
2.4.13.1	Who will have access to the State’s data?

	



2.4.13.2	Do you confirm that any data provided by or for the State remains State property and may not be marketed or sold by the respondent without the express written State consent?  If no, please explain.

	



2.4.13.3	What happens if you lose the State’s data?

	



2.4.13.4	What guarantees does your company offer for uptime?

	



2.4.13.5	Additional Terms and Conditions related to Cloud-based systems the State expects to execute with the successful Respondent(s) are provided in Attachments B1, B2, and B3. Depending on your proposed System, you could be required to agree to one or more of the following sets of Additional Terms and Conditions as applicable to your proposed solution:
· Att B1 – IOT Additional Terms and Conditions - Infrastructure as a Service Engagements (IaaS)
· Att B2 – IOT Additional Terms and Conditions - Platform as a Service Engagements (PaaS) 
· Att B3 – IOT Additional Terms and Conditions - Software as a Service Engagements (SaaS) 
  
Please indicate in your response below which of these sets of Additional Terms and Conditions you believe applies to your proposed system. Review these Additional Terms and Conditions and indicate acceptance and/or any redlined edits via Track Changes. It is the State’s strong desire to not deviate from the Additional Terms and Conditions that are provided in these attachments and as such the State reserves the right to reject any and all requested changes. Any or all portions of this RFP and any or all portions of your response may be incorporated as part of the final contract.

	




2.4.14	Data Migration

2.4.14.1	Describe your company’s overall data migration strategy, plan, and methodology.  Include data extraction, cleansing, mapping, and conversion, and testing.

	



2.4.14.2	What roles / responsibilities will your company and the State play in data cleansing, mapping, and conversion.

	



2.4.14.3	What expectations does your company have on the status / state of the data prior to the start of the project.

	



2.4.14.4	What are the key risks / issues that your company has faced with previous data conversions and what mitigation and contingencies did you identify and put in place.

	



2.4.14.5	How will the State know if data migration progress is on track?  How will progress be tracked and reported.

	




2.4.15	Account and Project Management

2.4.15.1	Complete Attachment K, Resources Usage Template to provide the number of hours your company expects to commit to this contract and the estimated number of hours that will need to be committed by State employees/resources.  Use the space below to more fully outline any assumptions related to staffing, roles, responsibilities, or duration of involvement.  Include to what extent you anticipate your team members may need to work onsite at State offices. 

	



2.4.15.2	Provide your company’s proposed account and project management organizational chart for this contract.  Include primary team members’ names, job titles, expected roles, and responsibilities in relation to this proposed solution, as well as your company’s process for replacing a primary team member, if needed, for whatever reason.    

	



2.4.15.3	How will your company handle temporary team member absences or vacancies in relation to this contract?  How and when will the State be informed of team member absences or vacancies?

	



2.4.15.4	Describe your account and project management approaches, development methodologies, processes, roles, responsibilities, and tools.  Include escalation protocols that shall be used by the State in the event that these approaches are not meeting the State’s expectations.

	



2.4.15.5	How will you define, review, confirm, validate, elaborate, and understand the State’s requirements?  Include examples of requirements-related documents generated for similar projects.  Identify and describe the tool(s) used to capture, track, and manage requirements throughout the project.

	



2.4.15.6	Provide an example of a high-level project schedule for this contract.  This should include your company’s tasks, sub-contractor tasks (if applicable), and State tasks in an integrated fashion.  Include key tasks as part of development, testing, training, data migration, and other areas of the project.

	



2.4.15.7	Describe methods your company uses to measure project schedule performance and how you will know when to escalate schedule risk.

	



2.4.15.8	How will you communicate with the State during each phase of this project?  Provide an example communication plan from similar projects.  Include roles, responsibilities, communication types, methods of delivery, audiences to receive, timing, etc.  How will your company monitor and confirm that communications are working?

	



2.4.15.9	What critical dependencies and key risk factors are associated with the proposed solution and how do you plan to mitigate those risk factors?
· Describe your risk/issue management processes
· Identify and describe any tools that are used to help manage risks/issues
· Identify some of the key risks/issues/barriers you have faced on projects of similar scope, size, and complexity. What mitigation or contingencies were put in place for those risks?
· How have you used governance to resolve risks/issues/barriers?

	



2.4.15.10	What is your scope management strategy or process, including the capturing, costing, prioritizing, and approving of potential scope changes?

	




2.4.16	Customer Service and Support

2.4.16.1	Describe your proposed customer service center or call center, including relevant experience, hiring practices, training programs, staffing levels, hours of operation, and translation services.  Provide a diagram of the potential customer support flow from your company, including illustration of where or when direct customer support would be expected from the State.

	



2.4.16.2	What is your company’s philosophy for providing customers with timely, knowledgeable, and courteous responses?  Include your plan for ensuring that customers receive correct and consistent information, and how call center/customer service staff will investigate, escalate, and resolve customer grievances.  At what points, or for what reasons, would customers be referred to the State for assistance?

	



2.4.16.3	Detail how your proposed solution documents, tracks, and archives customer interactions, and how that information is accessed by call center/customer service staff and the State.

	



2.4.16.4	Describe the available methods of communication through the call center/customer service, including how customers may contact representatives during and after business hours, and capabilities for staff to receive US Mail, email, texts, chats, faxes, and other forms of written communication directly from customers.

	




2.4.17	Implementation and Training 

2.4.17.1	Describe your company’s implementation strategy and provide a preliminary work plan that outlines the key steps for development, testing, training, data conversion, implementation, the roles and responsibilities at each step, and for each project phase, for both your company and the State, and including the expected schedule or timeframes based on the effective date.  Include how implementation performance will be measured and subsequently modified if issues are encountered prior to production.  Clearly indicate (in number of days, weeks, or months) your required “ramp-up” timeline from when this contract is finalized/executed to solution implementation commencement.  

	



2.4.17.2	Outline your company’s general testing process and philosophy, in both pre- and post-production.  Specify how and when the proposed solution would be tested, including the types and frequency of the testing, who will participate in and own the various aspects of testing; how testing will be conducted and documented; and the processes for detecting, tracking, reporting, and correcting any defects found during testing.  

	



2.4.17.3	What are your company’s implementation status reporting processes.  What type of status reports are produced and at what frequency?  How are status reports distributed and to whom?  Provide examples of the status reports that the State could expect for this proposed solution.

	



2.4.17.4	Explain your overall post go-live support strategy.  Describe any heightened support the State of Indiana can expect during a stabilization period post go-live? Include how the support will be provided and by whom; how your company will monitor the quality of the support provided; and how the State will escalate issues, if needed.  

	



2.4.17.5	Describe the transition process to migrate application support to the State or another supplier as needed.  

	



2.4.17.6	Describe in detail your proposed initial and ongoing training strategies, approach, schedules, and methodologies for authorized retailers and State administrative personnel.  Include training materials used during training, and any resources that will be available for reference after the training.  

	



2.4.17.7	Will training be updated and conducted as needed for new versions of the proposed solution in the future?  How are updates to testing and training materials integrated into your proposed solution’s release management process?
 
	



 
2.4.18 	Quality Assurance 

2.4.18.1	What is your company’s approach for monitoring and reporting performance of the proposed solution during operations?  Include which metrics will be tracked, the frequency of reporting, and how these metrics can be accessed.

	



2.4.18.2	How is the proposed solution’s software maintained and supported?  Include details, timeframes, and frequency regarding standard updates, patches, repairs, correction of application defects, system tuning, modifications, etc. 

	



2.4.18.3	What is your overall release management strategy and process?  How frequently will new versions or patches be released?  Will there be a regular release schedule? 
 
	



2.4.18.4	Will release notes be available and how far in advance before the release will release notes be published?  How will the State test and give feedback on releases?  What authority will the State have to stop a production release if testing reveals an issue that the State deems critical?  What is the State’s obligation to implement new releases?  Include an example of release notes that the State could expect for this proposed solution. 

	



2.4.18.5	What is your company’s approach for transitioning to another vendor at the end of the contract period?  How will you work with the State and/or a new potential supplier to ensure continuity of services to customers and the State?
 
	



 2.4.18.6	Describe how the State would request enhancements or changes to the proposed solution (under both normal and emergency circumstances), and how your company would prioritize such requests.  Include the associated timing for implementation of the requests and provide examples of any forms or documents that would be used as part of any enhancement or change request processes.
 
	



2.4.18.7	Confirm your understanding of the Contractor Invoicing and Revenue Processing requirements outlined in Attachment F1, Scope of Work.  Detail any proposed exceptions.

	



2.4.18.8	Describe any problems and failures that your company has experienced while delivering similar services to those required by this RFP.  Provide details as to how these problems or failures were resolved and what lessons were learned during the process, if any.
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