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[bookmark: _Toc488235851][bookmark: _Toc270310][bookmark: _Toc476644677][bookmark: _Toc476719959]Introduction 
[bookmark: _Hlk514223452]The Ohio Department of Health (ODH) is seeking professional services to host, migrate and maintain Ohio Ryan White All Parts (ORWAP) HIV data in a new electronic system (also referred to as the Ohio Integrated System).  The objective of the Project is to centralize real-time data from all Ohio Ryan White Part Programs by client to better coordinate future services and care for the client in a single environment.  

The ORWAP CAREWare System project will fulfill the following objectives:

· Implement a centralized web-based CAREWare system version 6 for all ORWAP. System will include the migration and hosting of all ORWAP HIV client data, including document storage. 
· Provide system interface with all ORWAP EHR’s including EPIC, eHARS, Athena, and several custom systems. 
· Provide system administrative oversight and support. System must be accessible by all ORWAP users and include all system and management plans and diagrams.
· Provide data storage and system maintenance, including upgrades/updates and deduplication of data. 
· Provide development and maintenance of all CAREWare reports, performance reports and custom reports for ORWAP. 
· Provide system training and development of user manuals. 
· Ensure system compliance with all ODH and HIPPA data confidentiality. 

[bookmark: _Toc506359560][bookmark: _Toc506360211][bookmark: _Toc506361125][bookmark: _Toc506361542][bookmark: _Toc506366802][bookmark: _Toc506367002][bookmark: _Toc506367470][bookmark: _Toc506367643][bookmark: _Toc506370648][bookmark: _Toc506370768][bookmark: _Toc506370946][bookmark: _Toc506371124][bookmark: _Toc506371681][bookmark: _Toc506371856][bookmark: _Toc506372032][bookmark: _Toc506372221][bookmark: _Toc506372342][bookmark: _Toc506372462][bookmark: _Toc506372584][bookmark: _Toc270311][bookmark: _Hlk509996470]Current System
CAREWare is a free, electronic health and social support services information system for Ryan White HIV/AIDS Program grant recipients and their providers. CAREWare was developed by HRSA’s HIV/AIDS Bureau and first released in 2000. CAREWare software manages HIV clinical and support service data for more than 360,000 client records in 48 states. The application is currently used by more than half of all funded grant recipients to report year-end Ryan White HIV/AIDS Services Report (RSR) client-level data and to monitor quality of care on a regular basis. 

CAREWare contains customizable modules for tracking demographics, services, medications, laboratory test results, immunization history, diagnoses (updated with ICD-10 codes), referrals to outside agencies, and an appointment scheduler. In addition, there is a custom report generator and performance measures module. Another feature of the system is the ability for the software to import data from third party sources in several ways, including commercial labs and other electronic health records, HIV surveillance systems, and, for AIDS Drug Assistance Programs (ADAPs), pharmacy benefit programs.

CAREWare released its 6th version in Spring 2018 which runs on an internet browser. Though the data entry screens will look different from its version 5, all the features in the domestic (U.S.) version of CAREWare 5 will be included in this newer version. The most important benefit of this new version is that IT staff will no longer have to install and maintain the client application on each machine that runs CAREWare; only the CAREWare servers will require maintenance.  In addition, CAREWare 6 users will also be able to benefit from the standard features that they have become accustomed. Lastly, the current back-end functionality including business rules, queries, and outputs, will function the same and will respond as fast or faster than the current Windows Forms version of CAREWare. CAREWare will still use SQL Server for the data tier. More information pertaining to the CAREWare software can be obtained from HRSA website.

[bookmark: _Toc510002932][bookmark: _Toc270312]Data Migration and Conversion
The Contractor will plan and implement data migration for All Ryan White Parts, including subgrantees when applicable. The data migration will be carried out in Implementation Waves to be set by the State across a 12-month period. The Waves will be determined by the State in conjunction with Ryan White Part representatives. This is the Implementation Wave schedule as it stands now:
1. First Implementation Wave: 
a. Ohio Department of Health
b. Ursuline Center
2. Second Implementation Wave: 
a. CareAlliance
b. Cincinnati Health Network
c. Nationwide Children’s Hospital
d. Equitas
3. Third Implementation Wave:
a. University of Toledo
b. University Hospitals of Cleveland
4. Fourth Implementation Wave:  
a. Columbus Part A (and subgrantees when applicable)
b. Cuyahoga County Part A (and subgrantees when applicable)

The Contractor will plan and implement data conversion when necessary for the migration of all client data from each Ryan White Part to the hosted Statewide CAREWare system. Data conversion processes will be necessary for all Ryan White Parts that currently use Electronic Hospital Record (EHR) systems or Custom Systems (refer to RFP Exhibit 1 for details the system for each Part). The data conversion processes will include the mapping of fields from the EHR and Custom systems to the Statewide CAREWare system as well as any data cleaning and deduplication processes. Data conversion plans for each Part must be included in the implementation plan for that Part. A crosswalk document must be included in the data conversion plans for each Part.

[bookmark: _Toc506372582][bookmark: _Toc270313]Future Environment and Project Success Factors
The Ohio Department of Health (ODH) is soliciting for professional services to host, migrate and maintain all Ohio Ryan White HIV Care Data, via CAREWare, to improve the quality of HIV data shared between all Ohio Ryan White parts and improve the sharing of data by creating and maintain system querying, reporting, and functionality which will allow HIV Care data to be shared between parts easily and on a timelier basis. This solution must be implemented in 12 months for all 10 current Ryan White Parts. The following are project objectives: 
· Centralized All Ryan White HIV data for the state of Ohio - All Ryan White HIV data from Part B ODH, Part A’s Cleveland and Columbus, and Part C and D’s community-based organizations and clinics will be entered and stored in one central database. By using a centralized solution, data access will be improved allowing for more complete and timely reporting which in turn creates benefits for all users such as knowledge of and quicker response time to critical outbreaks and increased opportunities for quality process improvements.
· Improve data integrity – By centralizing all state HIV data, local agencies will be able to fill in missing data pieces for clients ensuring a more robust data set. 
· Meet National Viral Load Suppression Goals – With access to real-time data, Viral Load Suppression percentages can be updated and the client level viral load data can be shared with other Ryan White Parts. With this increase in reporting, clients who are missing viral load data or those who’s viral load is not suppressed can be connected with care sooner, leading to an increase in the State’s Viral Load Suppression percentage and meeting National Goals. 
· Improve access to care through new initiatives and quality improvement processes -- With access to real-time data, each Ryan White Part will be able to coordinate quality improvement processes and new data-driven initiatives to increase access to care or reconnect individuals to care. 
The Contractor will be responsible for hosting, implementing, and maintaining HIV Care Data for Ohio Ryan White All Parts (ORWAP). The Contractor will be responsible for obtaining the free CAREWare software and migrating all HIV client data from the current State and other Parts’ servers to the Contractor’s server. The Contractor must host ORWAP data for the duration of the contract. The Contractor will provide system administration and maintenance services for CAREWare servers including system updates, software upgrades and backup and disaster recovery services. The Contractor must create and execute work implementation plans and work with each Part to migrate data and ensure ongoing connection to the centralized CAREWare server. The Contractor must provide technical assistance and implement solutions for ORWAP related to CAREWare, including developing and providing operational procedures and administrative training materials for ORWAP. The Contractor must ensure the ability to create and provide custom reporting including reports on key performance measures as well as perform deduplication on client data and run system performance reports including data cleaning.
The future state will be successful when each Ryan White Part will be able to continuously view and upload data to the centralized CAREWare system. This will allow for the collective All Parts group to be able to create and view custom reports for Ohio Ryan White clients in order to ensure the best patient outcomes. 
[bookmark: Key_Solution][bookmark: _Toc470792488][bookmark: _Toc270314]Key Solution Functionality Elements
To meet the national and state objectives, ODH is seeking to procure a Vendor that can migrate and implement the current version of CAREWare. The Contractor must meet ODH project deliverable requirements which ranges from providing managed hosting solutions, migration from the existing data systems of ORWAP while meeting all security and compliance requirements both from the State and Federal levels.
· Implementation Plan- The Contractor must create an implementation plan that includes the following items:
· The identification and implementation of CAREWare configuration requirements and statewide standards for ORWAP.
i. Coordinate with ORWAP to determine each Part’s configuration requirements.
ii. Work with ORWAP to construct statewide CAREWare standards. 
· A timeline for all components of the Project. 
i. Submit a comprehensive timeline for all components and phases of the Project.
· A communication/coordination plan with ODH staff members and ORWAP.
i. Submit a communication plan for ODH staff members and each Ryan White Part. 
· Individualized and detailed Site Implementation Plans for each ORWAP Site.
i. Coordinate with each Part and submit Site Implementation plans for each ORWAP Site.
ii. Implement each Site Implementation Plan.   
· A plan for providing technical assistance to ODH and All Parts through all components of the project.
i. Submit a plan for technical assistance to ODH and to each Part for all components of the project. 
ii. Implement the plan for technical assistance. 
· A plan for providing CAREWare functionality testing and assistance with user acceptance testing.
i. Submit a plan for providing CAREWare functionality testing and user acceptance testing.
ii. Implement this plan.  
· Database Structure- The Contractor must provide database structure services that include the following:
· Procurement of CAREWare Version 6 (or most recent version) for a centralized relational database.
i. Procure CAREWare Version 6 (or the most recent version).
· Allow for growth of clients and services from ORWAP. 
i. Build the database so that it will have the capacity for all current and future client records including documents. 
· Documentation of workflow management.
i. Document workflow management and make it available to ODH upon request.
· Identification and if necessary, the standardization of existing custom fields from ORWAP CAREWare databases.
i. Coordinate with ORWAP sites to identify existing custom fields, and if applicable, standardize the custom fields. 
· Implement Client RDS (Remote Desktop Services) if required.
i. Implement Client Remote Desktop Services if required. 
· Interfaces- The Contractor must provide individualized interfaces for each Ryan White Part that ensures the following:
· The ability to integrate established Electronic Health Record (EHR) systems with the centralized state CAREWare system.
i. Work with each Part to create a bridge to link the EHR to the central CAREWare system.
· Enhanced ability to automatically transfer data from local EHR’s to the centralized CAREWare server including documents.
i. Work with each ORWAP to autotomize the transfer of data from each EHR to the centralized CAREWare system.  
· Standardized CAREWare service categories and sub-services that work for each of the ORWAP.
i. Facilitate conversations among ORWAP for the agreement on the standardized service categories and sub-services.
ii. Construct the agreed upon standardized CAREWare service categories and sub-services. 
· Data Migration- The Contractor must work with each ORWAP to migrate all data and must ensure the following:
· The ability to perform data validity and security validations. 
i. Perform data validity and security validation tests. 
· The completion of any necessary data-cleansing tasks for data elements currently in ODH CAREWare that exist after initial assessment of data in order to complete data migration.
i. Complete any necessary data-cleansing tasks.
· Deduplication of data across ORWAP data.
i. Perform deduplication of data across ORWAP data. 
· Hosting- The Contractor must host and coordinate data from ORWAP and must ensure the following:
· Storage and maintain records from ORWAP.
i. Store and maintain ORWAP client records.
· Document management capabilities 
i. Provide document management capabilities. 
· System must support approximately 40 administrative users and approximately 100 active users across 15 sub-grantees.
i. Allow for and set up the permissions for approximately 40 administrative users.
ii. Allow for approximately 100 active users across 15 sub-grantees. 
· Maintenance of client Data Integrity.
i. Maintain client data integrity and provide disaster recovery services.
· Maintenance – The Contractor must provide the following: 
· System administration and maintenance services. 
i. Provide system administration and maintenance services.
· Technical assistance to ORWAP in data cleaning and deduplication in maintaining data completion and accuracy. 
i. Provide technical assistance regarding data cleaning and deduplication to ORWAP. 
· Completion of system updates and software upgrades. 
i. Complete system updates within 14 business days after approval from ODH.
ii. Coordinate with ORWAP to agree upon software upgrades.
iii. Complete software upgrades within 14 business days after approval from ODH and ORWAP. 
· Coordinate communication with all parts for upgrades to functionality. 
i. Update ORWAP bridges and data transfer process on an as needed basis for each ORWAP.  
· Reporting – The Contractor must provide the following:
· Reports regarding system analytics as requested by the State.
i. Provide system analytic reports on system down time, errors, and performance functionality of server as requested by the State.
· Provide technical assistance to ORWAP in creating deduplication and data cleaning reports.
i. Provide technical assistance to ORWAP in creating deduplication of client data and data cleaning reports. 
· Provide technical assistance to ORWAP in creating customizable federal and state CAREWare reports to ORWAP staff.
i. Provide technical assistance to ORWAP in creating and running custom reports from the centralized CAREWare system.
· Training/Manuals – The Contractor must provide the following: 
· Operational Manuals individualized for each ORWAP.
i. Make available existing CAREWare manuals to ORWAP.
ii. Create individual manuals on transferring data for each ORWAP.
· Training sessions and materials individualized for each ORWAP on an as needed basis.
i. Provide individualized training sessions and materials for each ORWAP on CAREWare and/or the individualized system on an as needed basis. 
· Security Compliance – The Contractor is subject to and must provide the following: 
· Compliance with Public, Federal and State laws regarding data confidentiality (e.g., HIPAA).
i. Acknowledge and comply with all Public, Federal and State laws regarding data confidentiality. 
· Protection of client information and use data control and permissions appropriately for multi-agency use
i. Setup of CAREWare with the appropriate Provider Domains, Roles, Permissions, Provider sharing permissions, contracts, “common data” vs. “agency specific” data appropriately for multiple agency use of highly confidential protected information.

[bookmark: _Toc270315]Key Performance Indicators
Implement and maintain CAREWare hosting for the ORWAP.
	· Key Performance Indicator – Within one month of contract execution, the web-based version of CAREWare will be hosted and implemented for production.
· Key Performance Indicator -- Within three months of contract execution, contracts, services, and subservices will be set up for all 10 Ohio Ryan White grantees.


Provide support and solutions for all CAREWare related tasks.
	· Key Performance Indicator – Within twelve months of Contract execution, all system interfaces for ORWAP will be implemented and maintained.


Create and provide on-going support for CAREWare reports and training
	· Key Performance Indicator – By the end of the implementation time, successfully facilitate training for all onboarded end users on CAREWare software, reports, and administration.
· Key Performance Indicator -- Within six months after implementation, ODH end users are trained in uploading data from remaining grantees into ORWAP CAREWare System.
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[bookmark: _Toc270316]Service Operations and Help Desk Function
The Offeror will propose, and as a Contractor, design, implement and thereafter manage solution operations and help desk functions for ORWAP, sub-recipients and authorized users.
The Contractor must:
· Answer all inbound contracted solution related calls relating to solution inquiries and resolve external calls relating to solution inquiries achieving SLA targets as defined by Supplement 6 and maintain appropriate controlled environment until handoff to directed solution support, as directed by ODH management;
· Provide first line support for all authorized users regarding queries and issues relating to CAREWare system processes;
· Provide process expertise, assistance and guidance for system walkthroughs or specific technical assistance and resolve instances where users are unable to utilize system as designed and implemented;
· Field incoming contacts via call, email or ticket based methods provided as part of solution and document all issues, resolution & follow-up actions as to provide consistent support to all authorized users;
· Manage all incidents opened by ORWAP users and administrators to maximize the end to end authorized user experience including initiation of follow-up calls for those items not resolved to satisfaction of ODH management or that are unresolved beyond established norms as required by Service Levels; and
· Provide solution stakeholders and authorized users the following “Self-Service” functions for authorized users:
· Reset passwords via Web-based tool and/or solution-based tool requiring no interaction with Service Desk personnel (in accordance with ODH’s and State of Ohio Policies and Procedures including those relating to security).
· Provide Web-based knowledge database and/or solution base database, as agreed upon by ODH management, content of which will be maintained by Contractor, providing general “How-To” help for use and execution of standard processes and general “How-To” help for use of State-specific elements of solution, including state of Ohio standards, policies, processes and templates.

· Provide searchable frequently asked questions (FAQs) list, content of which will be maintained by Contractor, that documents common issues and resolutions based on actual data gleaned from use of solution.

· Enable ODH program managers and appointed associates to maintain and expand supporting knowledge databases available to authorized users for ongoing operations and training purposes.

The Service Operations and Help Desk functions will be managed by the Contractor with oversight by the State. 
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[bookmark: _Toc488235858][bookmark: _Toc270318]Contractor Best Practices
Contractor must provide services that meet or exceed the RFP requirements through application of industry best practices in all components of the system solution.  As the project progresses, ODH may elect to leverage best practices resulting from market trends, emerging technologies, technology advancements, alternative processing approaches, new tools, methodologies or business processes.  As service improvements and advancement opportunities arise, Contractor must present those opportunities to ODH for consideration and approval.
As the Contractor strives to be a leader in the market and offer continuous upgrades to their systems and services, changes to the solution to accommodate the improvements may be deemed by the Contractor to add value to the Solution.  In those circumstances, most especially when the changes could alter cost such as computing capacity, server density or drive efficiencies, Contractor must seek approval from ODH prior to the enhancement being placed into production.  ODH is not obligated to accept and implement changes to the original project scope.
[bookmark: _Toc506359566][bookmark: _Toc506360244][bookmark: _Toc506361158][bookmark: _Toc506361575][bookmark: _Toc506366826][bookmark: _Toc506367036][bookmark: _Toc506367504][bookmark: _Toc506367677][bookmark: _Toc506370678][bookmark: _Toc506370808][bookmark: _Toc506370986][bookmark: _Toc506371164][bookmark: _Toc506371721][bookmark: _Toc506371896][bookmark: _Toc506372072][bookmark: _Toc506372251][bookmark: _Toc506372372][bookmark: _Toc506372492][bookmark: _Toc506372614][bookmark: _Toc488235859][bookmark: _Toc270319]Innovations and Value-Added Components
[bookmark: _GoBack]In addition to ODH requirements, ODH seeks creative and innovative solutions driven by information, technology, flexibility and talented resources. ODH’s focus is on establishing a seamless, streamlined, technological enterprise solution by reducing and optimizing tools and systems. Therefore, ODH seeks a solution that has value-added components and demonstrates a commitment throughout the engagement to continuous improvement, reliability and customer service daily. 
[bookmark: _Toc506359568][bookmark: _Toc506360246][bookmark: _Toc506361160][bookmark: _Toc506361577][bookmark: _Toc506366828][bookmark: _Toc506367038][bookmark: _Toc506367506][bookmark: _Toc506367679][bookmark: _Toc506370680][bookmark: _Toc506370810][bookmark: _Toc506370988][bookmark: _Toc506371166][bookmark: _Toc506371723][bookmark: _Toc506371898][bookmark: _Toc506372074][bookmark: _Toc506372253][bookmark: _Toc506372374][bookmark: _Toc506372494][bookmark: _Toc506372616][bookmark: _Toc488235861][bookmark: _Toc270320]Document Convention: Deliverable Identification
All items in this Supplement that are marked with the sequentially numbered red identifier (e.g., Deliverable 000) will be considered formal deliverables inclusive of the elements of the deliverable and will be subject to ODH’s deliverable acceptance process described in Attachment 2: Special Provisions, Submittal of Deliverables of the RFP.
The Offeror must note that ODH is concerned with the delivery of positive and successful implementation results. While meeting deadlines for completing milestones and deliverables are important and must not be missed, ODH is interested in outcomes of the project activities that gain effective functionality and positive experience for ODH users of the new Solution.
[bookmark: _Toc208994946][bookmark: _Toc209334024][bookmark: _Toc211081221][bookmark: _Toc488235862][bookmark: _Toc270321]System Environment Changes
Contractor must comply with the following control procedures for any changes to the in-scope environments or supporting production infrastructure (“System Environment Changes”):
· Contractor must schedule its implementation of System Environment Changes so as not to unreasonably interrupt State business operations.
· Contractor must make no System Environment Changes that would materially alter the functionality of the systems used to provide the services or materially degrade the performance or SLAs as established of the Services, without first obtaining State approval. In the case of an emergency, and in keeping with ODH security policies in effect, Contractor may make temporary System Environment Changes at any time and without State approval, to the extent such System Changes are necessary, in Contractor’s judgment, (i) to maintain the continuity of the Services, (ii) to correct an event or occurrence that would substantially prevent, hinder or delay the operation of State critical business functions; and (iii) to prevent damage to Contractor’s network. Contractor must promptly notify ODH of all such temporary System Environment Changes. After the emergency, Contractor must restore any System Environment Changes to the pre-emergency state, and if the change is deemed necessary for normal operation of the system, a corresponding change request must be initiated for State review and approval. 
· Contractor must review and perform a root-cause analysis of any deviation from scheduled System Environment Changes and failed System Environment Changes.
Prior to using any software or equipment to provide the Services, Contractor must perform all necessary testing to verify that the item has been properly installed, is operating substantially in conformance to its specifications, and is performing its intended functions in a reliable manner in keeping with the defined Service Levels in effect at the time of the change. Contractor must maintain current software and hardware versions to ensure adequate support for the system and consistency in agreed to service levels. Contractor’s processes must meet all software, testing and security requirements outlined in the Functional Requirements of this RFP.
Contractor must follow a mutually agreed, formalized and published methodology in migrating systems, environments, configurations and Contractor-supplied programs from development and testing environments into production environments.
[bookmark: _Toc488235863][bookmark: _Toc270322]Requirements and Value-Added Components
The Project Requirements and requested inline narratives provided in this Supplement and Supplement 4 must be addressed by the Offeror.
For purposes of this RFP and all requirements, the following definitions apply:
· Integration - The rules, formats and functions required to pass data, commands, events, or messages between two or more systems and components. 
· Interface - Shared boundary between different systems (either hardware or software), organizations, and/or systems and users. Interfaces between systems and between systems and organizations involve data transfers data access by one system from another system.
· Conversion - The process by which electronic or non-electronic files or records are modified to correspond to a new format, typically an electronic format. Also, referred to as translation or transformation.
· Migration - The process of transferring data between computer storage types or systems which in some cases may require converting file or record formats. May also refer to movement/promotion of software versions through development and test regions to production.
[bookmark: _Toc506377249][bookmark: _Toc270323][bookmark: _Toc506360226][bookmark: _Toc506360751][bookmark: _Toc506360936][bookmark: _Toc506361140][bookmark: _Toc506361557][bookmark: _Toc506366808][bookmark: _Toc506367018][bookmark: _Toc506367486][bookmark: _Toc506367659][bookmark: _Toc506370654][bookmark: _Toc506370784][bookmark: _Toc506370962][bookmark: _Toc506371140][bookmark: _Toc506371697][bookmark: _Toc506371872][bookmark: _Toc506372048][bookmark: _Toc506372227][bookmark: _Toc506372348][bookmark: _Toc506372468][bookmark: _Toc506372590][bookmark: _Toc506360229][bookmark: _Toc506360754][bookmark: _Toc506360939][bookmark: _Toc506361143][bookmark: _Toc506361560][bookmark: _Toc506366811][bookmark: _Toc506367021][bookmark: _Toc506367489][bookmark: _Toc506367662][bookmark: _Toc506370657][bookmark: _Toc506370787][bookmark: _Toc506370965][bookmark: _Toc506371143][bookmark: _Toc506371700][bookmark: _Toc506371875][bookmark: _Toc506372051][bookmark: _Toc506372230][bookmark: _Toc506372351][bookmark: _Toc506372471][bookmark: _Toc506372593][bookmark: _Toc506360230][bookmark: _Toc506360755][bookmark: _Toc506360940][bookmark: _Toc506361144][bookmark: _Toc506361561][bookmark: _Toc506366812][bookmark: _Toc506367022][bookmark: _Toc506367490][bookmark: _Toc506367663][bookmark: _Toc506370658][bookmark: _Toc506370788][bookmark: _Toc506370966][bookmark: _Toc506371144][bookmark: _Toc506371701][bookmark: _Toc506371876][bookmark: _Toc506372052][bookmark: _Toc506372231][bookmark: _Toc506372352][bookmark: _Toc506372472][bookmark: _Toc506372594][bookmark: _Toc506360233][bookmark: _Toc506360758][bookmark: _Toc506360943][bookmark: _Toc506361147][bookmark: _Toc506361564][bookmark: _Toc506366815][bookmark: _Toc506367025][bookmark: _Toc506367493][bookmark: _Toc506367666][bookmark: _Toc506370661][bookmark: _Toc506370791][bookmark: _Toc506370969][bookmark: _Toc506371147][bookmark: _Toc506371704][bookmark: _Toc506371879][bookmark: _Toc506372055][bookmark: _Toc506372234][bookmark: _Toc506372355][bookmark: _Toc506372475][bookmark: _Toc506372597][bookmark: _Toc506360235][bookmark: _Toc506360760][bookmark: _Toc506360945][bookmark: _Toc506361149][bookmark: _Toc506361566][bookmark: _Toc506366817][bookmark: _Toc506367027][bookmark: _Toc506367495][bookmark: _Toc506367668][bookmark: _Toc506370663][bookmark: _Toc506370793][bookmark: _Toc506370971][bookmark: _Toc506371149][bookmark: _Toc506371706][bookmark: _Toc506371881][bookmark: _Toc506372057][bookmark: _Toc506372236][bookmark: _Toc506372357][bookmark: _Toc506372477][bookmark: _Toc506372599][bookmark: _Toc506360237][bookmark: _Toc506360762][bookmark: _Toc506360947][bookmark: _Toc506361151][bookmark: _Toc506361568][bookmark: _Toc506366819][bookmark: _Toc506367029][bookmark: _Toc506367497][bookmark: _Toc506367670][bookmark: _Toc506370665][bookmark: _Toc506370795][bookmark: _Toc506370973][bookmark: _Toc506371151][bookmark: _Toc506371708][bookmark: _Toc506371883][bookmark: _Toc506372059][bookmark: _Toc506372238][bookmark: _Toc506372359][bookmark: _Toc506372479][bookmark: _Toc506372601][bookmark: _Toc506360239][bookmark: _Toc506360764][bookmark: _Toc506360949][bookmark: _Toc506361153][bookmark: _Toc506361570][bookmark: _Toc506366821][bookmark: _Toc506367031][bookmark: _Toc506367499][bookmark: _Toc506367672][bookmark: _Toc506370667][bookmark: _Toc506370797][bookmark: _Toc506370975][bookmark: _Toc506371153][bookmark: _Toc506371710][bookmark: _Toc506371885][bookmark: _Toc506372061][bookmark: _Toc506372240][bookmark: _Toc506372361][bookmark: _Toc506372481][bookmark: _Toc506372603][bookmark: _Toc506360240][bookmark: _Toc506360765][bookmark: _Toc506360950][bookmark: _Toc506361154][bookmark: _Toc506361571][bookmark: _Toc506366822][bookmark: _Toc506367032][bookmark: _Toc506367500][bookmark: _Toc506367673][bookmark: _Toc506370668][bookmark: _Toc506370798][bookmark: _Toc506370976][bookmark: _Toc506371154][bookmark: _Toc506371711][bookmark: _Toc506371886][bookmark: _Toc506372062][bookmark: _Toc506372241][bookmark: _Toc506372362][bookmark: _Toc506372482][bookmark: _Toc506372604][bookmark: Functional_Requirements]Responses to Project Requirements and Inline Narratives
The Offeror must respond to all Functional and Project Requirements in Supplement 4 and in this Supplement, and as a Contractor, design and implement in the work.  These requirements are organized by work streams.  Offerors must propose a solution that addresses requirements contained in all work streams.  Proposed solutions may rely on Third party software components or subcontractors to provide a complete solution.  The tools proposed must be implemented to integrate at the data, process and functional level with other tools and existing systems as identified in the requirements.  
Supplement 4 includes a variety of ODH requirements pertaining to functionality, integration, configuration administration, training, security and reporting pertinent to the work. Offerors are to indicate, as part of their response, how (i.e., “Approach” in first table below) and relative Contractor effort complexity required to accomplishing the requirement in it’s entirely (i.e., “Effort Complexity” in second table below). In addition, information in the Project Requirements, Supplement 4, must be reflected in the Offeror’s response.  Offerors are required to address every requirement contained in Supplement 4 using the following terminology nomenclature.

The following are the values to be selected regarding the Approach for each requirement:
	Approach 
	Description

	Out of Box
	Offerors are to select this approach if delivering this functionality requires limited or little configuration and complexity is very low. Out of the Box items are not affected by system updates and upgrades.

	Configuration
	Offerors are to select this approach if delivering this requirement entails moderate to significant configuration and/or complexity is moderate to very high. Configuration items are not affected by system updates and upgrades. Offerors are to indicate the estimated work effort (e.g. design, test, implement), in the number of hours to be spent implementing this requirement using configurable functions of the proposed solution. 

	Customization/Extension
	Offerors are to select this approach, if delivering this requirement entails development/programming effort. Offerors must indicate whether these customizations/extensions are affected by system updates and upgrades, is in use elsewhere with another client, and if it will become a part of the base product. Offerors are to indicate, the estimated work effort (e.g. design, test, implement) in the number of hours to be spent implementing this requirement using customized functions of the proposed solution. If Offerors select this item, they must provide details regarding the customization in the comments column.

	Integration/Interface
	Offerors are to select this approach if delivering this requirement entails an integration/interface effort. Offerors must indicate whether these Integrations/Interfaces are affected by system updates and upgrades. Offerors are to indicate, the estimated work effort (e.g. design, test, implement), in the number of hours to be spent implementing this requirement using integration or interfaces of the proposed System, State interfaces, or other Offeror provided solution elements. If Offerors select this item, they must provide details regarding the Integration/Interface in the comments column.

	Subcontractor / Third Party

	Offerors are to select this approach if delivering this requirement entails Subcontractor/Third Party elements.  Offerors must indicate whether these elements are affected by system updates and upgrades. Offerors are to indicate, the estimated work effort (e.g. design, test, implement, etc.), in the number of hours to be spent implementing this requirement using this category for any item which does not fit into the categories. If Offerors select this item, they must provide details regarding the element in the comments column.

	Innovation/Business Process
	Offerors are to select this approach when their solution requires additional business processes to fulfill the requirement or if the offeror would suggest a change in business processes to fulfill the requirement in its entirety. If this approach is selected, Offerors must provide details regarding the Business Process/Business Practice in the comments column.  Details regarding approach must include an estimate of ODH’s level of effort.

	Proposed Tool/Solution
	Offerors are to include the name and major version number of the Proposed Tool/Solution to address the requirement (e.g., Acme Corporation® WidgetMaster™ v12.1).



The following are the values to be selected regarding the relative level of Effort for each requirement:
	Effort Complexity Terminology
	Description

	Low
	Contractor must design, configure, test and implement the requirement within a one (1) FTE week in consideration of all required work (e.g., accomplish the requirement within 40 hours)

	Medium
	Contractor must design, configure, test and implement the requirement within a one (1) FTE month in consideration of all required work (e.g., accomplish the requirement within 41- 180 hours)

	High
	Contractor must design, configure, test and implement the requirement within a one (1) FTE quarter in consideration of all required work (e.g., accomplish the requirement within 181-500 hours)

	Extreme
	Contractor must design, configure, test and implement the requirement within a one (1) FTE year in consideration of all required work (e.g., accomplish the requirement over 500 hours)


In addition, ODH has provided, as part of the Supplement 4 Requirements, a free form field labeled ‘Comments’ on Specific Requirements’ that is designing to facilitate the Offeror’s response to the requirements in such a manner as to convey any Offeror considerations, showcase Offeror capability to deliver or identify any Offeror requirements on the ODH about detailed requirements contained in the matrix. Offerors may include graphics, screen images or other text-oriented verbiage in this column as they deem appropriate to offer the ODH a complete solution as required.
For this Supplement, Offerors must provide a detailed narrative response for several sections. The detailed narrative must describe all solution elements that will meet the objectives and requirements of each section. ODH suggests that Offerors illustrate the rationale, merits, completeness, innovation, capabilities and limitations of all solution elements including: technical, software elements, process elements, services, integrations and other operating considerations as part of their narrative response.  
Offerors are advised that ODH brings a variety of business, process and technical expertise to review and evaluate proposals to this RFP.   As such, the ODH suggests that Offerors must not assume a uniform level of expertise in all facets of their proposal and are encouraged to illustrate the rationale, merits, completeness, capabilities and limitations of all solution components including: technical, software elements, process elements, services, integrations and other operating considerations as part of their  response to this RFP.  ODH further suggests that Offerors provide screen captures, diagrams, graphics or other information of relevant elements of their solution to illustrate to ODH the degree of compliance with ODH requirements wherever possible. 
Brief statements to the effect of “Offeror understands and complies” are strongly discouraged unless for those requirements that are of a trivial or affirmative representation in nature. 
[bookmark: _Toc488235860][bookmark: _Toc506377254][bookmark: _Toc270324]Customization
Due to the nature of CAREWare software, there is limited ability for customization. Minimal customization, such as setting up local use fields for Parts, may be needed.  
[bookmark: _Toc488235869][bookmark: _Toc270325]Value Added Components
If Contractor is willing and capable of adding additional, applicable value beyond minimum requirements, ODH will consider value-added components.  The proposal must price these features separately from the minimum functionality.
ODH has provided a category called “Value Added Components” that will allow Offerors to propose additional components they believe would enhance the system.  Offerors must provide complete information regarding the requirements in the grid just as for ODH-requested features.
[bookmark: _Toc506370821][bookmark: _Toc506370999][bookmark: _Toc506371177][bookmark: _Toc506371734][bookmark: _Toc506371909][bookmark: _Toc506372085]Inline Narrative
[bookmark: _Hlk526510258]Offerors must provide a detailed description of the components they feel will add value to the system. ODH suggests that Offerors illustrate the rationale, merits, completeness, innovation, capabilities and limitations of all solution components including: technical, software elements, process elements, services, integrations and other operating considerations as part of their narrative responses to this RFP.
ODH further encourages Offerors to provide screen captures, diagrams, graphics or other information of relevant elements of their solution to illustrate to ODH the degree of compliance with State requirements wherever possible and within the page limit(s) of this Supplement as required by the RFP. 

Offeror must describe proposed Value-Added Components meeting all above requirements.

[bookmark: _Toc488235870][bookmark: _Toc270326][bookmark: _Hlk503447148]Data Load and Conversion Requirements
The following is a requirement for data loads or conversions from the existing ODH system into the new Ohio Integrated System:
· Contractor must work with ODH to agree on a layout for data to be imported into the new system.  
· Contractor’s proposed solution must enable ability to convert external databases in program areas as directed by ODH.  In addition, Contractor’s proposed system must enable ability to exchange program data from and to external databases by program areas through “Web Service” for real-time data exchanges as directed by ODH.
· ODH is a Microsoft centric development shop.  During this project, Contractor will need to ensure that the solution is compatible with the ODH technology stack, if there is an integration or interface with ODH.
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3.5.1	Inline Narrative
Offerors must provide a detailed narrative response that describes overall solution elements that will meet the objectives and requirements of Data Load and Conversion. ODH suggests that Offerors illustrate the rationale, merits, completeness, innovation, capabilities and limitations of all solution components including: technical, software elements, process elements, services, integrations and other operating considerations as part of their narrative responses to this RFP. 
Offeror must describe proposed Data Load and Conversion Requirements meeting all above requirements.

[bookmark: _Toc270327]Single Sign On

· The solution must follow either NIST standards for federated identity management, and be capable of consuming OpenId Connect protocol, or Security Access Markup Language (SAML) 2.0 identity assertions or be capable of consuming HTTP header identity assertions and leveraging it for SSO (Single Sign-On). HTTP header-based identity assertions integration patterns include, but are not limited to, Trust Association Interceptor and Lightweight Third-Party Authentication.
· The solution must be capable of delegating user registration, to the State’s Enterprise Identity Management (EIDM) system; OH|ID and OH|ID Workforce. If the future solution has a local user repository, it must offer a published web services-based API to allow State’s EIDM system to manage users in its local repository. The solution’s web services-based API must include capability to add, modify, remove, suspend and restore users in its local repository. 
· The solution must support identity assurance levels 3 and 4 based on NIST 800-63-2 standards and be capable of supporting the emerging NIST 800-63-3 standard. The future solution must be capable of specifying criteria in the solution that must trigger Identity Proofing and Two Factor Authentication (2FA), so that it can be configured in the State’s Enterprise Identity Management (EIDM) OH|ID system.  The future solution must also be capable of consuming Identity Proofing and 2FA services that are offered by State as NIST 800-63 Levels 2 and 3 compliant services. 
· The solution’s user interfaces must follow State of Ohio enterprise digital Style Guide framework for user interface design. The Style Guide is published at http://ux.ohio.gov
· The solution’s User Interface must be capable of integrating with State’s Portal platform based on IBM Digital Experience (DX) product stack. 
· The solution must have logging that can integrate with the State’s Security Information and Event Management (SIEM) framework, to support report generation and alerting of State Security personnel both directly and via the State’s SIEM framework.
· The solution must provide support for a minimum of 256-bit TLS encryption for transport and must be configured to communicate using TLS/ SSL or other appropriate forms of encryption.
· The solution must be configurable to transmit transactional data to the State’s Fraud Detection framework and be configurable to accept input from it as part of its transaction workflow.
· The solution must follow NIST 800-53 control standards for secure access to data and systems.

Inline Narrative
             Offeror must describe proposed Single Sign On solution meeting all above requirements. 
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[bookmark: _Toc488235871][bookmark: _Toc270328]Project Development Lifecycle
The following section provides guidance to Offerors on ODH’s anticipated approach to Project Management and the expected Solution development lifecycle practices to be applied for this Contract.  Offerors must propose their comprehensive project approach which, as the expert in the Solution, must encompass all Project requirements and deliverables demonstrated herein. 
[bookmark: _Toc488235872][bookmark: _Toc270329]Project Development Lifecycle Approach
The following depicts ODH’s phased approach to the Project’s lifecycle at a high level:
Project Management Requirements

[bookmark: _Toc417627764]







Offeror Note: Due to the nature of the CAREWare software, the designing of the database is limited in scope. The designing and building stage will focus mostly on the bridges to each Parts’ system.   
Offeror is strongly encouraged to provide an approach which meets the project requirements, based on demonstrable success and experience, and would lead to the most cost-effective and low-risk implementation of the Solution.  
[bookmark: _Toc488235873][bookmark: _Toc270330]Project Timeline Requirement
Contractor is expected to plan for and successfully implement the Project within the period proposed by the Offeror in this Section and agreed upon by ODH. At the end of the implementation period, ODH will have received a fully functioning Solution that has been deployed to all appropriate users. 
[bookmark: _Hlk536081108]Inline Narrative
Offeror must describe proposed Project Timeline Requirement meeting all above requirements. 

[bookmark: _Toc488235874][bookmark: _Toc270331]Project Development Phases and Requirements
The phases identified in this section represent the logical progression of the Project’s lifecycle and development. The phases are grouped under the headings “Initiate, Analyze, Design” and “Build, Test, Deploy” and “Run” to indicate different Solution development methodologies. The “Initiate, Analyze, Design” follows traditional sequence of activities; whereas, the “Build, Test, Deploy” will employ an iterative method for the Solution lifecycle. Lastly, the “Run” portion of the Project slightly overlaps the “Build, Test, Deploy” portion of the Project and encompasses the remaining on-boarding and managed services, as well as tracking benefits realization.  
This phase includes activities to successfully establish the Project Management requirements, verify and finalize the Project’s governance, establish Project teams and conduct the project kick-off. ODH requires Contractor’s project manager to work with the ODH project manager to initiate and conduct a kick-off meeting with key members of the project team.
The following constitutes, at a minimum, the list of deliverables expected during the Initiate phase:
[bookmark: _Toc536106483][bookmark: _Toc473786877]Project Successfully Initiated
This deliverable includes the following components:
· Project Management Plan- responsive to requirements outlined in the Project Management section of this Supplement and covers standard project initiation items developed by Contractor with input and acceptance by ODH.
· Risks and Issues Management Plan and Register
· Project-specific Communications Plan
The following contains the list of tasks and the roles and responsibilities for ODH and Contractor. For purposes of the Project, “Perform” means the party assigned to the task has the duty and ultimate responsibility to take all appropriate steps to complete or facilitate the identified task unless otherwise provided for between the parties, subject to the Supporting party completing its interdependent responsibilities. The term, “Support” means the party has the duty and responsibility to provide ancillary support or assistance which may be necessary to enable the party providing the “Perform” task to complete that task unless otherwise provided for by the parties. 
	Key Tasks
	State
	Contractor

	Conduct project kick-off meeting
	Support
	Perform

	Create a Work Breakdown Structure (WBS)
	Support
	Perform

	Create and Maintain a project plan and any related deliverable sub plans 
	Support
	Perform

	Review Deliverables and manage ODH’s approvals
	Perform
	Support

	Review Deliverables and manage Contractor’s approvals
	Support
	Perform

	Prepare and conduct project meetings 
	Support
	Perform

	Create Project Status Reports 
	Support
	Perform

	Report and manage issues and risks
	Support
	Perform

	Monitor and report schedule and scope changes
	Support
	Perform

	Review and approval of scope changes 
	Perform
	Support

	Identify State stakeholders and manage expectations
	Perform
	Support

	Create and maintain a Communication plan
	Support 
	Perform

	Assist with on-boarding for Contractor resources
	Support
	Perform

	Assist with on-boarding for ODH resources
	Perform
	Support

	Confirm State Project staffing 
	Perform
	Support

	Confirm Contractor Project staffing 
	Support
	Perform



Inline Narrative

Offeror may suggest that an alternative approach would be more advantageous to a successful delivery of the Project.  Under those circumstances the Offeror is required to provide its Project development phasing and methodology with proven evidence of its success and rationale behind the proposed approach.

Offeror must describe proposed Project Development Phases and requirements meeting all above requirements. 

[bookmark: _Toc488235876]Analyze Phase
In this phase, the detailed requirements included in this Supplement will be reviewed against all aspects of the proposed Solution, with potential options to be analyzed.  An assessment of the technical, integration and data migration/conversion requirements in this Supplement will also be part of this phase.  It is expected that some functionality, existing system and processes will need additional requirements analysis and confirmation to determine the most effective implementation options for ODH. Contractor must analyze in more detail, the capabilities of the Solution, best practices, the operating environment, and other available State application tools as they relate to the requirements in this Supplement. Contractor must lead, document and complete the analysis. 
As part of its analysis, Contractor must:
· Review, Validate and Refine Requirements
	Contractor must perform a detailed review and analysis of the requirements provided in this RFP, refine the requirements using Contractor’s information gathering processes, and develop the detailed specifications required to customize and configure the proposed system solution.  
	Contractor must work closely with ODH to develop a comprehensive solution.  The solution must define a thorough application that is organized by discrete functional areas required by this RFP, including any value-added tasks in the contract’s implementation phase.  The solution must be documented in a ODH-approved format.  
	Contractor is expected to provide qualified and experienced staff to document processes and detailed requirements, and to develop the Deliverables.  Contractor’s solution must ensure a seamless transition with no adverse effect upon ODH or program stakeholders.
	Contractor must thoroughly review, confirm, and validate all requirements specified in this RFP.  In addition, Contractor must work with ODH staff to fully understand the scope, purpose, and implications of each requirement.
· [bookmark: _Hlk246252]Develop Requirements Specification Document
	Contractor must work with ODH staff to develop a System Requirements Specification (SRS) document in a ODH-approved format.  This SRS document must include functional requirements, technical requirements, business rules and non-functional requirements (e.g., quality attributes, legal and regulatory requirements, standards, performance requirements, and design constraints).  These detailed requirements must be traceable back to the requirements identified in the RFP.  
· Conduct a Gap Analysis
	Contractor must develop a Gap Analysis document that defines the differences between the approved SRS requirements and Contractor’s system, and identifies strategies for reconciling these differences.
· Develop Requirements Traceability Matrix 
	Contractor must work with ODH to provide and maintain, as mutually agreed upon, a Requirements Traceability Matrix to track all requirements specified in the RFP and SRS.  This matrix will be used throughout the project to ensure the system solution meets the approved requirements and components operate together seamlessly. 
	The matrix must also include traceability from the requirements forward to the test cases developed for system and user-acceptance testing.
· Develop Detailed Systems Design Document
	Based upon the approved SRS and Gap Analysis documents, Contractor must prepare a detailed System Design Document (SDD).  The SDD must define the design and the complete architecture of the system.
	All elements of the SDD must be traceable back to the requirements defined and documented in the SRS and Gap Analysis documents.  They must also trace forward into actual implementation components and test cases.
In addition, Contractor must analyze impacts to the integration points with external systems. 
Contractor is also required to completely document and clearly indicate all changes to ODH’s original functional requirements outlined in Section 3 and business processes.
The following provides, at a minimum, the list of deliverables expected in the Analyze phase:
[bookmark: _Toc476675618][bookmark: _Toc478378355][bookmark: _Toc536106484]Requirements, Functionality Gap & Business Process Change Report
· Definitive Technical and Integration Requirements
· Requirements Specification Document
· Definitive Data Load/Conversion Requirements
· Requirements vs. Functionality Gap Analysis & Business Process Change Inventory
· Definitive Business Requirements and Requirements Traceability Matrix
· Detailed implementation and Deployment work plan & schedule 
· Detailed Systems Design Document
Contractor is required to perform and successfully complete, at a minimum, the following activities: 
	Key Tasks
	State
	Contractor

	Review requirements & system functionality
	Support
	Perform

	Identify workshop participants and send invitations with sufficient lead time
	Perform
	Support

	Conduct requirement workshops (may include DRPs)
	Support
	Perform

	Identify gaps/ Business Process Changes
	Support
	Perform

	Identify integration/conversion points
	Support
	Perform

	Document all decisions made as a result of the analysis of requirements vs. Solution functionality
	Support
	Perform

	Provide functional impacts on external systems
	Support
	Perform

	Define technical environment requirements for the project from design through deployment and run. This includes any components or tools required to support development, test, configuration management, etc.
	Support
	Perform

	Complete and document definitive technical and integration requirements
	Support
	Perform

	Complete and document definitive data load/conversion requirements
	Support
	Perform

	Create Requirements Traceability Matrix (RTM)
	Support
	Perform

	Create Customization Tracking Database (if applicable)
	Support
	Perform



The Analyze Checkpoint must be successfully completed prior to beginning the Design phase. This includes ODH’s acceptance of all deliverables due to date per the project schedule. A validation of the scope and schedule for the remainder of the Project will also be completed at the Analyze Checkpoint.
1.1.1.1 Inline Narrative
                          Offeror must describe proposed Analyze Phase meeting all above requirements. 
[bookmark: _Toc488235877]Design Phase
From the decisions made during the Analyze phase, Contractor must prepare implementation strategies and recommendations for State confirmation and direction; prepare an overall “To-Be” architecture and system blueprint reflecting the finalized and approved solution components; and provide a detailed implementation plan for fully deploying the Solution blueprint to a production status. Ultimately, a detailed Project Plan will be required at this stage to be completed by Contractor and approved by ODH. 
Contractor must create and maintain Functional Designs for the Solution. Functional Designs contain data, business and security impacts and includes integration points to external systems.
During and thereafter, Contractor is required to provide, at a minimum, the following deliverables:
[bookmark: _Toc506371307][bookmark: _Toc506371614][bookmark: _Toc506371650][bookmark: _Toc536106485]Overall “To-Be” Architecture & System Blueprint
· Functional Design Document
· Production/Service Design & plan
· Technical/Integration Design & Plan
· Conversion Plan Containing List of Systems/Data Being Converted
· Conversion Acceptance Criteria
· Functional Testing Plans/Scenarios & Procedures
· System Performance Testing Plans & Procedures
· Integration Testing Strategy & Plan
· Integration Acceptance Criteria
· Detailed Work Plan
· Production/Service (Configured System) Acceptance Criteria
The following provides a minimum list of tasks to accomplish the above deliverables:
	Key Tasks
	State
	Contractor

	Create Functional Designs according to the requirements
	Support
	Perform

	Design Production environment to specs
	Support
	Perform

	Design Test environment to specs
	Support
	Perform

	Validate or design business processes
	Support
	Perform

	Design integrations and interfaces
	Support
	Perform

	Design data load/conversion points
	Support
	Perform

	Create System Test, UAT, and ORT strategies 
	Support
	Perform

	Design/develop testing scenarios and scripts
	Support
	Perform

	Update Requirements Traceability Matrix with design and configuration cross references
	Support
	Perform

	Classify new data introduced in the system to identify data elements that need to be added to the list of confidential and sensitive data
	Support
	Perform

	Create and update the Security Designs for the solution.
	Support
	Perform

	Create Deployment Plan
	Support
	Perform

	Create Detailed Work Plan for Deployment
	Support
	Perform



Contractor must also identify any other needs and recommendations for Project Management per the requirements outlined in this Supplement.
A Design Checkpoint must be successfully completed prior to beginning the Build phase. This includes ODH’s acceptance of all deliverables due to date per the project schedule. A validation of the scope and schedule for the remainder of the Project must also be completed at the Design Checkpoint.
1.1.1.2 Inline Narrative
                 	Offeror must describe proposed Design Phase meeting all above requirements. 

[bookmark: _Toc488235878]Build Phase
In this phase, Contractor must complete setup, configuration, customization, and necessary integrations and conversions based on the functional designs and decisions made in the Analyze and Design phases.  The Build process is iterative. For each release of functionality or series of functionalities, Contractor is expected to make calibrations to the Solution until it fully satisfies ODH’s business/functional and technical requirements. This process must include preparing and delivering test scripts (automated wherever possible) which must be utilized by ODH to support regression testing required during the Project and following implementation.
As part of the Build Phase, Contractor must:
· Customize and Configure the Solution
	Contractor must install, customize and configure a solution in development; test and production environments per the approved detailed SDD developed during this task, and must be consistent with the agreed upon standards.  This also may include implementation of commercial off the shelf and third-party products as appropriate. 
· Develop interfaces
	Contractor must develop application interfaces required to communicate with ODH, LHDs, Ohio agencies and external vendors systems, including the ability to import/export data via national standards, and other external entities.
· Unit Test the solution
	Contractor must unit test the modules of the solution including interfaces.  Defects that arise during unit testing must be resolved prior to initiating the System Test.
	Contractor is required to submit a written Unit Testing Statement to ODH describing the scope of the testing, affirming that unit testing has been successfully completed, and including the date when testing concluded.
During and thereafter, the following deliverables, at a minimum, are required:
[bookmark: _Hlk507135145][bookmark: _Toc536106486]Go-Live Readiness Assessment
Go-Live Readiness Assessment must be prepared to ensure implementation has been planned out and communicated to stakeholders with in communication plan with sufficient due diligence undertaken before project proceeds.
Contractor must provide GO-LIVE assessment evaluating overall readiness of system deliverables meeting business stakeholders’ expectations for success.  Assessment will enable stakeholders to measure success position for accepting deliverables within expectations scoped. within project.  Stakeholders must approve the following considerations for transition into new operating environment.
· Documented and approved closure of all identified business processing gaps within project scope. {Section 4.3.3 Design}
· Documented and approved closure of all identified business processing failures during user acceptance testing.  {Section 4.3.6 Testing}
· Documented and approved of backup alternative(s) on event of process failure, mitigation strategies for resolution. {Section 6.17 Environment Management}
[bookmark: _Toc536106487]Built and configured Training, Test and Production environments 




The following tasks are to be, at a minimum, performed by responsible parties in this phase:
	
Key Tasks
	State
	Contractor

	Build and Unit Test the Solution Production environment as applicable
	Support
	Perform

	Build and Unit Test Customizations as applicable 
	Support
	Perform

	Build and Unit Test updates to Production Environment (i.e. interfaces, print, security services, and network infrastructure)
	Support
	Perform

	Build Test Environment(s) 
	Support
	Perform

	Build Training environment, if necessary
	Support
	Perform

	Create Assembly Test and Performance Test conditions, scripts, and scenarios
	Support
	Perform

	Integrate systems according to plan & create required interfaces (as applicable)
	Support
	Perform

	Support all environments, including patches and fixes
	Support
	Perform

	Create Deployment and Stabilization Plan and tools (readiness criteria, critical path, and cutover activity list). 
	Support
	Perform

	Create or develop agency Go-Live readiness assessment and recommend preparation actions
	Support
	Perform



1.1.1.3 Inline Narrative
                Offeror must describe proposed Build Phase meeting all above requirements. 
		
[bookmark: _Toc488235879]Load Data Phase
There are several approaches that will be considered for the data migration process.  Regardless of the approach used, it will be a collaborative effort between Contractor, ODH staff, and, potentially, the incumbent Contractor or another third party.  ODH will take responsibility for ensuring that appropriate data is available for loading. Data will be made available in a mutually agreed upon format to Contractor or other third party.  Contractor is responsible for all necessary tasks to successfully load the data in their system, including providing the following: 
· A file layout that must be used for the mapping effort. 

· Supporting documentation to ensure that the file layout must be interpreted accurately.

· Subject matter experts who must respond to questions not answered by file documentation, for example, specific mapping questions.  
		All data stored by Contractor, including any archived data managed by Contractor, must be fully accessible and searchable by the authorized users/ODH testers. 
	ODH must approve any changes to data being imported and must approve proposed mapping and population documents.  ODH will also participate in data verification and must be given access to both test and production systems to verify that data has been loaded accurately.
· Develop Data Load and Validation Plan
Prior to loading start-up data, Contractor must provide a Data Load and Validation Plan for ODH approval.  Contractor must address the following within the Plan:
· Contractor must include a strategy and process for mapping and loading the identified data including verifying that the data which is imported completely and accurately reflects the source data.
· Contractor must provide detailed data mapping documentation including data conversion rules (if applicable), field mappings, issues that may be encountered and proposed remedial actions to be taken during start-up processes.
· Contractor must establish rules to resolve data issues. 
· Contractor must plan to develop and implement methods to correct erroneous data as required by ODH. 
· Load and Validate Data – Test 
Contractor must load start-up data by performing at a minimum the following activities:  
· Contractor must perform a pre-start-up load test designed to verify that the data load programs are reliable and the data load accurately reflects the source data, and report the Data Load Test Results to ODH.  This will be accomplished through the review of both targeted and randomly-selected records.
· Contractor must use both reconciliation reports and visual inspection to ensure the data mapping and load process completely imports the start-up data.  
· Once Contractor certifies that the tests are successful, and ODH reviews reports and data and approves Contractor’s test results, Contractor may execute the start-up data load in a full-sized test region.
· Contractor is responsible for ensuring that data mapping is correct and for populating the data per ODH-approved specifications. 
· Contractor must verify that imported data completely and accurately reflects the source data. 
· Contractor must provide a load and/or update method (as applicable) for records that must be loaded from files provided by the incumbent vendor and for records that must be corrected. Any load or correction volume that would require more than 8 hours of manual updates by one user must be handled via a file load process.
· Load and Validate Data - Production
Contractor must provide a Data Load Production Results document that provides data load statistics for all phases of start-up.  The document’s format must be mutually agreed upon by Contractor and ODH during the start-up planning effort.  ODH and its designees must be able to independently access and view start-up data in the production system to verify accurate and complete start-up load.
[bookmark: _Toc536106488]Data Load Deliverables 
· Data Load and Validation Plan;
· Data Load Test Results; and
· Data Load Production Results.

1.1.1.4 Inline Narrative
                   Offeror must describe proposed Load Date Phase meeting all above requirements. 
[bookmark: _Toc488235880]
Test Phase
The Test Phase will check for all aspects of the Solution including, but not limited to, its functionality, performance, integration, and conversion of the relevant data. Test scenarios and scripts along with clear procedures must be prepared and available for each iteration of testing. Since the Solution could be deployed iteratively, it is important to note all functionality deployed to date will need to be tested to ensure the integrity of The Integrated System.
Offeror Note: Contractor is accountable for all activities associated with System Test while the State will participate in these activities. The State is accountable for UAT Test execution, while Contractor will be responsible for test preparation, management and tracking of UAT activities.
Contractor, along with ODH resources when appropriate, must execute System Test, support User Acceptance Testing (“UAT”), and support Operational Readiness Test (“ORT”). System Test focuses on the customizations, configurations, workflow and integrations. Test conditions and test scenarios to be included in the System Test must be mutually agreed upon by Contractor and ODH. These scenarios will be based on an analysis of the requirements, changes, and modifications that are approved for implementation.
Once configured, Contractor’s system must be subjected to integrated system testing to be coordinated with appropriate ODH staff.  At a minimum, Contractor must perform the following activities during this phase:
· Develop System Test Plan
Contractor must develop a System Test Plan with ODH that includes, at a minimum, the following:
· Scope of the testing (i.e., new functionality testing, regression testing, load testing and balancing) that clearly describe how the system functions, features, performance and interfaces must be fully tested; 
· A comprehensive set of test cases, scripts and scenarios developed with ODH and its designees;
·  Inputs to the test, the steps and procedures in the testing process, timelines and the expected results;
· A description of the defect identification and resolution processes to be executed during the system test;
· A description of Contractor and ODH staff roles and responsibilities during testing execution; and 
· An indication of all ODH and other partner resources needed;
· Execute System Testing
Contractor must test all system functionality, including all interfaces that will be used with the solution. System testing must occur in an established test environment that mirrors Contractor’s production environment.  To complete the System Test, Contractor must perform the following with ODH, and other partner staff as required by ODH:  
· Execute the System Test Plan;
· Work with ODH staff to function as system users during system testing;  
· Work with ODH to evaluate and validate all test outcomes;
· Provide system output and test outcomes to ODH as requested;
· Analyze and evaluate performance of all systems, telecommunication networks, hardware, and software;
· Perform all system modifications required to ensure system performance meets approved performance requirements;
· Document and resolve any errors encountered during system testing; if major defects are found during system testing, the entire test script must be re-initiated and the test period must begin again (e.g., a major defect is anything that stops the system/application from functioning or fails to deliver required functionality). Depending on the nature of the defect, related scripts may need to be re-initiated as well; and
· Provide adequate staff dedicated to testing support and problem resolution while the test is in progress.
Contractor must provide ODH access to Defect and Resolution documentation as accumulated during system testing.
· Document System Test Results
Contractor must include a summary of the results of the System Test and provide any system recommendations in the Systems Test Results Document.  Contractor must provide access to:    
· Sufficient information to validate that the System Test has been successfully executed in accordance with the approved System Test Plan and that the tests performed adequately meet the approved requirements; and  
· All defects encountered during the System Test and their resolutions.  
If test execution and/or results are deemed unacceptable by ODH, Contractor must make modifications to appropriate systems and repeat the testing and approval process.  Contractor is required to submit a written System Testing Statement to ODH affirming that System Testing has been successfully completed.  ODH must document the scope and duration of the test.

[bookmark: _Toc536106489]System Testing Execution 
This deliverable includes the following:
· System Test Plan;
· System Test Results Document; and
· System Testing Statement certifying that system testing was successfully completed.
UAT verifies the usability of the new processes and ensures that the system meets the needs of the organization and the end user. UAT leverages System Test Scripts and is executed by State resources. A key objective of UAT is to facilitate an understanding of the technology and the business change being implemented. 
The User Acceptance Testing (UAT) must verify the full technical and functional usability of the system. 
Contractor’s responsibilities include managing and supporting a UAT region and working with ODH to ensure that system processes must be run in a way that promotes efficient and accurate testing. At a minimum, the activities of this task must include the following:
· User Acceptance Testing Plan 
		Contractor must assist ODH to develop a UAT Plan that includes, at a minimum, the following:
· Scope of the testing (i.e., new functionality testing, regression testing, load testing and balancing) that clearly describe how the system functions, features, performance and interfaces must be fully tested; 
· A comprehensive set of test cases, scripts and scenarios developed with ODH and its designees;
· Inputs to the test, the steps and procedures in the testing process, timelines and the expected results;
· A description of the defect identification and resolution processes to be executed during UAT.
· A description of Contractor and ODH staff roles and responsibilities during testing execution; and 
· An indication of all ODH resources needed.
Contractor and ODH must mutually agree to the duration for developing the test plan.
· Provide Support during State-conducted User Acceptance Testing 
During UAT, State staff and Subject Matter Experts trained by Contractor will test the system to validate that the functionality, features, performance and interfaces meet approved requirements.  
Contractor must monitor and support UAT in the following ways:
· Train all designated staff for successful execution of UAT;
· Provide required system data, files and processes to execute the UAT (the UAT test region must be a fully-populated, production-sized region with all interfaces built as for production and agreed-upon scheduled processes that will mimic production as closely as needed for successful testing);
· Analyze and evaluate performance of all systems, telecommunication networks, hardware, and software;
· Support ODH’s evaluation of all UAT outcomes; 
· Track and repair all defects encountered by ODH during UAT.  If major defects are found during UAT, a set of test scripts or the UAT Plan may need to be re-initiated (e.g., a major defect is anything that stops the system/application from functioning or fails to deliver required functionality). Depending on the nature of the defect, related scripts may need to be re-initiated as well;
· Perform all system modifications required to ensure system meets approved requirements; and
· Provide adequate staff dedicated to UAT support and problem resolution while the test is in progress.
· Document User Acceptance Testing Outcome
ODH will summarize the results of the User Acceptance Testing.  Contractor must review the results and provide any system recommendations in the User Acceptance Testing Recommendations Document.  Contractor must provide access to:    
· Systems information to validate that the User Acceptance Testing has been successfully executed in accordance with the agreed upon User Acceptance Testing Plan; and  
· All defects encountered during User Acceptance Testing, and their resolutions.  
If test results are deemed unacceptable by ODH, Contractor must make modifications to appropriate systems and the testing and approval process must be repeated.  After User Acceptance Testing, Contractor must provide a written User Acceptance Testing Statement certifying that UAT was successfully completed.
[bookmark: _Toc536106490]UAT Testing Support
This deliverable includes the following:
Management of Test Environment and appropriate batch processes;
User Acceptance Testing Recommendations Document; and
User Acceptance Testing Statement certifying that UAT was successfully completed.
		Assembly Test verifies that the technical architecture works together as planned and tests that all modules were migrated appropriately. The objective of the Assembly Test is to verify that related components function properly when assembled into an overall system.
Performance Tests will establish a baseline of acceptable response times.
Performance requirements. The tests are conducted under a practical proportion of expected transactions and user volumes to mimic real-world usability. The sample is based upon mocked up data entered the solution. The number, frequency, and concurrency of online user transaction load must be defined using the most recent functional team estimates of activity available at the time of test preparation. The estimates must be based on enterprise-wide usage.
ORT includes end-to-end testing of processes and technologies and will be executed by State members of the Project team. ORT will be conducted during a specific time before Go-Live.
The State will conduct a Security Test that includes manual application testing of the system using client-side code analysis and loading maliciously formatted inbound interface files. In addition, Contractor may be required to supply an industry standard security report per ODH requirements 
Contractor must recommend a Test-Moves-to-Production strategy as appropriate for their solution’s environment(s). Contractor must demonstrate to ODH that the strategy allows for the development and testing of a migration process and checklist, as well as an assessment of timing and any mitigation or resolution of any issues related to timing.
Throughout the Project duration, if a testing or production incident is due to errors, omissions, documentation inconsistencies, or bugs in an “in-scope” environment, supported server, or “in‐scope” software element licensed by a Third Party to ODH, Contractor must assist ODH by referring such incidents to the appropriate Third-Party entity for resolution and coordinating with the Third-Party Contractor, as appropriate, to help minimize ODH’s role in problem management.
Contractor must develop and prepare weekly status reports to monitor the progress of each test phase. The status reports must contain sections for condition creation, script creation, script execution, issue identification and resolution, and defect identification and resolution.
Contractor must, to the extent possible, implement measures to help avoid unnecessary recurrence of incidents, by performing root cause analysis and event correlation for items discovered during testing/validation activities.
[bookmark: _Toc536106491]Collection of Documented Test Results 
Contractor must collect scenarios and report testing results from test activities focused on findings and recommendations differentiated by levels of severity.  Include pertinent information from test plan and present detail on identifiable method.  Tables created must display metrics and use examples to demonstrate problem areas.  
Data analyses must be performed on all testing activities depending on metrics identified in test plan.  Contractor must provide and report on testing analytics based on quantitative and qualitative data collected.  Contractor’s test report must include background summary, methodology, test results, findings and recommendations.  ODH is expecting the following reports at a minimum and open to additional Contractor recommended reports:
· Background Summary - What, where, when, and was tested with brief description of problems encountered, worked well. {Section 4.3.6 Testing}

· Methodology of testing – details on how enabling re-testing. {Section 4.3.6 Testing}

· Test Results - Include analysis of what facilitator and data logs record. Describe tasks having highest and lowest completion rates.  Provide summary of successful task completion rates by task, and average success rate by task and showing data in table. Follow same model for all metrics and depending on metrics collected provide following: {Section 4.3.6 Testing}

· Number and percent of participants completing each scenario, and all scenarios. 

· Time taken to complete each scenario for those who completed scenario.

· Satisfaction results.

· Participant comments can be included if they are illustrative.

· Findings and Recommendations - List findings and recommendations using all data.
[bookmark: _Toc536106492]Test Completion Checkpoint Successfully Completed Prior to Beginning the Deploy Phase. 
This includes ODH’s acceptance of all deliverables due to-date per the Project schedule.


The following lists the minimum set tasks performed during the Test phase:
	Key Tasks
	State
	Contractor

	Develop and maintain test data repositories as agreed appropriate
	Support
	Perform

	Manage and track System /Regression Test, UAT, and ORT
	Support
	Perform

	Execute System / Regression Test and document results
	Support
	Perform

	Execute UAT
	Perform
	Support

	Document UAT results
	Support
	Perform

	Execute ORT
	Perform
	Support

	Document ORT results
	Support
	Perform

	Prepare for and execute Security Test
	Perform
	Support

	Prepare for and execute Assembly Test
	Support
	Perform

	Prepare for and execute Performance Test
	Support
	Perform

	Support Functional Team Testing
	Support
	Perform

	Conduct Test Moves to Production
	Support
	Perform

	Create the Deployment and Stabilization Plan
	Support
	Perform

	Develop, update and maintain a migration checklist
	Support
	Perform

	Prepare for final Move to Production
	Support
	Perform

	Prepare for and execute Assembly Test
	Support
	Perform

	Prepare for and execute Performance Test
	Support
	Perform

	Support Functional Team Testing
	Support
	Perform

	Conduct Test-Moves-to-Production
	Support
	Perform



1.1.1.5 Inline Narrative
                 	Offeror must describe proposed Test Phase meeting all above requirements.

[bookmark: _Toc488235881]Implemention Phase
The implementation of Contractor’s system occurs within this task.  At a minimum, Contractor activities of this task include the following:
· System Implementation Plan
The System Implementation Plan must demonstrate to ODH how Contractor will deploy the system.  The plan, at a minimum, must detail Contractor’s approach for coordinating the following:
· Technical preparation and system changeover activities;
· Development of an implementation activities checklist; and
· Deployment schedule.
· System Implementation Certification
Contractor must provide a written System Implementation Certification Statement that certifies that the system is ready for implementation.  The Certification Statement must confirm:
· Training is complete; 
· All system and user acceptance testing is complete;
· The production environment has been prepared in accordance with Contractor’s requirements;
· All user and system supports are in place; and
· All Security measures are in place.
Upon acceptance of the System Implementation Certification Statement by ODH, Contractor may promote the system to a production environment to initiate the performance period defined in Attachment 4, Standards of Performance and Acceptance.
· Present System for Final Acceptance
Upon completion and acceptance of the Implementation, and successful completion of the performance period as defined in Attachment 4, Standards of Performance and Acceptance, Contractor must present the system to ODH for acceptance.  The system presented for final acceptance must account for all required functionality, features and performance requirements.
· Documentation
Contractor must develop and provide all System and User Documentation at the time the system is presented for final acceptance.  Contractor must provide electronic copies of the documentation for the system in a format that allows ODH to create electronic references to the documentation from its policy and procedure documentation.  The documentation must include all manual and system processes and procedures.
[bookmark: _Toc536106493]Implementation Deliverables List
System Implementation Plan;
System Implementation Certification Statement;
System and User Documentation. and
Performance Period Final Report
1.1.1.6 Inline Narrative
                	Offeror must describe proposed Implementation Phase meeting all above requirements.

[bookmark: _Toc488235882]Training Development and Training Deployment Plans Phase
Contractor must provide ODH with training and materials on Contractor’s systems and processes.  ODH will provide training sites for Contractor’s use.  
Contractor must support training of a core team (no more than ten staff) representing all user roles and system functions. Training must include use of the system as customized for ODH.
As part of this phase, Contractor must work with ODH staff to:
· Develop Training Plan
	Contractor must create, maintain and update, as required, an approved Training Plan. The Training Plan must include:
· An overview of training methodology that includes train-the-trainer;
· Training courses or modules and associated objectives and competency descriptions, including the format and content of all training material to be developed by Contractor;
· A training schedule that identifies how users must complete their training. This must be a combination of in-person training, online training modules, video and other electronic training methods. The schedule must specify the number of training encounters, the type of encounter (i.e. web, classroom, etc.) and the length of each encounter. It must also distinguish between the types of users being trained.  In-person training sessions may be conducted regionally in each of Ohio’s eight Public Health Emergency Preparedness and Health Care Preparedness regions.  
· Definitions for any special conditions (infrastructure items, user ID requests, etc.) required for the training environment.
The Training Plan must identify and minimize any potential impact to ongoing business operations.  Training must be scheduled in a way that addresses needs of specific user groups and allows agency business functions to continue.  
Training must be coordinated with ODH staff to ensure that training meets the objectives and for performance support once trainees complete training. Contractor must also work with ODH throughout the life of this Contract to ensure that Training Materials remain up to-date and that trainers understand any system changes.
· Develop Training Materials
	Contractor must develop all Training Materials in an electronic format.  All training materials must be reviewed and approved by ODH prior to the start of training. 
	Contractor must provide all training material including, at a minimum, separate end-user and system administrator training manuals and detail data dictionary.
	Contractor must provide all electronic source documents and graphics used in the development of training documents such as manuals and presentations.
· Conduct Training
	Training must be implemented in accordance with Contractor’s approved Training Plan. 
	Contractor must conduct and coordinate training of core ODH users and training staff. 
	Contractor must provide subject-matter expert resources to respond to questions from ODH staff as training is rolled out to all users.
	Upon completion of all ODH training, Contractor must submit a written Training Completion Statement certifying that all training has been completed and identifying direct training and support provided.
	With ODH input, Contractor must develop evaluations to assess the effectiveness of training. Once evaluations are complete, Contractor must review and analyze evaluations and determine whether further changes to training materials or methodology are warranted.
· Contractor Deliverables List
Deliverables to be produced by Contractor include the following:
· Training Plan;
· Training Materials; and
· Training Completion Statement certifying training has been successfully completed.


The following lists the minimum set tasks performed during the Implementation phase:
	Key Tasks
	State
	Contractor

	Determine Training Approach/Methodology
	Support
	Perform

	Create Overview Course Curriculum/Descriptions
	Support
	Perform

	Create and Manage Training Development workplan
	Support
	Perform

	Create and Manage detailed course outlines 
	Support
	Perform

	Build End-User Training materials
	Support
	Perform

	Build end-user and system administrator training manuals 
	Support 
	Perform

	Create and manage training environments sufficient to support the overall training effort
	Support 
	Perform

	Create and Manage Training Deployment Plan
	Support
	Perform

	Review and Approve Final Training 
	Perform
	Support

	Conduct Train-the-Trainer sessions
	Support
	Perform

	Create, distribute, and analyze training evaluations
	Support
	Perform



[bookmark: _Toc536106494]Training Development and Deployment Plans
· Contractor must develop and deliver training plan (Section 4.3.8) with ODH approval, coordinated with deployment plans to establish procedures to plan, develop, implement, and maintain training program and curriculum.  Business process scenarios are required for each programs’ operating activities for foundation of testing and training plan.  

· Training plan encompasses business case development, training objectives with expected learning outcomes, content & instructional design, access, training materials, knowledge transfer, evaluation of effectiveness, and continuous improvement.  

· Deployment plan of solution must support coordination with environments for testing, user acceptance testing for transition to live operating environment.  

1.1.1.7 Inline Narrative
Offeror must describe proposed Training Development and Training Deployment Plans Phase meeting all above requirements.

[bookmark: _Hlk253070]Transition to Operations Phase
	During this task, transition of the system operations must occur. At a minimum, Contractor must successfully complete the System Implementation and then Contractor and ODH will assess the operational readiness of all required operations components.  This will result in the establishment of the operational production environment in which all processes must be accurately and reliably executed.  During the operational readiness assessment, Contractor must demonstrate at a minimum that the data center, assigned staff, documentation of processes and procedures, reporting schedules, stakeholder training, supports (e.g. help desk) and system are in place and ready for operations.	
[bookmark: _Toc536106495]Go-Live Deliverables
Knowledge transfer/transition to authorized ODH users who will manage user-customized functionality
Agency Go-Live Assessment documentation, including documentation for production schedule SLAs and interface coordination 
Fully developed, tested, and State-Accepted functionality in non-Production and Production environments per Project’s functional release schedule
The minimum set of tasks and activities to be performed during the Deploy phase include the following:
	Key Tasks
	State
	Contractor

	Execute required data conversions or migrations as applicable.
	Support
	Perform

	Perform required data matching activities and error reporting as applicable.
	Support
	Perform

	Document data issues and provide to ODH for resolution as applicable.
	Support
	Perform

	Compile and maintain solution issue lists
	Support
	Perform

	Produce an end-to-end final validation of the operational architecture and corresponding operational documentation for the upgraded and implemented modules
	Support
	Perform

	Conduct quality and progress reviews with appropriate State personnel
	Support
	Perform

	Develop, and thereafter maintain and make available to ODH, a knowledge base of documentation gathered throughout the Project’s life and allow for re‐use of such for future Project Phases or upgrades.
	Support
	Perform

	Execute agency Go-Live Readiness action plan prepared during Build
	Support
	Perform



1.1.1.8 Inline Narrative
                	Offeror must describe proposed Transition to Operations Phase meeting all above requirements

[bookmark: _Toc488235883] Project Implementation Completion Phase
The completion of Initial State Release constitutes the completion of the Project implementation. At the successful completion of the Initial State Release, Contractor must perform a final knowledge transfer to ODH. In general, this knowledge transfer must include, at a minimum, the following work products as a deliverable:
[bookmark: _Toc536106496]Knowledge Transfer Deliverable
Final Requirements Traceability Matrix for the Project as Implemented
A list of all customizations and components as implemented
Detailed System Test Cases and Demonstration of Successful Completion of Same
Detailed Performance Testing Results 
Completion of final State User Acceptance Testing and an affirmation of same by ODH
Final Operational Readiness Testing Results and an affirmation of same by ODH
Complete User and System Administration Documentation that represent the system as implemented
Contractor understands that ODH’s acceptance of each production release prior to State acceptance of the final release does not represent or indicate that ODH has accepted the Ohio Integrated System solution in full.  ODH’s final acceptance of the system is conditional upon a successful Performance Period defined herein and in Attachment Four, Standards of Performance and Acceptance.  Upon the successful completion of the Performance Period including the final production release, Contractor must present the production release of the Ohio Integrated System solution to ODH for acceptance by submitting a system certification letter.  
During each Performance Period Contractor must:
· Provide personnel with the requisite skills and experience levels in the solution to answer questions that ODH may have, provide Tier 1 help desk services for system users and provide Tier 2 and 3 level support for system and system use issues;
· Address any software defects, gaps, omissions or errors that are discovered in Contractor’s work as they pertain to operation in a production environment;
· Resolve any performance, compatibility or configuration issues that arise after of migration of Contractor’s work to a production environment; 
· Document any relevant changes to operational, configuration, training, installation, commentary or other documentation after migration to Contractor’s work to a production environment; and
· Provide personnel with the requisite skills and experience levels in the solution to perform production issue triage, root cause and remedy analysis and wherever possible propose workarounds, fixes, patches or remedies (code-based, procedural or environmental) required to successfully operate the Ohio Integrated System solution in a production environment.
If the production release of the Ohio Integrated System solution fails the Performance Period, Contractor will be in default and ODH may apply the remedies available to it under the Contract.  
The above process applies to each production release agreed to by both parties and as defined in the Contract.
1.1.1.9 Inline Narrative
Offeror must describe proposed Project Implementation Completion Phase meeting all above requirements.

[bookmark: _Toc495578014][bookmark: _Toc270332][bookmark: _Toc421011050][bookmark: _Toc426105657][bookmark: _Toc467148889][bookmark: _Toc470792522]Change Management Requirements
ODH requires any request for any change in Services or Project Scope must be in writing; this includes requests for changes in project plans, scope, specifications, schedule, designs, requirements, Service deliverables, software environment, hardware environment or any other aspect to the work. Contractor will not be obligated to perform tasks related to changes in time, scope, cost, or contractual obligations until ODH and Contractor agree in writing to the proposed change in an amendment to the Contract.  ODH has provided Supplement 7 to be incorporated in Offer’s proposal.
4.4.1. Outline Suggestion for Change Management Process
[bookmark: _Toc456598586][bookmark: _Toc456600917][bookmark: _Toc494193639][bookmark: _Toc133654187][bookmark: _Toc523878297][bookmark: _Toc436203377][bookmark: _Toc452813577][bookmark: _Toc105907879][bookmark: _Toc106079189][bookmark: _Toc106079514][bookmark: _Toc106079783][bookmark: _Toc107027559][bookmark: _Toc107027769]ODH is providing Offerors a suggested change management process, at a minimum, to incorporate in their response to provide reassurance to ODH leaders and stakeholder that a delivered solution will include all necessary processes to facilitate acceptable project changes.  These changes would include original scope, resources, duration, costs, licenses, services, and support fees.  All such mentioned changes must provide a fiscal justification of impact and benefit before consideration by ODH and DAS management, with signatures of approval.  
Change Management Form- Supplement 7
[bookmark: _Toc456598587][bookmark: _Toc456600918][bookmark: _Toc494193640][bookmark: _Toc133654188]4.4.2. Purpose of Change Management Plan
The Change Management Plan documents and tracks the necessary information required to effectively manage project change from project inception to delivery.
The Change Management Plan is created during the Design Phase of the project. Its intended audience is the project manager, project team, project sponsor and any senior leaders whose support is needed to carry out the plan.
[bookmark: _Toc494193648][bookmark: _Toc133654189]4.4.3. Change Management Process
[bookmark: _Toc494193654][bookmark: _Toc494193655]The Change Management Process establishes an orderly and effective procedure for tracking the submission, coordination, review, evaluation, categorization, and approval for release of all changes to the project’s baselines.

[bookmark: _Toc133654190]4.4.4. Change Request Process Flow Requirements
	Step
	Description

	Generate CR
	A submitter completes a CR Form and sends the completed form to the Change Manager

	Log CR Status
	The Change Manager enters the CR into the CR Log. The CR’s status is updated throughout the CR process as needed.

	Evaluate CR
	Project personnel review the CR and provide an estimated level of effort to process, and develop a proposed solution for the suggested change

	Authorize
	Approval to move forward with incorporating the suggested change into the project/product

	Implement
	If approved, make the necessary adjustments to carry out the requested change and communicate CR status to the submitter and other stakeholders
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4.4.5. Change Management Log
Contractor must maintain a change management log throughout the duration of the Project. 


The log must include the following information:
	Element
	Description

	Date
	The date the CR was created

	CR#
	Assigned by the State Manager

	Title
	A brief description of the change request

	Type
	Description of what the change is affecting (see chart on the following page)

	Description
	Description of the desired change, the impact, or benefits of a change must also be described

	Submitter
	Name of the person completing the CR Form and who can answer questions regarding the suggested change

	Phone
	Phone number of the submitter

	E-Mail
	Email of the submitter

	Product
	The product that the suggested change is for (if applicable)

	Version
	The product version that the suggested change is for (if applicable)

	Priority
	A code that provides a recommended categorization of the urgency of the requested change (High, Medium, Low- see chart below)

	Status
	The progress status that the change follows (see chart on the following page)


[bookmark: _Toc133654192]4.4.6.  Evaluating and Authorizing Change Requests
Change requests are evaluated using the following priority criteria:
	[bookmark: _Hlk509910071]Priority
	Description

	High
	Change is needed as soon as possible due to its impact on the Project.

	Medium
	Change will solve problems, repairs, or missing functionality.  This change can be scheduled.

	Low
	Change will lead to improvements, changes in workflow, or configuration.  This change can be scheduled.





Change requests are evaluated and assigned one or more of the following change types:
	Type
	Description

	Scope
	Change affecting scope

	Time
	Change affecting time

	Duration
	Change affecting duration

	Cost
	Change affecting cost

	Resources
	Change affecting resources

	Deliverables
	Change affecting deliverables

	Product
	Change affecting product

	Processes
	Change affecting process

	Quality
	Change affecting quality



Change requests are evaluated and assigned one of the following status types:
	Status
	Description

	Open
	Entered/Open but not yet approved or assigned

	Work in Progress
	CR approved, assigned, and work is progressing

	In Review
	CR work is completed and in final review prior to testing

	Testing
	CR work has been reviewed and is being tested

	Closed
	CR work is complete, has passed all tests, and updates have been released.
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[bookmark: _Toc488235885][bookmark: _Toc270334]Project Management 
		ODH will provide oversight for the entire Project, but Contractor must provide overall project management for the tasks under this Contract, including the day-to-day management of its staff.  Contractor also must cooperate with ODH in coordinating assignments for ODH staff working on the Project.  Additionally, Contractor must provide all administrative support for its staff and activities.  
		The project management methodology used by Contractor must include industry best practices and the functions of the Project Management Knowledge Areas contained in the Project Management Institute’s current Project Management Body of Knowledge (PMBOK). Throughout the implementation of the Project, Contractor must employ ongoing project management techniques to ensure a comprehensive Project Plan is developed, executed, monitored, reported on, and maintained.  
		Contractor must provide one dedicated Project Manager from Project initiation through the acceptance phase of the Project lifecycle.  Due to the confidential nature of the data, the Project Manager and Team must work in a setting that meets security requirements outlined in this Supplement.  The State anticipates that Contractor’s Project Manager will be available to be on-site as requested by the State.
· Contractor and ODH will conduct a kick-off meeting within 10 business days after the issuance of a Purchase Order.
· Project schedule submitted with Contractor’s proposal must be updated and submitted in electronic and paper form to ODH no later than 30 days after receipt of a Purchase Order.  The revised Project schedule will become Contractor’s approved plan to implement the solution. The Project Schedule must include planned activities, events and milestones with measurable outcomes.  Contractor must develop the Project schedule using Microsoft Project or another planning/scheduling application agreed upon by both Contractor and ODH.  The schedule must indicate milestones and the duration for each Project task and subtask, define work steps to fully implement the Project, and provide dates when all deliverables will be completed.
· Project schedule must be formally updated in conjunction with the reporting requirements throughout the implementation phase of the Project.  Timeline variances must be reported to ODH immediately along with a written strategy detailing how Contractor must ensure the completion of the proposed milestones.  All timeline variances and risk mitigation strategies must be documented in a format approved by ODH. 
· Contractor must assemble its Project team at a location or locations that support the most efficient execution of ODH’s system implementation.  ODH may screen or interview members of Contractor’s Project team prior to their assignment to the Project.  All Project team members must demonstrate skills appropriate to their assigned roles.  ODH may reject any Project team member for business or legal reasons.  Switching any Key Team Members after the Contract award will not be allowed without written approval from ODH.  ODH reserves the right to require Project team members to work at various locations in Ohio specified by ODH.
· Contractor must establish the site for performing system operations.
Contractor must provide for the acquisition, installation, upgrading, and support of all necessary equipment, hardware and software.  Contractor is responsible for all costs associated with telecommunications services, equipment, hardware, software and data refreshes during the term of the Contract.
· As part of the Project Management Task, Contractor must develop a Communication Plan in concert with ODH to ensure timely and appropriate generation, collection, and dissemination of project information. This includes the communications protocols and procedures for reporting to Project stakeholders regarding project issues, work activities, milestones and deliverables. Contractor must detail its procedure for ensuring effective project management activities, specify all project management activities and responsibilities, and quantify how project progress will be measured and controlled.  
· Contractor must describe the Contract escalation and resolution process for Contract issues, including contact names and contact information.
· Contractor must describe how it will document all phases of the project, including ensuring that all project team members have access to the latest version of all documentation. Contractor must use a Version Control Methodology approved by ODH for revisions made to the various documents required by the RFP.
· Contractor's management approach to the Work must adhere to the following meeting and reporting requirements:
Immediate Reporting - The Project Manager or a designee must immediately report any staffing changes for the Work to the Work Representative (see: Attachment Four: Part Two: Replacement Personnel).
Participate in Status Meetings - The Project Manager and other Work team members must participate in status meetings with the ODH Project Manager and other people deemed necessary to discuss Work issues.  The Project Manager will schedule these meetings, which will follow an agreed upon agenda and allow Contractor and ODH to discuss any issues that concern them.
Participate in Operational Meetings – The Project Manager and other Work team members must participate in operational meetings required for coordination of operational activities supported by the system.
Contractor's proposed format and level of detail for the status report is subject to ODH’s approval.
Status Reports
During the duration of the project, Contractor must submit a progress report with each invoice to the ODH Project Manager and other designated ODH staff on a schedule approved by ODH.  At a minimum, the status reports must contain the following:
· A description of the overall completion status of the Work in terms of the approved Work Plan;
· Updated Work Plan;
· The plans for activities scheduled for the next 90 days;
· The status of any Deliverables;
· Time ahead or behind schedule for applicable tasks;
· A risk analysis of actual and perceived problems; and
· Significant changes to the Work Plan, if any.
	The deliverables to be produced by Contractor for the Project Management Task must include the following:
[bookmark: _Toc536106497]Project Management Plan
Updated Project Schedule;
Communications Plan;
Version Control Methodology; 
Escalation Plan; and
Status Reports.
[bookmark: _Toc536106498]Project Management Approach and Tools
Project management model and tools -- and how it supports rapid development capabilities;
Time- and cost-estimating tools;
Project- and time-tracking tools;
Project maintenance methodology;
New-development methodology;
Standards enforcement and verification; and
Quality assurance plan, measures and metrics.
	Contractor Role
	Role Description and Responsibilities

	Project Manager
	· Contractor Project Manager (PM) provides Project oversight for Contractor team through completion of the Project.
· Works with ODH Project Manager to create and manage the Project Plan and Schedule
· Manages Contractor Project Team Members
· Manages overall quality and timeliness of the Project deliverables and services
· Manages Project issues and risks
· Acts as the Point of escalation for Project issues
· Collaborates with ODH PM and manages project-specific communications such as risk decisions


[bookmark: _Toc488235887]  
 Inline Narrative
Offeror must describe proposed Project Management meeting all above requirements.

[bookmark: _Toc270335]Project Management Requirements: Key Tasks
Contractor’s Project Manager is responsible for the coordination and delivery of the Project and must obtain state approval on all integrated work plans and deliverables. 


Additional key project management tasks include the following:  
	Key Tasks
	State
	Contractor

	Ensure project is appropriately staffed
	Support
	Perform

	Apply standard, modern project management principles 
	Support
	Perform

	Implement and maintain a mutually agreed upon project management tool that provides access to all project team members, approved project stakeholders and participants
	Support
	Perform

	Exercise effective change control
	Support
	Perform

	Manage specific task areas to ensure appropriate cross-team communication and delivery
	Support
	Perform

	Collaborate among specific Project dependencies to ensure appropriate cross-Project communication and delivery
	Perform
	Support

	Conduct project meetings, including weekly status meetings and project check points
	Support
	Perform

	Produce weekly project status reports in a form approved by ODH, and provide it at least one business day in advance of the meeting. 
	Support
	Perform

	Adhere to prompt reporting of project issues or changes, including staffing changes
	Perform
	Perform

	Maintain Project document library and collaboration pages and version control
	Support
	Perform

	Ensure documentation of the solutions developed, particularly functional solutions, integrations, and interfaces, in accordance with State-approved standard, professional methods
	Support
	Perform

	At the conclusion of the project, or upon request of ODH, ensure that ODH is provided a readable, comprehensive backup of the document and project libraries
	Support
	Perform



   Inline Narrative
                 Offeror must describe proposed Project Management Requirements meeting all above requirements.

[bookmark: _Toc488235888][bookmark: _Toc270336]ODH Project Manager Support
The project team is comprised of State staffing and contracted resources. These resources include at minimum an ODH Project Manager (PM) that manages the day to day activities of the project from initiation to successful project completion.  The ODH PM assists Contractor in obtaining appropriate State resources and provides continuous support during the Project progress. 
The ODH Project Manager will perform the following:
· Serve as an advocate for ODH’s Business Sponsor(s) throughout the Project to ensure that the proposed solution meets the ODH’s business requirements.
· Oversee all aspects of the deployment of the new system including business process alignment with ODH’s future state, enterprise readiness and managing user acceptance testing. 
· Coordinating with All Parts as required for any technical work required in terms of data loads, conversion and interfaces.

Inline Narrative
             Offeror must describe proposed ODH Project Manager Support meeting all above requirements.

[bookmark: _Toc488235889][bookmark: _Toc270337][bookmark: _Hlk254187]Offeror Project Team Requirements
[bookmark: _Toc488235890]Key Project Team Roles and Responsibilities
The following table identifies key Contractor roles and responsibilities that are deemed critical to the success of the Project. The Offeror, as part of their proposal, is required to identify these key positions and may also include other designated positions for support of the Project. At a minimum, Contractor’s staffing plan must include names and biographical resumes for all Key Roles and positions, including the project manager. If the Offeror deems appropriate and ODH agrees, some roles may be filled by a single resource.
	Contractor 
Project Team Role
	Project Team Role Description and Responsibilities

	Functional Lead(s)
	· Works with Contractor’s and the State’s Project Manager and teams to identify, project, coordinate, and implement tasks, risks, issues, time estimates, and all other relevant Project activities through completion of the Project in all areas of Contractor’s solution functionality
· Coordinates functional requirements reviews, validation, and mapping to Contractor’s Solution functionalities
· Coordinates systems functionality testing, and verifies traceability to the originating requirements
· Coordinates systems integration testing, and verifies integration accuracy
· Coordinates systems custom development testing, and verifies custom development and functionality accuracy
· Leads Contractor’s efforts in all functional areas of the Solution 
· Manages the overall quality and timeliness of deliverables in the impacted functional areas
· Serves as an expert resource to mitigate or resolve Project issues and risks 

	Technical Lead(s) 
	· Works with Contractor’s and the ODH’s Project Manager and teams to identify, project, coordinate, and implement system’s technical related tasks, risks, issues, time estimates, and all other relevant Project activities through completion of the Project in all areas of Contractor’s solution functionality
· Coordinates technical requirements reviews, validation, and mapping to Contractor’s solution technical specifications
· Manage design, development, testing and deployment of system interfaces, data conversions, workflows and other custom objects (RICEF-W)
· Leads Contractor’s efforts in all technical areas of the Solution 
· Manages the overall quality and timeliness of deliverables in the impacted technical areas
· Serves as an expert resource to mitigate or resolve Project issues and risks
· Manage technical team resources including technical architecture, database administration and infrastructure management supporting the Project
· Manage design, development, testing and deployment of system interfaces, data conversions, workflows and other custom objects (RICEF-W)
· Plan for and manage Performance Testing activities

	Operations Lead
	· Manage daily operations of the Contract staff
· Be responsible for enforcing the defined service levels for the Project
· Prioritize new project work
· Handle ongoing production maintenance and production support activities
· Manage dispute resolution
· Monitor issues and provide root-cause analysis for any unforeseen outages or system issues that occur
· Must be available for all project meetings 
· Must be available by phone during regular business hours
· Must be available onsite at the ODH’s facilities within 24-hour notice by the State



Inline Narrative
             Offeror must describe proposed Offeror Project Team Requirements meeting all above requirements.

[bookmark: _Toc488235891]Project Staffing and Time Requirements
The Offeror’s Staffing Plan and Time Commitment response must include the following information:
· An organizational chart including any subcontractors and key management and administrative personnel assigned to this project.
· A contingency plan that shows the ability to add more staff if needed to ensure meeting the Project’s due date(s).
· The number of people onsite at State location(s) at any given time to allow ODH to plan for the appropriate workspace.
· A statement and a chart that clearly indicates the time commitment, inclusive of the Project Manager and the Offeror’s proposed team members for this Work during each stage of the Project and the System Development Life Cycle.
· A statement indicating to what extent, if any, the candidates may work on other projects or assignments that are not related to ODH during the term of the Contract. 
ODH may reject any Proposal that commits the proposed Project Manager or any proposed Key Project Personnel to other projects during the term of the Project, if ODH believes that any such commitment may be detrimental to the Offeror’s performance.
Resumes must be provided for all Key Project personnel to supplement the descriptive narrative provided by the Offeror regarding their proposed project team.
The resume, not to exceed 2 pages, must include:
· Candidate’s Name 
· Proposed role on this Project 
· Education
· Professional Licenses/Certifications/Memberships
· List of completed projects that are comparable to this Project or required similar skills based on the candidate’s assigned role and responsibilities in the Project, including the following details:
· Project title and description
· Beginning and ending dates, 
· Client/company name for which the work was performed, 
· Client contact information for sponsoring Directors, Managers or equivalent level position (name, phone number, email address, company name, etc.) for references
· Detailed description of the person’s role/responsibility on the project.

Inline Narrative
Offeror must describe proposed Project Staffing and Time Requirements meeting all above requirements.
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State participants will be available during ODH working hours (8:00 a.m.-5:00 p.m., Eastern time). Individual project team members will not routinely be available for more than forty (40) hours per week, on State holidays or on weekends. ODH understands that its participation is critical to ensure the goals of the project are accomplished. To help ODH better plan to have the right resources available in the right quantities at the right time, the Offeror must include the following in its response to this RFP:
· Nature and extent of State support required in terms of staff roles, percentage of time available;
· Assistance from State staff and the experience and qualification levels required to successfully accomplish the goals of the project;
· Desired State participation including the staff role, estimated effort and duration; and
· Other support requirements.
ODH may not be able or willing to provide the additional support the Offeror lists in this part of its Proposal.  The Offeror therefore must indicate whether its request for additional support is a requirement for its performance.  If any part of the list is a requirement, ODH may reject the Offeror's Proposal, if ODH is unable or unwilling to meet the requirements.
Inline Narrative
Offeror must describe proposed State Team Requirements meeting all above requirements.
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[bookmark: _Toc426025885]Contractor will be responsible for providing the overall delivery of the services described in this RFP.  
[bookmark: _Toc488235894][bookmark: _Toc270340]Ongoing Operations Period
Ongoing Operations period begins as soon as any Production and other environments are available to ODH. This period commences the Service Level Agreements requirements and Contractor’s responsibilities to ensure all operating environments are fully functional, maintained, and supported. Contractor is required to perform all Test-Moves-to-Production and all other environment refresh and updates as scheduled and/or required by the projects implementation.
Inline Narrative
Offeror must describe proposed Ongoing Operations Period meeting all above requirements.
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For each production release of the ORWAP CAREWare System solution, Contractor must provide sufficient staffing to ensure successful completion of the Performance Period.  A successful Performance Period is required to demonstrate that each production release of the ORWAP CAREWare System solution meets requirements and performs per State-approved Service Levels for a period of up to thirty (30) consecutive days unless otherwise agreed by ODH. If a Severity 1 or 2 issue or any critical blocking issue, as defined in the Service Levels in Supplement 6 occurs during this 30-day period, this 30-day period may be extended at the sole discretion of ODH for a period commencing upon satisfactory resolution of the issue in the production environment. Under no circumstances will Contractor performance during this period, including successful conclusion of this period (i.e., no Severity 1 or 2, or critical blocking issues detected for 30 consecutive days) be construed as relief from or reduction to any requirements or responsibilities contained in this RFP for a complete, operational Ohio Integrated System Project. 
During the Performance Period, Contractor must measure, monitor and report to ODH its performance against the Service Levels then in effect.  Contractor may need to adjust and tune its Ohio Integrated System solution to ensure that Service Levels will be met upon State acceptance of the production release.  It is ODH’s intent to work with Contractor on adjusting any Service Levels during the Performance Period, if necessary.  ODH does not intend to assess performance credits based on Service Levels during the Performance Period for each production release.  Once the Performance Period is successfully completed as determined by ODH, then Contractor may submit the production release for State acceptance.  Once ODH accepts the production release, Contractor must manage, maintain and operate the solution per the terms of the Contract and ODH-approved Service Levels will apply.  
Inline Narrative
             Offeror must describe proposed Performance Period Responsibilities meeting all above requirements.

[bookmark: _Toc209337407][bookmark: _Toc488235896][bookmark: _Toc270342][bookmark: _Hlk254723]Technology and Process Optimization Strategy
Contractor must document a comprehensive technology and process optimization strategy that is aligned with contemporary best practices and in keeping with the achievement of Service Level Agreements (SLAs) as defined in Supplement 6. Contractor must implement phased replacement or enhancements to operational and technical processes over the term of the Contract to best leverage existing State investment, use of personnel (both State and Contractor) while minimizing any disruptions in service associated with the implementation of the operational or technical processes.
Inline Narrative
Offeror must describe proposed Technology and Process Optimization Strategy meeting all above requirements.
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[bookmark: _Toc197096828][bookmark: _Toc197097483][bookmark: _Toc197167699]Contractor must control processes, maintain ongoing support of and operate as an Ongoing Operation the Ohio Integrated System solution implemented and deployed by Contractor during the term of the Contract. Such Ongoing Operations must include the following tasks and activities.
Inline Narrative
             Offeror must describe proposed Steady-State Run Services meeting all above requirements.

[bookmark: _Toc506360293][bookmark: _Toc506360788][bookmark: _Toc506360973][bookmark: _Toc506361206][bookmark: _Toc506361623][bookmark: _Toc506366877][bookmark: _Toc506367088][bookmark: _Toc506367556][bookmark: _Toc506367729][bookmark: _Toc506370708][bookmark: _Toc506370857][bookmark: _Toc506371035][bookmark: _Toc506371213][bookmark: _Toc506371770][bookmark: _Toc506371945][bookmark: _Toc506372121][bookmark: _Toc506372281][bookmark: _Toc506372402][bookmark: _Toc506372522][bookmark: _Toc506372644][bookmark: _Toc488235898][bookmark: _Toc270344]Incident / Problem / Change (IPC, ITIL) Management
Consistent with an ITIL service delivery model and as appropriate to driving a high-quality service, Contractor must:
· Provide a single point of IT contact for User support needs; 
· Track and manage incidents by employing and implementing procedures for proactive monitoring, logging, tracking, escalation, review, and reporting (historical and predictive) of incidents, as set forth in a Run Book or other supporting documents;
· With ODH, implement a process that establishes, to the extent reasonably possible, end-to-end responsibility and ownership of incidents in a manner that helps reduce redundant contacts and helps eliminate the need for the Users to describe the incident multiple times to different Contractor or State personnel;
· Categorize and document the relative importance of each incident per the severity levels as agreed to by the Parties;
· Monitor and manage each incident, including incidents associated with changes, and report on the status of resolution efforts until it is corrected or resolved and an authorized User confirms such resolution, as set forth in a Run Book or other supporting documents;
· Ensure that all IPC tickets handled by Contractor have sufficient detail as to understand the incident/problem or change requested, have timing to allow reporting as to start, stop and duration, include details as to the root cause and resolution to the problem and be structured in the Service Desk software to serve as the basis of applicable SLA reporting and service improvement statistical analysis; and
· Assist ODH with the prioritization and maintenance of outstanding work logs.
Additionally, Contractor must provide the following “Self-Service” functions for Ohio Integrated System solution users:
· A Web-based knowledge database, the content of which will be maintained by Contractor, that will provide general “How-To” help for the use and execution of standard processes and general “How-To” help for the use of State-specific elements of the Service. ODH must be able to provide State-specific content to Contractor, as well as approve any State-specific content that Contractor intends to use; and
· A searchable frequently asked questions (FAQs) list, the content of which will be maintained by Contractor, that documents common issues and resolutions based on actual data gleaned from use of the Service. Also, ODH must be able to provide State-specific content to Contractor, as well as approve any State-specific content that Contractor intends to use.

[bookmark: _Hlk527364277]Inline Narrative
Offeror must describe proposed Incident / Problem / Change (IPC, ITIL) Management meeting all above requirements.

[bookmark: _Toc506360295][bookmark: _Toc506360790][bookmark: _Toc506360975][bookmark: _Toc506361208][bookmark: _Toc506361625][bookmark: _Toc506366879][bookmark: _Toc506367090][bookmark: _Toc506367558][bookmark: _Toc506367731][bookmark: _Toc506370710][bookmark: _Toc506370859][bookmark: _Toc506371037][bookmark: _Toc506371215][bookmark: _Toc506371772][bookmark: _Toc506371947][bookmark: _Toc506372123][bookmark: _Toc506372283][bookmark: _Toc506372404][bookmark: _Toc506372524][bookmark: _Toc506372646][bookmark: _Toc197096861][bookmark: _Toc197097516][bookmark: _Toc197167735][bookmark: _Toc209337433][bookmark: _Toc488235899][bookmark: _Toc270345][bookmark: _Hlk255059]Additional Incident Management and Analysis Services
· To the extent an incident is due to errors or defects within an in-scope environment, supported server or in-scope software element licensed by a 3rd Party to ODH, assist ODH by referring such incident to the appropriate 3rd Party entity for resolution and coordinating with the 3rd Party Contractor as appropriate to help minimize ODH role in problem management.
· Performing trend analysis at ODH’s request, and no less frequently on a quarterly basis when not otherwise requested, on the volume and nature of incidents to identify possible areas for improvement. 
· Implementing measures to help avoid unnecessary recurrence of incidents, by performing root cause analysis and event correlation.
Inline Narrative
Offeror must describe proposed Additional Incident Management and Analysis Services meeting all above requirements.

[bookmark: _Toc506359598][bookmark: _Toc506360297][bookmark: _Toc506361210][bookmark: _Toc506361627][bookmark: _Toc506366881][bookmark: _Toc506367092][bookmark: _Toc506367560][bookmark: _Toc506367733][bookmark: _Toc506370712][bookmark: _Toc506370861][bookmark: _Toc506371039][bookmark: _Toc506371217][bookmark: _Toc506371774][bookmark: _Toc506371949][bookmark: _Toc506372125][bookmark: _Toc506372285][bookmark: _Toc506372406][bookmark: _Toc506372526][bookmark: _Toc506372648][bookmark: _Toc506359599][bookmark: _Toc506360298][bookmark: _Toc506361211][bookmark: _Toc506361628][bookmark: _Toc506366882][bookmark: _Toc506367093][bookmark: _Toc506367561][bookmark: _Toc506367734][bookmark: _Toc506370713][bookmark: _Toc506370862][bookmark: _Toc506371040][bookmark: _Toc506371218][bookmark: _Toc506371775][bookmark: _Toc506371950][bookmark: _Toc506372126][bookmark: _Toc506372286][bookmark: _Toc506372407][bookmark: _Toc506372527][bookmark: _Toc506372649][bookmark: _Toc474383022][bookmark: _Toc474384006][bookmark: _Toc474385038][bookmark: _Toc474249487][bookmark: _Toc488235900][bookmark: _Toc270346]Conduct Ongoing Operations Check Point Presentations
After the completion of the implementation phase of the project, ODH and Contractor must meet at least quarterly or as requested to jointly review Contractor team and certain Key Contractor Management and State Facing positions (collectively “Key Personnel”), including Contractor Account Representative, in regard to the following requirements: 
· Support of State initiatives including Agency adoption of the Ohio Integrated System solution;
· Attainment of high customer satisfaction in Stakeholder communities and by extension and importantly end-user communities;
· Adoption of an integrated, collaborative and mutually supportive team culture; and
· Incorporation of industry-leading and Contractor best practices in managing the Ohio Integrated System solution while seeking opportunities for continuous refinement and improvement of areas that are directly within Contractor’s scope, those areas where Contractor has a reliance on ODH and 3rd parties, and areas in the common interest of driving Service efficiency, quality and timeliness (e.g., benefits or value). 
		Should, for whatever reason, ODH determine based on documented or observed performance that Contractor is operating in a manner inconsistent with these requirements, ODH will request a meeting with Contractor Account Representative to address failure to meet these goals. Contractor must promptly develop and implement a plan to remediate the deficiencies. 
Inline Narrative
Offeror must describe proposed Conduct Ongoing Operations Check Point Presentations meeting all above requirements.

[bookmark: _Toc474383024][bookmark: _Toc474384008][bookmark: _Toc474385040][bookmark: _Toc474383025][bookmark: _Toc474384009][bookmark: _Toc474385041][bookmark: _Toc488235901][bookmark: _Toc270347][bookmark: _Hlk255170]Notices
Regarding notices, the Contractor must:
· Establish and maintain an emergency notification process to notify key State staff of pending problem areas (e.g., virus outbreak) to escalate problems.
· Provide a periodic status notification to ODH for service outages of mission critical systems as required by the contract (i.e., hourly updates to key State staff for severity 1 and 2 outages).
Inline Narrative
Offeror must describe proposed Notices meeting all above requirements.

[bookmark: _Toc488235902][bookmark: _Toc270348][bookmark: _Hlk255634]Documentation Management Strategy and Tools
Contractor must maintain a project documentation library or portal, which is accessible to State staff as well as Contractor staff.
The documentation library/portal must include, at a minimum, the following or links to the following:
· Contract related materials (e.g., RFP, Proposal, Contract, Amendments, Whitepapers);
· Requirements and design documentation;
· Change requests;
· Training materials or links to training materials (e.g., User Guide Training Manual, electronic training modules);
· Incident reports;
· Business continuity plan;
· Disaster recovery plan; 
· Security plan;
· Operational information (i.e. run book information);
· Program Management & Master Release Calendar.
As part of the documentation process, Contractor must:
· Document the solutions developed or modified by Contractor in accordance with established methods, processes, and procedures such that, at a minimum ODH or a competent 3rd-Party service provider must subsequently provide the same scope of services;
· Develop and maintain, as agreed appropriate, the documentation on in-scope environments. Where it is determined that documentation is inaccurate (for example, due to demonstrated errors or obsolescence), and such inaccuracy may negatively affect the Services, Contractor must correct such documentation as part of normal day-to-day operational support; 
· Update programmer, End User and operational reference materials;
· Ensure that all documentation is current following any change to the Service or system; and
· Conduct an annual audit for State review of all documentation to ensure ongoing compliance with these requirements. 
Project documentation must:
· Use Version Control Methodology approved by ODH with detailed history to reflect amendments and additions;
· Maintain dating history (i.e. date of issue, date of approval and/or date of implementation);
· Update documentation within 30 days of processes, procedures and system functionality changes; and
· Secure access to workflow documentation to prevent unauthorized changes. 
Contractor must develop, and thereafter maintain Master Release Calendar that includes a schedule (with dates) of:
· Major Scheduled Releases, Upgrades, Updates and Enhancements;
· Implementation of Minor Enhancements or Discretionary Work;
· Scheduled Maintenance Windows and Planned Outages (to be coordinated so that they do not conflict with ODH systems activities or business operations);
· Infrastructure Related Upgrades, Updates, Patches and Enhancements;
· Major and Minor Project Key Dates (i.e., Start, SDLC Gate Completion, Production Release, Completion) whether Contractor delivered or otherwise;
· Major Processing Events as contained in the Run Book; 
· Audit and SSAE-18 Key Dates; and
· Other pertinent dates that require end-user notification or coordination.
The release calendar must be reviewed and updated at least monthly and be accessible via the documentation library/portal.
Inline Narrative
Offeror must describe proposed Documentation Management Strategy and Tools meeting all above requirements.

[bookmark: _Toc506359603][bookmark: _Toc506360302][bookmark: _Toc506361215][bookmark: _Toc506361632][bookmark: _Toc506366886][bookmark: _Toc506367097][bookmark: _Toc506367565][bookmark: _Toc506367738][bookmark: _Toc506370717][bookmark: _Toc506370866][bookmark: _Toc506371044][bookmark: _Toc506371222][bookmark: _Toc506371779][bookmark: _Toc506371954][bookmark: _Toc506372130][bookmark: _Toc506372290][bookmark: _Toc506372411][bookmark: _Toc506372531][bookmark: _Toc506372653][bookmark: _Toc383066766][bookmark: _Toc488235903][bookmark: _Toc270349]Job Execution / Production Control
[bookmark: _Toc197167752]Contractor must develop and maintain an operational “Run Book” to manage the scheduling of production operations, scheduled and routine jobs and reports.  In general, these functions are executed on a daily, weekly and monthly basis. Contractor must assume this run book as part of operational responsibilities.
The Run Book must: 
· Provide a high-level overview of the processes requiring State involvement (e.g., Change Management, Problem Management); 
· Outline the current operating schedule for major production and operational schedules which include jobs, processing, report generation, integrations and other regularly scheduled and routine tasks associated with Contractor performing services in this area;
· Be used by Contractor to provide the Services; 
· Identify Contractor/State interaction process integrations; and 
· [bookmark: _Toc197167754]Describe how ODH and Contractor will interact during the Term. 
Prior to establishing the run book, Contractor must:
· Assign an individual to be the single point of contact to ODH for the Run Book development and maintenance;
· Provide the proposed table of contents and format for the Run Book for ODH review and approval;
· Develop and provide the draft Run Book, which must be customized by Contractor to reflect the process integrations (interaction between parties, roles responsibilities, timing and the like) between ODH and Contractor;
· Review ODH feedback and revise the draft Run Book to incorporate mutually agreed changes and regular optimizations;
· Upon request, communicate Contractor’s rationale for not including specific State comments or changes in the Run Book;
· Provide the final version of the Run Book to ODH for its acceptance and approval, which must not be unreasonably withheld; 
· Conduct process maturity assessments, identify process inhibitors, and propose process improvements to ODH, as required;
· Jointly review the Run Book on a quarterly basis or more frequently, as required, and update and maintain the Run Book accordingly; and
· Provide appropriate Contractor employees with access to the Run Book, as required.
 Inline Narrative
 Offeror must describe proposed Job Execution / Production Control meeting all above requirements.

[bookmark: _Toc383066767][bookmark: _Toc488235904][bookmark: _Toc270350]Records Retention: Data Archive and Purge Considerations
Contractor must keep data actively accessible to users in accordance with ODH requirements, provided after Contract award.
Archive and purge processes must be executed in accordance with the mutually agreed upon job schedule and run parameters as developed and agreed to under the Contract. 
 Inline Narrative
Offeror must describe proposed Records Retention: Data Archive and Purge Considerations meeting all above requirements.

[bookmark: _Toc506359606][bookmark: _Toc506360305][bookmark: _Toc506361218][bookmark: _Toc506361635][bookmark: _Toc506366889][bookmark: _Toc506367100][bookmark: _Toc506367568][bookmark: _Toc506367741][bookmark: _Toc506370720][bookmark: _Toc506370869][bookmark: _Toc506371047][bookmark: _Toc506371225][bookmark: _Toc506371782][bookmark: _Toc506371957][bookmark: _Toc506372133][bookmark: _Toc506372293][bookmark: _Toc506372414][bookmark: _Toc506372534][bookmark: _Toc506372656][bookmark: _Toc383066768][bookmark: _Toc488235905][bookmark: _Toc270351]Data Masking and Information Privacy in Non-Production Environments
Data Masking and Information Privacy will be required in conjunction with other ODH non-production environments.  
 Inline Narrative
 Offeror must describe proposed Data Masking and Information Privacy in Non-Production Environments meeting all above requirements.

[bookmark: _Toc506359608][bookmark: _Toc506360307][bookmark: _Toc506361220][bookmark: _Toc506361637][bookmark: _Toc506366891][bookmark: _Toc506367102][bookmark: _Toc506367570][bookmark: _Toc506367743][bookmark: _Toc506370722][bookmark: _Toc506370871][bookmark: _Toc506371049][bookmark: _Toc506371227][bookmark: _Toc506371784][bookmark: _Toc506371959][bookmark: _Toc506372135][bookmark: _Toc506372295][bookmark: _Toc506372416][bookmark: _Toc506372536][bookmark: _Toc506372658][bookmark: _Toc383066769][bookmark: _Toc488235906][bookmark: _Toc270352][bookmark: _Hlk256982]Break/Fix Support
Contractor must:
· Track, monitor and provide remediation for solution defects and incidents requiring system configuration or in-scope environment code or configuration changes;
· Identify and implement required system or configuration changes to address solution defects; 
· Maintain solution documentation (technical specifications and testing documentation) as well as a compendium of common problems, root causes and remedy to aid in the identification and remediation of underlying system incidents;
· Test configuration changes to confirm resolution of defects;
· Identify, specify and system test as applicable Third Party supplied patches and fixes for Third Party supplied packaged systems software (including OS, BIOS, microcode, patches, service packs and similar), as well as new releases. If a new release contains new features and functionalities, the Parties may agree to additional services required to enable or disable such features and functions (e.g., configuration, gap analysis, etc.) as part of any separate Project-related enhancement service; 
· Support ODH in performing applicable acceptance testing or review of any changes arising as a result of break/fix or patch/release Contractor responsibilities; and
· Ensure compliance with any State security mandated patches or system levels to the extent and system enhancement turnaround time required given the nature of the security mandate and report to ODH in writing any risks or issues that Contractor becomes aware of in providing Service to ODH. For example: patches designed to address immediate or active Security issues may be scheduled for a near-real-time release, where other less pressing releases may be implemented during a scheduled maintenance or outage period.
 Inline Narrative
              Offeror must describe proposed Break/Fix Support meeting all above requirements.

[bookmark: _Toc197096829][bookmark: _Toc197097484][bookmark: _Toc209337412][bookmark: _Toc383066770][bookmark: _Toc488235907][bookmark: _Toc270353][bookmark: _Hlk257112]Environment Technical Support
Contractor must:
Maintain system Availability – The system must be available to ODH users 24/7 unless there are planned outages agreed upon by ODH. 
Maintain data availability for services hosted on ODH’s website - Database tables must be available to ODH’s website 24 hours a day, every day of the year at least 99.5% of the time with a limit of 4 hours downtime a month.
Schedule batch processing to coincide with ODH processing requirements.  
· Perform maintenance periodically to keep the system running smoothly and to reduce the chance of disrupted service.  
· Maintain environment performance, availability and stability of the production environments with the software resources and identify changes (if applicable) to ODH for hardware or infrastructure resources.
· Identify to ODH any issues that may adversely impact ODH in-scope environment and operational requirements and that require analysis of the technical components of the system, including the applications, databases, ancillary and systems software and hardware.
· Conduct post-mortem reviews with ODH for corrections to functional, integration or technical issues with in-scope environments or operations and incorporate resulting changes into ongoing continuous improvement initiatives.
· Upon the creation of any environment for State use, Contractor must include these environments in regularly scheduled backup, maintenance, update/upgrade, patching, monitoring/reporting functions prior to productive use by ODH and until the use of this environment is no longer required by ODH.
 Inline Narrative
 Offeror must describe proposed Environment Technical Support meeting all above requirements.

[bookmark: _Toc383066771][bookmark: _Toc488235908][bookmark: _Toc270354]System/Environment Administration Support
The Contractor must: 
· Monitor apply patches and administer the system logs for all Production and Non-Production environments.
· Perform technical activities including but not limited to: system code/object migrations, patch implementations, log administration, data copies and exports, integrations and scheduled reporting/ETLs.  
· Maintain responsibility for incident resolution such that migrations into production must be executed at agreed periodic intervals and other production changes must be scheduled during the maintenance window.
· If required, support multiple release levels of system software/hardware elements for in-scope services, until such time as all environments must be upgraded to the same patch/release level.
· Maintain an e-mail listing for each logical supported system resource. When the supported system resource has an unscheduled outage or reduction in required performance, Contractor must notify the appropriate supported system user list. They must notify the appropriate list promptly after supported server/service restoration in accordance with the Run Book or other supporting documents.
· Support and allow State access to the incident management tool that contains all tickets managed by Contractor for ODH to use as it sees fit including providing estimate of time to complete, ticket prioritization and service restoration as well as all Service Level impacting items, whether State or Contractor initiated, in accordance with the Run Book or other supporting documents.
 Inline Narrative
 Offeror must describe proposed System/Environment Administration Support meeting all above requirements.

[bookmark: _Toc383066772][bookmark: _Toc488235909][bookmark: _Toc270355]Application and Operation Updates
[bookmark: _Toc197096844][bookmark: _Toc197097499][bookmark: _Toc197167718][bookmark: _Toc209337423][bookmark: _Toc488235910][bookmark: _Toc506377289][bookmark: _Toc536008637][bookmark: _Toc270356]6.16.1 Systems Management and Administration
The Contractor must:
· Coordinate the installation, testing, operation, troubleshooting and maintaining of the systems software.
· Identify and test packaging patches and other updates associated with supported systems software, as well as supporting additional security-related fixes associated with the systems software.
· Manage the security functions related to the systems software including administrative access and passwords (i.e., users with root, admin, administrator, DBA or low-level read/write access) and the related security controls to maintain the integrity of the Systems software, based on Contractor’s standard service center security processes.
· Configure and maintain systems managed by Contractor for network and remote access.
· Support the maintenance of solution delivery elements including but not limited to advising, reviewing and testing of: software, microcode, patches, systems software, connectivity software in accordance with State policies and have data and configuration currency adequate as to not delay testing effort or overall timing, unless otherwise requested by ODH under an approved exception request. 
· Reasonably accommodate ODH testing, review and approval processes prior to the installation of these elements in the production environment.
1. [bookmark: _Toc209337425][bookmark: _Toc488235911][bookmark: _Toc506377290] Environment Maintenance
· Contractor is to be responsible for all unit, system, performance and regression testing, as well as Installation Verification Tests (IVT) for system-related changes. Such changes must not be introduced into a Production environment until they have been through the complete test cycle in Dev/Test and approved by ODH after a successful UAT. 
· Contractor is responsible for monitoring all Third-Party software vendors and vendor services for proactive notification of all applicable patches and updates. When new Ohio Integrated System impacting items are released they must be tested by Contractor in its protected test environments, and jointly scheduled with ODH for installation during the next scheduled maintenance window. A priority update window may be required in advance of schedule if a patch or fix is deemed to be critical or security related. 
· Standard Contractor change control policies and practices will apply and must follow the migration/test progression from Development to Test to Production.
· ODH does not require applying individual patches as they are released, unless there is a critical item that must be addressed in an “off-cycle” manner. ODH’s current practice is to bundle up patches over the course of a specific period and then schedule those for application to the appropriate system environment per documented change control procedures. 
· Contractor must test modified software prior to any move to production and coordinate with ODH for scheduling and execution of end user testing of the service packs and patches. Acceptance testing signoff by ODH is required prior to any move to a production environment.
1. [bookmark: _Toc14055705][bookmark: _Toc86488602][bookmark: _Toc197096854][bookmark: _Toc197097509][bookmark: _Toc197167728][bookmark: _Toc209337430][bookmark: _Toc488235912][bookmark: _Toc506377291]Quality Assurance Services
The Contractor must:
· Develop and document quality assurance processes and procedures for the delivery of Services to ODH.
· Confirm compliance with agreed-upon quality assurance procedures.
· Conduct quality and progress reviews with appropriate State personnel.
· Systematically document and incorporate preferred experiences from related Projects and activities into future work.
· Review Project performance and outcomes relative to documented business and financial goals/expectations as requested by ODH based on mutually agreed business case, Project rationale, goals and objectives and other relevant measures of success based on ODH goals. 
[bookmark: _Toc488235913][bookmark: _Toc270357]Environment Management (Production, Non-Production)
The Contractor must:
· Perform environment/supported server tuning, code restructuring, and provide tools and other efforts to help improve the efficiency and reliability of environments and to help reduce ongoing maintenance requirements.
· Assess, develop, and recommend opportunities to reduce (or avoid) costs associated with environment support and operations.
· Provide appropriate Contractor-related data for periodic State analysis and review of resources deployed for preventive maintenance and planning preventive maintenance.
· Monitor and analyze trends to identify potential issues and follow-up on recurring problems.
· Maintain environments in accordance with ODH strategies, principles, and standards relating to technical, data and Applications architectures as agreed-upon in this SOW, Projects, or the Run Book or other supporting documents.
· Install Systems software upgrades and enhancements for updates or revisions (i.e. 1.x, where x is the update/revision) as necessary to maintain the operability of the Services and implement technology changes (e.g., Systems software upgrades or new scheduling software). Included in the scope of such adaptive development work is testing new interfaces to Applications. Contractor must install Systems software upgrades and enhancement for versions (i.e. X.1, where X is the version) as a Project approved by ODH.
· Support production-availability schedule as agreed with ODH and Authorized Users or in accordance with the Run Book or other supporting documents.
· Coordinate with designated State production staff, to manage production schedules.
· Update access and parameter or environment configurations contained within in-scope environments, where applicable.
· Establish a production calendar inclusive of daily and periodic maintenance activities.
· Generate and provide access to ODH to daily production control and scheduling reports, including the production of monthly summary reports that track the progress of Contractor’s performance of maintenance work.
· Provide timely responses to State requests for information and reports necessary to provide updates to ODH business units and stakeholders.
· Implement and monitor the Management Services operations.
· Monitor operations for correctness and adherence to agreed quality, performance and availability criteria as set forth in the Run Book or other supporting documents.
· Perform batch monitoring and restart as follows:
· Verify batch jobs start as scheduled;
· Monitor scheduled production batch jobs; and 
· Resolve batch scheduling conflicts.
· Monitor scheduler related incidents and develop and recommend changes to the scheduler database;
· Schedule batch jobs, as requested by ODH, that require expedited execution; 
· Notify ODH as required in the Run Book or other supporting documentation; and
· Perform job restart, as necessary, in accordance with resolution and restart procedures.
· Support production staff (both ODH and Contractor) to create and adapt IT operational processes and procedures related to the in-scope environments.
· Perform backup processes as follows:
· Conduct backups of user-level information contained in the information system at least weekly unless defined elsewhere; 
· Conduct backups of system-level information contained in the information at least weekly unless defined elsewhere;
· Conduct backups of information system documentation including security-related documentation at least weekly; 
· Protect the confidentiality, integrity, and availability of backup information at storage locations;
· Test backup information to verify media reliability and information integrity;
· Use a sample of backup information in the restoration of selected information system functions as part of contingency plan testing;
· Store backup copies of critical information system software and other security-related information in a separate facility or in a fire-rated container that is not collocated with the operational system;
· Transfer information system backup information to the alternate storage at least weekly unless defined elsewhere; and
· Accomplish information system backup by maintaining a redundant secondary system that is not co-located with the primary system and that must be activated without loss of information or disruption to operations.



	Type
	
	Description
	Scheduled Timing

	Baseline
	
	Pre-production image
	Once

	Daily Incremental Files
	
	Data changes during the period
	Daily

	Full Data Files
	
	All resident data files
	Weekly (weekend)

	Applications
	
	All application files
	Monthly and Immediately preceding and following any updates to application software

	Pre-Production Initiations
	
	All initiation files during the Production introduction/implementation period
	Daily

	Operating System and Related Infrastructure software 
	
	All O/S configuration files and related Infrastructure software
	Monthly

	Database
	
	All Database
	Weekly (weekend)

	Full Back up Copy
	
	At request of State when a change is made to a State system a copy will be made before the change.
	As needed



· Communicate appropriately with ODH designees, authorized users and 3rd Party vendors.
· Perform ad hoc operations reporting as agreed by the Parties.
· Prioritize support functions during a crisis as set forth in the Run Book or other supporting documents.
· Serve as primary point of contact and lead IT operations support for the in-scope environments.
· Act as a resource with respect to knowledge and information sharing regarding the supported computing environment, as required by ODH authorized entities and end-users. Provide information and consulting support with respect to system performance. Provide assistance with interface file testing, design appropriate test environments, and maintain system documentation.
[bookmark: _Toc488235914][bookmark: _Toc270358]Maintaining Support Environment Currency
Contractor’s responsibilities are to maintain the non-Production environments, at a minimum reflective of then current Production Environment (inclusive of application code, State extensions, configuration data and values, representative data/transactions and user profiles).
For testing activities, the currency of the production state maintained in system, performance, user, regression and other required test environments must be aligned with the overall scope of the testing to occur and may require a more up-to-date reflection of the then current Production Environment. The working standard for Testing environment currency must be designed as to not preclude any testing efforts, introduce undue delay, and be reflective of the intended Production Environment for final implementation. 
[bookmark: _Toc488235915][bookmark: _Toc270359]Continuous Improvement: Managed Service
Contractor’s responsibilities with respect to continuous improvements will include the following:
· Submit improvement ideas and agree on an annual supported scope and environment consolidation and optimization target to more optimally leverage State provided infrastructure, services, personnel for initially transferred Services (rebalancing, replacement, planned obsolescence, virtualization, re-hosting, decommissioning).
· Streamlining or eliminating sub-optimal processes (technical, performance, organizational and work-effort) whether in Contractor’s responsibility or those provided by ODH for Contractor use or those that impact the quality of the process.
· Review of Service Level performance and discussion of increasing service delivery quality to users through improvement of existing SLAs or replacement with more meaningful SLAs (for those SLAs where Contractor is performing to State specification).
[bookmark: _Toc383066783][bookmark: _Toc488235916][bookmark: _Toc270360][bookmark: _Hlk258101]Disaster Recovery Plan and Implementation
Contractor must have a Disaster Recovery Plan for the System Solution. The Disaster Recovery Plan must document the sequence of events to follow in the circumstance that an internal or external interruption impacts Services provided to the Ohio Integrated System user community that may arise as a result of failure of one of more elements that comprise the Ohio Integrated System   Solution infrastructure, hardware, software, interfaces, networks, State data center facility, power and the like.
The Disaster Recovery Plan must be developed in consultation with ODH and in adherence to ODH IT policies. 
The activities of the Disaster Recovery Plan are intended to reduced or minimize downtime of critical equipment, interruption of employee work schedules, and financial exposures for ODH and Contractor.
The Disaster Recovery Plan documents a sequence of communication events to follow during an internal or external infrastructure failure or natural disaster (act of nature).
In order to minimize downtime, once notification is received from an external utility that disruption is imminent, the Disaster Recovery Plan must be activated.
Inline Narrative
Offeror must describe proposed Disaster Recovery Plan and Implementation meeting all above requirements.

[bookmark: _Toc209337439][bookmark: _Toc488235917][bookmark: _Toc270361]Disaster Recovery Planning and Training
To the extent agreed appropriate, participating in planning sessions, testing review sessions and other meeting activities during the term of the Contract.
 Inline Narrative
 Offeror must describe proposed Disaster Recovery Planning and Training meeting all above requirements.

[bookmark: _Toc209337440][bookmark: _Toc488235918][bookmark: _Toc270362]Annual Disaster Recovery Rehearsal and Testing
Contractor must establish joint test objectives with ODH designed to verify that the System Solution must be available within the agreed upon timeframes contained in the mutually agreed disaster and business continuity plan.
Contractor must schedule and rehearse and test components of the disaster recovery and business continuity plans relating to the in-scope Applications at least annually in cooperation with ODH.
All disaster recovery services must be designed and implemented to allow for ODH and Contractor to continue to operate and manage the Services during periodic disaster recovery tests. 
Contractor must notify ODH as soon as practicable upon becoming aware of a disaster affecting the Services.
Contractor must coordinate with ODH to support the mutually agreed disaster recovery and business continuity plan. In such regard, Contractor must: 
· Perform necessary migrations of the software code and data as required to reinstate the in-scope Applications so that they are functional at a backup location provided by Contractor in accordance with the procedures set forth in the engagement practices and relevant Statements of Work;
· Coordinate with ODH to support the reinstatement of the in-scope Applications at such backup location; and
· Maintain provision of the Services for unaffected areas.
Following any disaster, in consultation with ODH, Contractor must reinstall any in-scope Applications affected by such disaster in accordance with the process for such re-installation set forth in the mutually agreed disaster recovery plan and business continuity plan.
Following any disaster or test, conduct a post-disaster meeting with ODH for the purpose of developing plans to mitigate the adverse impact of future occurrences.
To the extent applicable to the in-scope Applications, maintaining compliance with the disaster recovery policies, standards, and procedures contained in the mutually agreed disaster recovery and business continuity plan.
Provide an annual test, documented results, remediation and feedback procedures contained in the mutually agreed disaster recovery and business continuity plan and allow for State participation and review of the testing process.
 Inline Narrative
Offeror must describe proposed Annual Disaster Recovery Rehearsal and Testing meeting all abiove requirements.

[bookmark: _Toc488235919][bookmark: _Toc270363][bookmark: _Hlk258446]Selective Disaster Recovery Checks
Based on Contractor’s demonstrated readiness to perform and support ODH during a Disaster situation, ODH may elect a selective Disaster Recovery Test to validate the efficacy of Contractor’s services in light of one or more of the following conditions:
· Documented issues arising from an annual Disaster Recovery Test;
· Significant System changes or changes to System components that ODH deems material to the ongoing maintenance and viability of the Disaster Recovery plan; and/or
· Persistent Service Level issues (i.e., one or more SL that is fundamental to the viability and applicability of the Disaster Recovery Plan) where Contractor’s performance is in a RED state for three or more consecutive months.
Contractor must meet with ODH to formulate the scope, plan the timing and operate a Selective Disaster Recovery test to be performed, completed and documented within ninety (90) days of ODH’s written request. Any issues identified that are included in Contractor’s scope during this selective test must be remediated by Contractor within thirty (30) days of the completion of the Selective Disaster Recovery Check test. Contractor will not be responsible for the remediation of any State provided infrastructure elements (data centers, networking, hardware or storage). 
 Inline Narrative
 Offeror must describe proposed Selective Disaster Recovery Checks meeting all requirement above.

[bookmark: _Toc488235920][bookmark: _Toc270364][bookmark: _Hlk258598]ODH-Specific Business Continuity Plan
Contractor must have back-up and recovery mechanisms in place in the event of system failure, file corruption, or any unexpected event that makes it necessary to reprocess data.  Contractor must develop and maintain a Business Continuity Plan in conformance with the Federal Emergency Management Agency’s Emergency Management Guide for Business and Industry.  The contents must be found at http://www.fema.gov/pdf/business/guide/bizindst.pdf. 

Develop Business Continuity Plan
Contractor must finalize the Business Continuity Plan submitted with its proposal to create a consistent, coherent management plan of action to guide the Business Continuity activities of the project.  The Business Continuity Plan is subject to final approval by ODH.  The plan must include detail sufficient to give ODH an understanding of how the Offeror’s knowledge and approach will:
· Manage Business Continuity using Risk and Threat Level;
· Guide Business Continuity decisions;
· Document planning assumptions and decision tree for Plan implementation and execution;
· Facilitate communication among trading partners;
· Define key management review as to Business Continuity, control and resolution;
· Define critical business functions and supporting tasks/staff;
· Define the process for reporting business disruption/failure;
· Define transitions from failure to continuity;
· Define alternative processing sites;
· Provide a baseline for progress measurement and control;
· Define how the Disaster Recovery Plan must be used to recover the production system; and
· Identify the recovery site in which Production will continue.
Minimum Requirements:  The Business Continuity Plan must describe at a minimum the following:
· Personnel staffing;
· Recovery of information (hard copy and electronic);
· Contractor provided telecommunications services and equipment;
· Information systems hardware and software;
· Utilities;
· Facilities;
· Furnishings;
· Equipment required to provide services;
· Identification and prioritizing all business functions;
· Documented policies and procedures for all business functions;
· Contact list with the assignment of responsibilities for items in recovery plan;
· Schedule and timeframes for restoring operations;
· Processes to ensure liquidity and cash flow necessary to provide day to day operations;
· Clause in all agreements and contracts with third parties to require a business continuity plan; and
· Emergency procurement of services and equipment.  
The activities that will trigger activation of the Business Continuity Plan include, but are not limited to, the following:
· Problem that threatens continuity of services for operations;
· The need to protect assets;
· The need to restore critical business processes;
· The need to reduce the length of interruption of business; and
· The need to maintain customer service.
Contractor must update the Business Continuity Plan annually or unless requested otherwise.
All updates to the Business Continuity Plan must be completed and submitted to ODH for approval within 30 days of identifying a change to the Risk and Threat Assessments. 
Test Business Continuity Plan
Contractor must conduct annual testing of the Business Continuity Plan and its procedures unless additional testing is required. The annual test exercise must follow the logical business flow and include all processes normally conducted during daily operations. The first annual test must be performed within 6 months of the implementation date.  The results of the Business Continuity Plan Testing must be presented to ODH for approval. If Contractor fails a test, Contractor may be required to retest all or part of the procedures within a reasonable period of time, as determined by ODH.
Minimum Requirements:  Contractor must:
· Notify ODH to participate and monitor the testing;
· Take action to correct all incidents discovered during the test;
· Conduct a retest to ensure all incidents have been corrected;
· Submit a written Business Continuity Plan Testing report to ODH within 30 days after the annual test is compete that describes the following:
· Procedures used to conduct the test;
· Results of test;
· Incidents identified; and
· Corrective actions taken to resolve deficiencies.
· Incorporate results (lessons learned) from the annual test exercises as updates to the Business Continuity Plan within a reasonable amount of time, as determined by ODH.
 Inline Narrative
 Offeror must describe proposed ODH-Specific Business Continuity Plan meeting all above requirements.

[bookmark: _Toc488235921][bookmark: _Toc270365][bookmark: _Hlk258801]Data Center Disaster Recovery Plan
Disaster Recovery Plan.  Contractor must provide a comprehensive data center disaster recovery plan.  Contractor must update the disaster recovery plan semi-annually.  Contractor must coordinate plans with ODH to ensure that processing is not interrupted and data confidentiality is not compromised in the event that a disaster occurs at either data center. 
Disaster Recovery Planning Policy and Procedures	
· Develop, document, and disseminate to all personnel:
· A DR planning policy that addresses purpose, scope, roles, responsibilities, management commitment, coordination among organizational entities, and compliance; and
· Procedures to facilitate the implementation of the DR planning policy and associated contingency planning controls; and
· Reviews and updates the current:
· DR planning policy semi-annually and
· DR planning procedures semi-annually.
Disaster Recovery Plan
· Develops a DR plan for the information system that:
· Identifies essential missions and business functions and associated contingency requirements;
· Provides recovery objectives, restoration priorities, and metrics;
· Addresses contingency roles, responsibilities, assigned individuals with contact information;
· Addresses maintaining essential missions and business functions despite an information system disruption, compromise, or failure; 
· Addresses eventual, full information system restoration without deterioration of the security safeguards originally planned and implemented; and
· Is reviewed and approved by Senior Management and ODH with consideration of system restoration within seventy-two hours.
· Distributes copies of the contingency plan to key personnel;
· Coordinates DR planning activities with incident handling activities;
· Reviews the DR plan for the information system semi-annually;
· Updates the DR plan to address changes to the organization, information system, or environment of operation and problems encountered during contingency plan implementation, execution, or testing;
· Communicates DR plan changes to key personnel, ODH; 
· Protects the DR plan from unauthorized disclosure and modification;
· Define the network connectivity for:
· ODH to Contractor’s DR site;
· ODH’s DR site to Contractor’s data center;
· ODH’s DR site to Contractor’s DR site.
· The DR Plan must contain:
· Personnel staffing;
· Recovery of information (hard copy and electronic);
· Contractor provided telecommunications services and equipment;
· Information systems hardware and software;
· Utilities;
· Facilities;
· Furnishings;
· Equipment required to provide services;
· Identification and prioritizing all business functions;
· Documented policies and procedures for all business functions;
· Contact list with the assignment of responsibilities for items in recovery plan;
· Schedule and timeframes for restoring operations;
· Processes to ensure liquidity and cash flow necessary to provide day to day operations;
· Clause in all agreements and contracts with third parties to require a business continuity plan; and
· Emergency procurement of services and equipment.  
Disaster Recovery Training
· Contractor provides training within three months of assuming a contingency role or responsibility;
· The organization incorporates simulated events into DR training to facilitate effective response by personnel in crisis situations.  
Disaster Recovery Plan Training
The Contractor must:
· Test the DR plan for the information system annually using defined objectives to determine the effectiveness of the plan and Contractor’s readiness to execute the plan;
· Include a full recovery and reconstitution of the information system to a known state as part of DR plan testing;
· Review the DR plan test results; and
· Initiates corrective actions, if needed.
Alternate Storage Site
The Contractor must:
· Establish an alternate storage site including necessary agreements to permit the storage and retrieval of information system backup information; and
· Ensure that the alternate storage site provides information security safeguards equivalent to that of the primary site.
· Contractor configures the alternate storage site to facilitate recovery operations in accordance with recovery time and recovery point objectives. 
· The organization identifies potential accessibility problems to the alternate storage site in the event of an area-wide disruption or disaster and outlines explicit mitigation actions.
Alternate Processing Site
The Contractor must:
· Establish an alternate processing site including necessary agreements to permit the transfer and resumption of Contractor’s system operations for essential ODH missions/business functions within 48 hours when the primary processing capabilities are unavailable;
· Ensure that equipment and supplies required to transfer and resume operations are available at the alternate processing site or contracts are in place to support delivery to the site within 48 hours; and
· Ensure that the alternate processing site provides information security safeguards equivalent to those of the primary site.
Telecommunication Services
Contractor must establishes alternate telecommunications services including necessary agreements to permit the resumption of Contractors and ODHs essential missions and business functions within 48 hours when the primary telecommunications capabilities are unavailable at either the primary or alternate processing or storage sites.
 Inline Narrative
 Offeror must describe proposed Data Center Disaster Recovery Plan meeting all above requirements.
[bookmark: _Toc488235922][bookmark: _Toc270366]Transition Assistance 
Contractor must provide to ODH the Transition Assistance Services set forth herein in connection with the expiration, termination or non-renewal of the Contract.
To the extent the Transition Assistance Services include any out of scope tasks, Contractor using the IDA or Changes process may charge for Services based on the Rate Card defined in the Contract.
[bookmark: _Ref79831570]“Transition Assistance Services” will mean (a) to the extent requested by ODH, the continued performance by Contractor of its obligations under the Contract (including providing the Services which are subject to expiration, termination or non-renewal), and (b) the provisioning of such assistance, cooperation and information as is reasonably necessary to help enable a smooth transition of the applicable Services to ODH or its designated Third Party provider (“Successor”). As part of Transition Assistance Services, Contractor must provide such information as ODH may reasonably request relating to the number and function of each of Contractor personnel performing the Services, and Contractor must make such information available to the Successor designated by ODH.
Contractor must cooperate with ODH in its attempts at transferring the services responsibilities to another provider in a manner in keeping with not adversely affecting the provision of ongoing services.
[bookmark: _Toc209337445][bookmark: _Toc488235923][bookmark: _Toc270367]Responsibilities
Commencing no less than six (6) months prior to expiration of this Contract or on such earlier date as ODH may request, or commencing upon a notice of termination  or of non-renewal of this Contract, and continuing through the effective date of expiration or, if applicable, of termination or non-renewal of this Contract, Contractor must provide to ODH, or at ODH’s request to ODH’s designee, the assistance requested by ODH to allow the Services to continue without interruption or adverse effect and to facilitate the orderly transfer of the Services to ODH or its designee (including a competitor of Contractor). Contractor must also provide Transition Assistance in the event of any partial termination of this Contract (e.g., termination of an element or other component of the Services) by ODH, with such assistance commencing upon ODH’s notice of termination to Contractor.  The Transition Assistance Services must include the following:
· [bookmark: _Ref166432041]ODH or its designee will be permitted to undertake, without interference from Contractor, an effort to hire any Contractor Personnel primarily performing the Services as of the date of notice of termination or non-renewal, or, in the case of expiration, within the six (6) month period (or longer period requested by ODH) prior to expiration. Contractor must waive, and will cause its subContractors to waive, their rights, if any, under contracts with such personnel restricting the ability of such personnel to be recruited or hired by ODH or ODH’s designee. ODH or its designee must have access to such personnel for interviews and recruitment.
· If ODH is entitled pursuant to this Contract to a sublicense or other right to use any software owned or licensed by Contractor, Contractor must provide such sublicense or other right.
· Contractor must obtain any necessary rights and thereafter make available to ODH or its designee, pursuant to agreed terms and conditions, any Third Party services then being utilized by Contractor in the performance of the Services, including services being provided through Third Party service or maintenance contracts on equipment and software used to provide the services. Contractor will be entitled to retain the right to utilize any such 3rd Party services in connection with the performance of services for any other Contractor customer.
· [bookmark: _Ref166328238]For a period of up to twelve (12) months following the effective date of expiration, termination or non-renewal, under other provisions of this Contract and at ODH's request, Contractor must continue to provide Termination/Expiration Assistance. Actions by Contractor under this section will be subject to the other provisions of this Contract.
· [bookmark: _Ref166328318]In the process of evaluating whether to undertake or allow termination, expiration or renewal of this Contract, ODH may consider obtaining, or determine to obtain provisions for performance of services similar to the Services following the termination, expiration or non-renewal of this Contract from a 3rd party or to return these services to ODH for ongoing operation. As and when reasonably requested by ODH for use in such a process, Contractor must provide to ODH such information and other cooperation regarding performance of the Services as would be reasonably necessary for ODH or a 3rd Party to prepare an informed option analysis for such services, and for ODH or a 3rd Party not to be disadvantaged compared to Contractor, if Contractor were to be invited by ODH to submit a proposal.
· [bookmark: _Ref166483979]Contractor acknowledges that, in the event it breaches (or attempts or threatens to breach) its obligation to provide Transition Assistance Services as provided in this section, ODH will be irreparably harmed. In such a circumstance, ODH may proceed directly to court. If a court of competent jurisdiction should find that Contractor has breached (or attempted or threatened to breach) any such obligations, Contractor agrees that, without any additional findings of irreparable injury or other conditions to injunctive relief (including the posting of bond), it will not oppose the entry of an appropriate order compelling performance by Contractor and restraining it from any further breaches (or attempted or threatened breaches).
· Contractor must provide to ODH an inventory of resources (or resource full time equivalents) then performing work under the Contract to assist ODH in determining the appropriate resourcing and skill model required for ODH or a State contracted 3rd Party to assume the services as provided by Contractor. This resource inventory must include (at a minimum); full-or part time equivalent resource models; skill and experience levels; education or technical skill certification levels required; and other mutually agreeable and pertinent information for ODH to assemble or source the capabilities to perform the services described herein. Contractors are to note that ODH does not require names of individuals as part of fulfilling this requirement.
In addition to the requirements in this section, in the event of a transfer of services back to ODH and at ODH’s sole discretion, Contractor must design and implement a training program to State employees designed to convey operational and technical knowledge associated with the ongoing operation of the in-scope applications and systems, conduct knowledge and documentation transfers for the then current operational processes and tasks and work to ensure an overall continuity of services until such time as State employees must reasonably perform the roles in keeping with service levels and other operational quality, timeliness and accuracy considerations associated with the delivery of the service. These services must be priced utilizing the then current Contractor Rate Card at the time of the request and as approved by ODH.
[bookmark: _Toc209337446][bookmark: _Toc488235924][bookmark: _Toc270368]Standards
Contractor must transfer Services to ODH or its successor(s) in an efficient and orderly manner.
The impact on ODH’s business (including its personnel and customers) and the internal and 3rd Party IT-related costs incurred by ODH in transferring the Services are acceptable to ODH under the circumstances.
The Services continue to be performed by Contractor without disruption or deterioration until the transfer has occurred: (i) consistent with the terms and conditions of this Contract, or (ii) except as approved by ODH.
Any disruption or deterioration of the remaining Services following the transfer (except as approved by ODH or included in the Transition Assistance Services Plan) to the extent the same is within the control of Contractor and as agreed with ODH.
In an effort to facilitate transition of responsibilities, the Key Management Position obligations in the Governance Section of this Supplement will continue to apply during the agreed Transition Assistance Services Period.
[bookmark: _Toc506359618][bookmark: _Toc506360336][bookmark: _Toc506361240][bookmark: _Toc506361657][bookmark: _Toc506366911][bookmark: _Toc506367131][bookmark: _Toc506367599][bookmark: _Toc506367772][bookmark: _Toc506370742][bookmark: _Toc506370900][bookmark: _Toc506371078][bookmark: _Toc506371256][bookmark: _Toc506371813][bookmark: _Toc506371988][bookmark: _Toc506372164][bookmark: _Toc506372315][bookmark: _Toc506372436][bookmark: _Toc506372556][bookmark: _Toc506372678][bookmark: _Toc209337447][bookmark: _Toc488235925][bookmark: _Toc270369][bookmark: _Hlk259516]Transition Assistance Services Plan
The contents of Transition Assistance Plan must include, unless otherwise agreed, the services, functions, and activities as defined below:
· Identification of the Services and related positions or functions that require transition and a schedule, plan and procedures for ODH or its designee assuming responsibility.
· Description of actions to be taken by Contractor in performing Transition Assistance Services.
· Description of how the transfer of (i) relevant information regarding the Services, (ii) resources (if any), (iii) operations and (iv) contracts (if any) will be achieved.
· Description in detail of any dependencies on the successor(s) necessary for Contractor to perform the Transition Assistance Services (including an estimate of the specific Contractor staffing required).
· Inventory of documentation and work products required to facilitate the transition of responsibilities.
· State assistance in the identification of potential risk factors relating to the transition and in designing plans and contingencies to help mitigate the risk.
· Timeline for the transfer of each component of the Transition Assistance Services (including key milestones to track the progress of the transfer).
· A schedule and plan for Contractor’s return to ODH of (i) ODH Service locations then occupied by Contractor (if any), and (ii) ODH Confidential Information, ODH Data, documents, records, files, tapes and disks in Contractor’s possession.
[bookmark: _Hlk506883082][bookmark: _Toc536106499]Transition Assistance Services
Contractor must provide Transition Assistance Services to ODH, or at ODH’s request to ODH’s designee to allow contracted services to continue without interruption or adverse effect and to facilitate the orderly transition to a new service provider. 
Transition Assistance Services must commence as follows:
· No less than six (6) months prior to expiration of this Contract or on such earlier date as ODH may request; or

· Upon notice of termination/partial termination; or

· Upon notice of non-renewal of this Contract.

· For a period of up to three (3) months following the effective date of expiration, termination or non-renewal, at the ODH’s request, Contractor will continue to provide Transition Assistance Services. 

Upon ODH request, Contractor must provide Transition Assistance Services that include, at a minimum: 

· Provide assistance, cooperation and information as is reasonably necessary to help enable a smooth transition of the applicable Services to the ODH or its designated service provider.

· Provide information as the ODH may reasonably request relating to the number and function of each of Contractor personnel performing the Services.

· Transfer ODH -owned data, information, deliverables, work products, documentation, etc.

· Identify any dependencies on the new service provider necessary for Contractor to perform the Transition Assistance Services.

· Assist ODH in the identification of significant potential risk factors relating to the transition.

· Assist ODH in designing plans and contingencies to help mitigate identified risks.

· Submit a Transition Plan, for approval by the ODH, which includes a timeline for successfully completing the Transition Assistance Services.

· A schedule and plan for Contractor’s return to ODH of (i) State service locations then occupied by Contractor (if any), and (ii) the ODH Confidential Information, the ODH Data, documents, records, files, tapes and disks in Contractor’s possession.
Contractor must provide a single point of contact who will be responsible for Contractor’s overall performance of Transition Assistance Services.
 Inline Narrative
 Offeror must describe proposed Transition Assistance Services Plan meeting all above requirements.

[bookmark: _Toc209337448][bookmark: _Toc488235926][bookmark: _Toc270370]Transition Management Team
Contractor must provide a senior Project Manager who be responsible for Contractor’s overall performance of the Transition Assistance Services. 
ODH will appoint a senior Project Manager who will be the primary point of contact for Contractor during the Transition Assistance Services Period. Additionally, ODH may appoint its own Transition Team that would be responsible for the review of then current services provided by Contractor and work to facilitate an orderly transition of services.
 Inline Narrative
 Offeror must describe proposed Transition Management Team meeting all above requirements.

[bookmark: _Toc209337449][bookmark: _Toc488235927][bookmark: _Toc270371]Operational Transfer
Contractor must perform the following activities reasonably required to help effect a smooth and orderly transfer of operational responsibility for the services:
· Facilitating access to any applicable State data, source code, object code, object and production libraries, reference files, field descriptions, record layouts and technical specifications along with run documentation for the solution then in Contractor’s possession including tools, scripts, run books, production schedules and procedures as required to support the in-scope solution which may be used in training, knowledge transfer, sizing assessments, operational reviews and other uses required by ODH at the time of Transition.
· Cooperating with the Successors in conducting migration testing.
· Providing ODH-owned documents and information related to the functionality, program code, data model and data base structure, and access methods for the in-scope Applications and manual and automated processes used for ODH, within the possession or control of Contractor, and reviewing such processes, documents and information with the Successor as reasonably requested.
· Cooperating with ODH’s test plans, back out procedures, and contingency plans as part of the migration of Services.
· After the transfer of the provision of Services to ODH, its designee(s), or both, providing additional assistance as reasonably requested by ODH to facilitate continuity of operations, through the end of the Transition Assistance Services Period.
 Inline Narrative
 Offeror must describe proposed Operational Transfer meeting all above requirements.

[bookmark: _Toc474383051][bookmark: _Toc474384035][bookmark: _Toc474385067][bookmark: _Toc488235937]
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