NYS OFFICE OF INFORMATION TECHNOLOGY SERVICES
ESP, SWAN STREET BLDG., CORE 4, 2ND FLOOR, RM 2404
ALBANY, NY  12223
COMPETITIVE PROCUREMENT FOR: RFP C000715
INTEGRATED ELIGIBILITY SYSTEMS 
ORGANIZATIONAL CHANGE MANAGEMENT (OCM) EFFORT
Business Readiness and Training

	CONTRACTOR TECHNICAL RESPONSE FORM


Contractor: The Bidder’s Technical Proposal must be furnished in hard copy, with electronic versions in Microsoft Word, Microsoft Excel, Microsoft Project, Visio or Adobe Acrobat, as applicable.  In the event of a discrepancy, the hard copy shall govern.  Failure to use the documents provided may result in the Bidder’s Proposal being deemed non-responsive.

	The Contractor Submission must be fully and properly executed by an authorized person. By signing you certify your express authority to sign on behalf of yourself, your company, or other entity and full knowledge and acceptance of this RFP (including any Questions/Answers or addendums), and that all information provided is complete, true, and accurate.  
(Where Procurement Lobbying Law is applicable, by signing, Contractor affirms that it understands and agrees to comply with New York State procedures relative to permissible contacts. Information may be accessed at: Procurement Lobbying: https://ogs.ny.gov/acpl/ )

	The Office of Information Technology Services (ITS) will not be held liable for any cost incurred by the Contractor for work performed in the preparation of a proposal to this RFP #C000715 or for any work performed prior to the formal execution of a contract. Proposals to the RFP must be received as specified in the Key Dates and Events section of the RFP. Contractor assumes all risks for timely, properly submitted deliveries of this RFP proposal. A Contractor is strongly encouraged to arrange for delivery of Proposals prior to the date of the bid opening. LATE RFP PROPOSALS may be rejected. The received time of RFP proposals will be determined by the clock at the ITS’ location at Empire State Plaza, Swan Street Building, Core 4, Albany, NY.	



	Contractor’s Federal Tax Identification Number
	Contractor’s NYS Vendor Identification Number

	     
	     

	Legal Business Name of Company Responding:
     

	D/B/A – Doing Business As (if applicable): 
     

	Systems Integrator Contract Number:
     

	Contractor’s Signature:
     
Title:
     
	Printed or Typed Name:
     
Date:
     

	· CONTRACTOR DECLINES TO RESPOND TO THIS RFP for the following reasons:

	     

	· Insurance Affirmation: All insurance forms, including Professional/Technology Errors and Omission and Crime Coverage have been provided to ITS and are up to date. 

	· Additional Incentives
     



	
[bookmark: Text7]STATE OF      	
		SS.:      
COUNTY OF      	

[bookmark: Dropdown1]On the     ______day of      ____________________ in the year 20   __, before me personally appeared       ____________________, known to me to be the person who executed the foregoing instrument, who, being duly sworn by me did depose and say that _ maintains an office at      ________________, and further that:  

	

	[Check One]

	☐
	If an individual: __ executed the foregoing instrument in his/her name and on his/her own behalf.

	☐
	If a corporation: __ is the      _____________________ of      ____________________, the corporation described in said instrument; that, by authority of the Board of Directors of said corporation, __ is authorized to execute the foregoing instrument on behalf of the corporation for purposes set forth therein; and that, pursuant to that authority, __ executed the foregoing instrument in the name of and on behalf of said corporation as the act and deed of said corporation.

	☐
	If a partnership:  __ is the      _____________________ of      ____________________, the partnership described in said instrument; that, by the terms of said partnership, _he is authorized to execute the foregoing instrument on behalf of the partnership for purposes set forth therein; and that, pursuant to that authority, _he executed the foregoing instrument in the name of and on behalf of said partnership as the act and deed of said partnership.

	☐
	If a limited liability company: __ is a duly authorized member of      _________________ LLC, the limited liability company described in said instrument; that _he is authorized to execute the foregoing instrument on behalf of the limited liability company for purposes set forth therein; and that, pursuant to that authority, _he executed the foregoing instrument in the name of and on behalf of said limited liability company as the act and deed of said limited liability company.

	

 ________________________________________________
Notary Public
Registration No.



INDIVIDUAL, CORPORATION, PARTNERSHIP OR LLC ACKNOWLEDGEMENT 

When completing the Technical Proposal, DO NOT include any pricing information. Technical proposals must include the requested information below, in the order, and in some cases, using the provided charts. Technical proposals will be evaluated and scored based on how well the Bidder demonstrates that they can successfully undertake and complete a project of the scale and scope set forth in this RFP. The percentages below represent the percentage of the 70 percent total for the Technical Proposal.

Organizational Change Management - Business Readiness and Training Overview

Organizational Change Management (OCM) focuses on “people” readiness for the Integrated Eligibility System (IES) business transformation, providing end-user training and supporting Social Service Districts (SSDs) and agencies in their efforts to manage change and drive business readiness throughout their respective organization. 

Business Readiness

The Business Readiness effort will focus on Stakeholder Engagement and the Readiness Assessment that go beyond end user training. The engagement model will serve as an information sharing platform to support two-way communications. It will also provide a vehicle to surface questions, issues, and challenges to assist with responses and suggested resolutions. Contractor resources will develop and engage in communication that will inform on the “To-Be” state and identify critical activities, along with suggested methods for State business agencies and SSDs to conduct readiness preparation and assess performance to that goal. Contractor resources will leverage findings from the IES pilot engagement model before expanding statewide to incorporate lessons learned. Consistent with the resources and scope of the OCM program, the support provided to State business agencies and SSDs by the Contractor resources, procured through this RFP, will primarily be offered virtually. Readiness activities focus on specific tasks to prepare stakeholders and their operating environments for transitioning to new technologies. This effort involves a substantial number of critical tasks that go beyond end user training. 

The IES OCM Framework (Exhibit 2) identifies five (5) Regional Coordinators assigned to one of five (5) regional groups to support the State’s 58 SSDs. Regional Coordinators will provide support, guidance, and leadership to the SSD representatives throughout business readiness efforts coaching SSD teams to execute and share necessary readiness activities throughout their respective organizations. Regional Coordinators will assist in identifying an overall timeline for readiness activities, support and track the SSD’s point-in-time assessments and will provide templates and tools to streamline the assessments and results. Regional Coordinators will be responsible for creating and maintaining IES Engagement and Readiness Playbooks documenting OCM activities for each of the planned workstream deployments. 

The Aligning Districts to the State Engagement Model (Exhibit 9) provides a map that illustrates how the 58 SSDs are aligned across the five (5) regional groups as well as the number of SSDs within each group. The upstate SSDs are distributed across four (4) of the regional groups, with New York City assigned to the fifth regional group. Bidders may propose alternative models and resources in addition to these requirements, in accordance with the IES OCM Framework (Exhibit 2). If the proposal deviates from the Framework, the Bidder must provide an explanation and a clear justification for any change to the IES OCM Framework.

Training

Training for IES includes the development, testing, and delivery of end user system training. Training end users to operate the new IES will be one of the most impactful activities in the IES Transformation. With technology focus varied across IES workstreams, a uniquely large user community, and service delivery operating environments that differ significantly across the state, the Training approach for IES must be both responsive and cost effective. To that end, the IES OCM Framework (Exhibit 2) describes a Training approach that is role-based, concentrating on what users need to know to do their specific job and organizing the learning around what is most relevant to them. This includes a flexible hybrid model for just-in-time training delivery that combines online self-directed training with virtual instructor led training/group interaction and the development of a training curricula that leverages input and guidance from an IES OCM Training Workgroup, a collaborative workgroup comprised of State, SSD, IES, and Contractor resources.  

While the overall model for training delivery is not a Train-the-Trainer (TTT) format, the OCM Framework (Exhibit 2, Page 26) describes TTT sessions that will be offered in four (4) geographical locations within the State for those SSDs who may prefer to train their own employees.  

For overall clarification, the delivery of training to end users is addressed in Section 4.4.3 and Table 10 Training Support Services as referenced below in E8: Training Support Services, with the remaining activities supported by the Training Lead Staff through a series of deliverables.   

Bidders may propose alternative models and resources, in addition to these requirements, in accordance with the IES OCM Framework (Exhibit 2). If the proposal approach deviates from the Framework, the Bidder must provide an explanation and a clear justification for any change to the Framework. 

The Bidder’s proposal must include an explanation of how the Business Readiness and Training models will be developed and delivered for each of the following workstreams:  
· Fair Hearings 
· Financial Management  
· Eligibility, Enrollment and Case Management  
· Reports and Analytics  
· Child Support  

Section A: Executive Summary and Experience (5%)

Executive Summary: 
The Bidder must submit an Executive Summary, not to exceed three (3) pages in length that includes: 

(1) A concise description highlighting the Bidder’s understanding of the requirements presented in the IES OCM Effort RFP C000715, as well as ITS’ needs and approach, and how the Bidder can assist ITS in accomplishing its objectives. The description provided should demonstrate the Bidder’s understanding of (1) the scope of work included in the RFP, and (2) the effort, skills, and processes necessary to successfully complete the business readiness and training effort detailed in this RFP, while using approved State-defined tools, methodologies, and technologies and operating on a State-owned or prescribed authoring software that is fully transferrable to the State.
(2) A high-level summary describing the activities the Bidder is proposing to undertake to successfully execute the detailed scope of work as described in the RFP.  

Previous Experience for Minimum Qualifications (REVISED 4/24/23): 

The Bidder must demonstrate, in the tables below, how they meet the minimum qualifications outlined in sections 1.2, 1.2.1 of the RFP. 

The Bidder must demonstrate their ability to successfully perform and deliver Business Readiness and Training services. Bidders must provide at least two (2) projects within the past seven (7) years that meet the criteria detailed in the table to exhibit a thorough understanding of the methodologies and techniques required to effectively plan and execute a successful Business Readiness and Training program.




	Previous Experience- Project #1

	Name of the Project(s)

	      

	Briefly describe the type and scope of services of the engagement. 

	      

	Engagement term: 
	Start Date: (Month/Year) 
	      
	End Date: (Month/Year) 
	      

	Experience conducting Business Readiness and User Training services, as described in the RFP, for large-scale health and human services (HHS) business transformation projects that have major implications for people, organizations, and technology. 

	      

	Experience with complex information technology projects of similar scope to the New York IES Program as described within this RFP (i.e., legacy system replacement, multi-phased development that includes a live pilot and a large user community that is geographically distributed).

	

	Experience with State and federally funded projects and associated regulatory requirements in the HHS industry in at least one of the following programs: Title XIX, Medicaid, Temporary Assistance for Needy Families (TANF), Supplemental Nutrition Assistance Program (SNAP), Child Welfare, or Child Support and the effort was focused on an audience of at least 2500 internal stakeholders.  

	      



	Previous Experience- Project #2

	Name of the Project(s): 

	      

	Briefly describe the type and scope of services of the engagement. 

	      

	Engagement term: 
	Start Date: (Month/Year) 
	      
	End Date: (Month/Year) 
	      

	Experience conducting Business Readiness and User Training services, as described in the RFP, for large-scale health and human services (HHS) business transformation projects that have major implications for people, organizations, and technology. 

	      

	Experience with complex information technology projects of similar scope to the New York IES Program as described within this RFP (i.e., legacy system replacement, multi-phased development that includes a live pilot and a large user community that is geographically distributed).

	

	Experience with State and federally funded projects and associated regulatory requirements in the HHS industry in at least one of the following programs: Title XIX, Medicaid, Temporary Assistance for Needy Families (TANF), Supplemental Nutrition Assistance Program (SNAP), Child Welfare, or Child Support and the effort was focused on an audience of at least 2500 internal stakeholders.  
	      



Section B: Staffing Plan (10%) 

As part of the Technical Proposal, the Bidder will be evaluated on a Staffing Plan that must include all personnel needed to complete all deliverables for the OCM Effort. The Bidder must explain how they will manage the resources needed to complete the OCM Effort as outlined in Section 3 of the RFP, including Lead and Support Services staff. ITS will provide Lead Staff with office equipment and personal computers, as needed, for the successful completion of the Services.

The Bidder’s proposal must include:

A Staffing Plan to describe how they will recruit for and manage all personnel needed to enable the Bidder to complete the scope of this RFP including:  

· An explanation of how their Staffing Plan and resources will be used to ensure a successful project
· A description of how the Bidder will build in, and account for, the mandatory and lengthy State onboarding process that includes background checks for all resources for Business Readiness and Training
· A description of commonly experienced risks and/or issues on similar project(s). Provide specific examples along with mitigations the Bidder implemented to address those risks and/or issues
· A description of how they will recruit and manage their Lead Staff including the role of a Program Director who will act as the subject matter expert and authorized representative, and will be the single point of contact for IES leadership and escalation point for all program performance. 


Section B1: Program Lead Staff Requirements

The role of the Program Director is detailed in Section 3.3.3 of the RFP.

The Bidder’s proposal must:  
· Detail how they will manage Lead Staff to deliver the project deliverables over the entire IES OCM Effort, including a summary of their methods to obtain and retain staff with the appropriate expertise and skill levels required to implement the IES OCM Effort.   
· An explanation of how, if selected, the Contractor will manage any change in Lead Staff during the term of the project, including how the Contractor will obtain State approval of changes to Lead Staff as outlined in section 3.3.   
 
Bidders must name one proposed resource for the Program Director using the form below. Bidder must describe in detail how the resource meets the desired qualifications including the where, when, and duration the resource worked on a project demonstrating the qualification. Please provide a clear, concise, and accurate description of the resource’s experience as it relates to Section 3.3: Lead Staff and desired qualifications. Resources with experience greater than the minimum numbers of years’ experience specified for each Lead Staff title below and with experience similar to the scope of this RFP, including experience with OCM, may be scored more favorably. Résumés must not be submitted.   







Program Director

Job Title / Description:   

The Program Director provides oversight for the entire in-scope Contractor business readiness and training programs and overall leadership to the Regional Coordinator Manager and Training Manager.  

This position is the point of contact for IES Program and OCM Workstream leadership and is the escalation point for program performance. 

It also provides reach back to the Contractor organization for lessons learned, best practices, and other supports offered to the State IES OCM Team. 

The Bidders proposal must include: 

· A detailed description on how the proposed Program Director will perform the job functions described above. 
· A fully completed chart below. 

	Name of Proposed Candidate: 

	Desired Qualifications
	Describe how the proposed candidate meets the desired qualifications and include dates where applicable. Candidates exceeding desired qualifications may be scored more favorably. 


	Senior leader within the bidding organization with at least ten (10) years of experience managing program execution for complex business readiness and training programs with at least three (3) projects in an HHS eligibility system project within one of the domains of SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare.

	

	Strong leadership, written, and oral communication skills with the ability to effectively communicate with a diverse set of stakeholders.

	




Section B2: Business Readiness Lead Staff Requirements 

As outlined in Section 3.3.4, Table 3: Business Readiness Lead Staff of the RFP, the Bidder’s proposal must:  
· Detail how they will manage Lead Staff to deliver the project deliverables over the entire IES OCM Effort – Task A: Business Readiness, including a summary of their methods to obtain and retain staff with the appropriate expertise and skill levels required to implement the IES OCM Effort.   
 
Bidders must name one proposed resource for each role using the form below. Bidder must describe in detail how the resource meets the desired qualifications including the where, when, and duration the resource worked on a project demonstrating the qualification. Please provide a clear, concise, and accurate description of the resource’s experience as it relates to Section 3.3: Lead Staff and Desired Qualifications. Resources with experience greater than the minimum numbers of years’ experience specified for each Lead Staff title below and with experience similar to the scope of this RFP, including experience with OCM, may be scored more favorably. Résumés must not be submitted.   

Job Titles / Descriptions for the following Business Readiness Lead Staff can be found in the RFP Sections 3.3.4, Table 3: Business Readiness Lead Staff. 

(REVISED 4/18/23)

Please note, contacts listed may be contacted by the State to confirm the information provided in the tables below but will not be scored.    

Regional Coordinator Manager

Job Title / Description:   

The Business Readiness effort will require a Regional Coordinator Manager who will manage the individual Regional Coordinators.  

The Regional Coordinator Manager will manage the planning of engagement and readiness efforts conducted by the other assigned Regional Coordinators. This position serves as the primary point of contact for the State IES OCM Team for the Regional Coordinators.

The Regional Coordinator Manager is a key contributor to the IES OCM effort. The Regional Coordinator Manager will manage and coordinate the planning and execution of engagement and readiness activities conducted by Regional Coordinators including creation, review, and revision of the IES Engagement and Readiness Playbooks, tools, assessments, and plans for the Pilot and Statewide Engagement Models described in the IES OCM Framework (Exhibit 2). 

Additionally, this position will work closely with the Training Manager, to ensure that change management (engagement & readiness) information are appropriately incorporated into the training curricula and materials.  
 
The Bidder’s proposal must include: 

· A detailed description on how the proposed Regional Coordinator Manager will perform the job functions described above. 
· A fully completed chart below.  
 
	Name of Proposed Candidate: 

	Desired Qualifications  
	Describe how the proposed candidate meets the desired qualification and include dates where applicable. Candidates exceeding desired qualifications may be scored more favorably. 


	Ten (10) or more years of experience with a minimum of three (3) projects as an OCM lead implementing change (managing stakeholder networks, leading engagements, assessing business readiness, conducting readiness, creation/delivery of tools and plans) in an HHS eligibility system within one of the domains of SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare.
	 

	At least five (5) years of experience in the HHS domain determining eligibility, conducting enrollment and case management of SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare programs, including at least three (3) years working directly for a local or State government in a supervisory position while demonstrating the innovation, flexibility, and critical thinking exhibited by a change champion. 
	 

	Experience working on at least two (2) large, complex State projects (e.g., technical, policy, operational, business process) in the HHS domain in a role involving OCM, training, or support during pilot and statewide deployments.
	 

	Experience leading teams executing project assignments, activities, and tasks and managing resources and timelines on complex projects.

	

	Experience developing, presenting, and facilitating communications and presentations to various stakeholder groups.

	


Regional Coordinator #1

Job Title / Description: 

The Regional Coordinator will assist with creation, review, and revision of engagement and business readiness playbooks, tools, assessments, and plans for the Pilot and Statewide Engagement Models described in the IES OCM Framework (Exhibit 2). 

The Regional Coordinator will lead a network of stakeholders (SSDs and/or State agencies) to conduct engagement activities and readiness assessments of impacts to the policies, procedures, systems, and delivery of services that support SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare programs.

The Bidder’s proposal must include: 

· A detailed description on how the proposed Regional Coordinator will perform the job functions described above. 
· A fully completed chart below. 

 
	Name of Proposed Candidate: 

	Desired Qualifications  
	Describe how the proposed candidate meets the desired qualification and include dates where applicable. Candidates exceeding desired qualifications may be scored more favorably. 


	Seven (7) or more years of experience with a minimum of two (2) projects as an OCM lead implementing change (managing stakeholder networks, leading engagement, assessing business readiness, creation/delivery of tools and plans) in an HHS eligibility system within one of the domains of SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare.


	 

	At least five (5) years of experience in the HHS domain determining eligibility, conducting enrollment and case management of SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare programs, including at least three (3) years working directly for a local or State government in a supervisory position while demonstrating the innovation, flexibility, and critical thinking exhibited by a change champion.
	 

	Experience working on at least two (2) large, complex State projects (e.g., technical, policy, operational, business process) in the HHS domain in a role involving OCM, training, or support demonstrating the innovation, flexibility, critical thinking required during pilot and statewide deployments.

	 

	Experience leading teams executing project assignments, activities, and tasks managing resources and timelines on complex projects.

	

	Experience developing, presenting, and facilitating communications and presentations to various stakeholder groups.
	




Regional Coordinator #2
Job Title / Description: 

The Regional Coordinator will assist with creation, review, and revision of engagement and business readiness playbooks, tools, assessments, and plans for the Pilot and Statewide Engagement Models described in the IES OCM Framework (Exhibit 2). 

The Regional Coordinator will lead a network of stakeholders (SSDs and/or State agencies) to conduct engagement activities and readiness assessments of impacts to the policies, procedures, systems, and delivery of services that support SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare programs.

The Bidder’s proposal must include: 

· A detailed description on how the proposed Regional Coordinator  will perform the job functions described above. 
· Fully completed below chart. 
 
	Name of Proposed Candidate: 

	Desired Qualifications  
	Describe how the proposed candidate meets the desired qualification and include dates where applicable. Candidates exceeding desired qualifications may be scored more favorably. 


	Seven (7) or more years of experience with a minimum of two (2) projects as an OCM lead implementing change (managing stakeholder networks, leading engagement, assessing business readiness, creation/delivery of tools and plans) in an HHS eligibility system within one of the domains of SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare.


	 

	At least five (5) years of experience in the HHS domain determining eligibility, conducting enrollment and case management of SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare programs, including at least three (3) years working directly for a local or State government in a supervisory position while demonstrating the innovation, flexibility, and critical thinking exhibited by a change champion.
	 

	Experience working on at least two (2) large, complex State projects (e.g., technical, policy, operational, business process) in the HHS domain in a role involving OCM, training, or support demonstrating the innovation, flexibility, critical thinking required during pilot and statewide deployments.


	 

	Experience leading teams executing project assignments, activities, and tasks managing resources and timelines on complex projects.

	

	Experience developing, presenting, and facilitating communications and presentations to various stakeholder groups.

	



Regional Coordinator #3
Job Title / Description: 

The Regional Coordinator will assist with creation, review, and revision of engagement and business readiness playbooks, tools, assessments, and plans for the Pilot and Statewide Engagement Models described in the IES OCM Framework (Exhibit 2). 

The Regional Coordinator will lead a network of stakeholders (SSDs and/or State agencies) to conduct engagement activities and readiness assessments of impacts to the policies, procedures, systems, and delivery of services that support SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare programs.

The Bidder’s proposal must include: 

· A detailed description on how the proposed Regional Coordinator will perform the job functions described above. 
· A fully completed chart below. 

 
	Name of Proposed Candidate: 

	Desired Qualifications  
	Describe how the proposed candidate meets the desired qualification and include dates where applicable. Candidates exceeding desired qualifications may be scored more favorably. 


	Seven (7) or more years of experience with a minimum of two (2) projects as an OCM lead implementing change (managing stakeholder networks, leading engagement, assessing business readiness, creation/delivery of tools and plans) in an HHS eligibility system within one of the domains of SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare.


	 

	At least five (5) years of experience in the HHS domain determining eligibility, conducting enrollment and case management of SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare programs, including at least three (3) years working directly for a local or State government in a supervisory position while demonstrating the innovation, flexibility, and critical thinking exhibited by a change champion.
	 

	Experience working on at least two (2) large, complex State projects (e.g., technical, policy, operational, business process) in the HHS domain in a role involving OCM, training, or support demonstrating the innovation, flexibility, critical thinking required during pilot and statewide deployments.


	 

	Experience leading teams executing project assignments, activities, and tasks managing resources and timelines on complex projects.

	

	Experience developing, presenting, and facilitating communications and presentations to various stakeholder groups.

	




Regional Coordinator #4
Job Title / Description: 

The Regional Coordinator will assist with creation, review, and revision of engagement and business readiness playbooks, tools, assessments, and plans for the Pilot and Statewide Engagement Models described in the IES OCM Framework (Exhibit 2). 

The Regional Coordinator will lead a network of stakeholders (SSDs and/or State agencies) to conduct engagement activities and readiness assessments of impacts to the policies, procedures, systems, and delivery of services that support SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare programs.

The Bidder’s proposal must include: 

· A detailed description on how the  proposed Regional Coordinator will perform the job functions described above. 
· A fully completed chart below. 

 
	Name of Proposed Candidate: 

	Desired Qualifications  
	Describe how the proposed candidate meets the desired qualification and include dates where applicable. Candidates exceeding desired qualifications may be scored more favorably. 


	Seven (7) or more years of experience with a minimum of two (2) projects as an OCM lead implementing change (managing stakeholder networks, leading engagement, assessing business readiness, creation/delivery of tools and plans) in an HHS eligibility system within one of the domains of SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare.


	 

	At least five (5) years of experience in the HHS domain determining eligibility, conducting enrollment and case management of SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare programs, including at least three (3) years working directly for a local or State government in a supervisory position while demonstrating the innovation, flexibility, and critical thinking exhibited by a change champion.
	 

	Experience working on at least two (2) large, complex State projects (e.g., technical, policy, operational, business process) in the HHS domain in a role involving OCM, training, or support demonstrating the innovation, flexibility, critical thinking required during pilot and statewide deployments.


	 

	Experience leading teams executing project assignments, activities, and tasks managing resources and timelines on complex projects.

	

	Experience developing, presenting, and facilitating communications and presentations to various stakeholder groups.
	




Regional Coordinator #5
Job Title / Description: 

The Regional Coordinator will assist with creation, review, and revision of engagement and business readiness playbooks, tools, assessments, and plans for the Pilot and Statewide Engagement Models described in the IES OCM Framework (Exhibit 2). 

The Regional Coordinator will lead a network of stakeholders (SSDs and/or State agencies) to conduct engagement activities and readiness assessments of impacts to the policies, procedures, systems, and delivery of services that support SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare programs.

The Bidder’s proposal must include: 

· A detailed description on how the proposed Regional Coordinator will perform the job functions described above. 
· A fully completed chart below. 

	Name of Proposed Candidate: 

	Desired Qualifications  
	Describe how the proposed candidate meets the desired qualification and include dates where applicable. Candidates exceeding desired qualifications may be scored more favorably. 


	Seven (7) or more years of experience with a minimum of two (2) projects as an OCM lead implementing change (managing stakeholder networks, leading engagement, assessing business readiness, creation/delivery of tools and plans) in an HHS eligibility system within one of the domains of SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare.


	 

	At least five (5) years of experience in the HHS domain determining eligibility, conducting enrollment and case management of SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare programs, including at least three (3) years working directly for a local or State government in a supervisory position while demonstrating the innovation, flexibility, and critical thinking exhibited by a change champion.
	 

	Experience working on at least two (2) large, complex State projects (e.g., technical, policy, operational, business process) in the HHS domain in a role involving OCM, training, or support demonstrating the innovation, flexibility, critical thinking required during pilot and statewide deployments.


	 

	Experience leading teams executing project assignments, activities, and tasks managing resources and timelines on complex projects.

	

	Experience developing, presenting, and facilitating communications and presentations to various stakeholder groups.

	





B3: Training Lead Staff Requirements 

As specified in Section 3.3.5, Table 4: Training Lead Staff of the RFP, the Bidder’s proposal must include:  
· Details of how they will manage Lead Staff to deliver the project deliverables over the entire IES OCM Effort- Task B: Training, including a summary of their methods to obtain and retain staff with the appropriate expertise and skill levels required to implement the IES OCM Effort.   
 
Bidders must name the one proposed resource for each role using the form below. Bidder must describe in detail how the resource meets the desired qualifications including the where, when and duration the resource worked on a project demonstrating the qualification. Please provide a clear, concise, and accurate description of the resource’s experience as it relates to Section 3.3- Lead Staff and Desired Qualifications. Resources with experience greater than the minimum numbers of years’ experience specified for each Lead Staff title below and with experience similar to the scope of this RFP, including experience with OCM, may be scored more favorably. Résumés must not be submitted.   

Job Titles / Descriptions for the following Training Lead Staff can be found in Section 3.3.5, Table 4: Training Lead Staff, of the IES OCM procurement. 

(REVISED 4/18/23)

Please note, contacts listed may be contacted by the State to confirm the information provided in the tables below but will not be scored. 




Training Manager

Job Title / Description:

The Training Manager is responsible for leading the development of Training deliverables for each workstream including materials, curricula, and delivery of training for IES to ensure an effective and timely Training Program for IES users. 

This position will work closely with the Regional Coordinator Manager, to ensure that change management information and results are appropriately incorporated into the training curricula and materials.  

This role will also serve as the primary lead for the State IES OCM Training Workgroup. 

The Bidder’s proposal must include: 
· A detailed description on how the proposed Training Manager will perform the job functions described above. 
· Fully completed below chart. 

	Name of Proposed Candidate: 

	Desired Qualifications  
	Identify where, when, and how as applicable. The Chart must clearly describe how the candidate meets the desired qualification and include dates where applicable. Candidates exceeding desired qualifications may be scored more favorably. 

	More than seven (7) years of experience working on complex projects with two (2) or more years in a leadership role as a Trainer.
	 

	Minimum of two (2) projects as a Training Lead managing primary stages of an Instructional Design including Analysis, Design, Development, Implementation, and Evaluation (ADDIE).
	 

	At least five (5) years of experience in the HHS domain in a training capacity (curriculum design, course development, instructor lead, virtual, web-based training delivery, etc.) for functional related positions of SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare programs.
	

	Experience on at least two (2) projects for at least two (2) years supervising the execution of Instructional Design; supervising training assignments, activities, and tasks; managing and resolving training risks, issues, action items and timelines; and delivering training for several thousand students using multiple models.
	

	Three (3) or more years of experience using e-learning software (Articulate, Camtasia, Captivate, or similar). Learning Management Systems (LMS), virtual instructor lead training tools (GoToWebinar or similar), and social learning tools.
	

	Strong written and oral communication skills, including the ability to effectively communicate with both technical and non-technical audiences.
	

	At least two (2) years of experience developing, presenting, and facilitating communications and presentations to various stakeholder groups. Experience with multiple training methodologies and principles of adult learning.
	




Training Consultant #1
Job Title / Description:  

The Training Consultant will plan, design, and develop training-related deliverables to support end-user training for the IES business transformation. These deliverables are described in the RFP and include the following:

1. Training Needs Assessment 
2. Training Plan
3. Training Materials     
4. Training Schedule
5. Training-the-Trainer (TTT) 
6. Training Data Sets and Set-up
7. Pilot Training Lessons Learned

The Training Consultant will be a lead member of the IES OCM Training Workgroup serving as one of the cadre of training experts who will engage with a team comprised of State business agencies, SSDs, and functional workstream participants collaborating to optimize the outcome of the training deliverables and overall end-user training program. The approach strategy for this effort, which includes the collaborative training model, is described in the IES OCM Framework (Exhibit 2).


The Bidder’s proposal must include: 
· A detailed description on how the proposed Training Consultant will perform the job functions described above. 
· Fully completed chart below. 

	Name of Proposed Candidate: 

	Desired Qualifications  
	Identify where, when, and how as applicable. The Chart must clearly describe how the candidate meets the desired qualification and include dates where applicable. Candidates exceeding desired qualifications may be scored more favorably. 

	Five (5) or more years of professional training experience, including activities related to ADDIE. 
	 

	At least three (3) years of experience working on complex technology-related projects that included end-user training, serving in a Training or OCM role. Project experience must include deliverable planning, development, and execution.
	 

	At least one (1) year of project experience should be related to HHS programs such as SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare.
	

	Two (2) or more years of experience using e-learning software (Articulate, Camtasia, Captivate, or similar). Learning Management Systems (LMS), virtual instructor lead training tools (GoToWebinar or similar), and social learning tools.
	

	Strong written and oral communication skills, including the ability to effectively communicate with both technical and non-technical audiences.
	

	Competency in MS Office products. 
	

	Experience in developing, presenting, and facilitating communications and presentations to various stakeholder groups.
	

	Experience with multiple training methodologies and principles of adult learning.
	




Training Consultant #2
Job Title / Description:  

The Training Consultant will plan, design, and develop training-related deliverables to support end-user training for the IES business transformation. These deliverables are described in the RFP and include the following:

1. Training Needs Assessment 
2. Training Plan
3. Training Materials     
4. Training Schedule
5. Training-the-Trainer (TTT) 
6. Training Data Sets and Set-up
7. Pilot Training Lessons Learned

The Training Consultant will be a lead member of the IES OCM Training Workgroup serving as one of the cadre of training experts who will engage with a team comprised of State agencies, SSDs and functional workstream participants collaborating to optimize the outcome of the training deliverables and overall end-user training program. The approach strategy for this effort, which includes the collaborative training model, is described in the IES OCM Framework (Exhibit 2).


The Bidder’s proposal must include: 
· A detailed description on how the proposed Training Consultant will perform the job functions described above. 
· Fully completed chart below. 

	Name of Proposed Candidate: 

	Desired Qualifications  
	Identify where, when, and how as applicable. The Chart must clearly describe how the candidate meets the desired qualification and include dates where applicable. Candidates exceeding desired qualifications may be scored more favorably. 

	Five (5) or more years of professional training experience, including activities related to (ADDIE).
	 

	At least three (3) years of experience working on complex technology-related projects that included end-user training, serving in a Training or Organizational Change Management (OCM) role. Project experience must include deliverable planning, development, and execution.
	 

	At least one (1) year of project experience should be related to health and human services for programs such as SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare.
	

	Two (2) or more years of experience using e-learning software (Articulate, Camtasia, Captivate, or similar). Learning Management Systems (LMS), virtual instructor lead training tools (GoToWebinar or similar), and social learning tools.
	

	Strong written and oral communication skills, including the ability to effectively communicate with both technical and non-technical audiences.
	

	Competency in MS Office products.
	

	Experience in developing, presenting, and facilitating communications and presentations to various stakeholder groups.
	

	Experience with multiple training methodologies and principles of adult learning.
	




Training Consultant #3
Job Title / Description:  

The Training Consultant will plan, design, and develop training-related deliverables to support end-user training for the IES business transformation. These deliverables are described in the RFP and include the following:

1. Training Needs Assessment 
2. Training Plan
3. Training Materials     
4. Training Schedule
5. Training-the-Trainer (TTT) 
6. Training Data Sets and Set-up
7. Pilot Training Lessons Learned

The Training Consultant will be a lead member of the IES OCM Training Workgroup serving as one of the cadre of training experts who will engage with a team comprised of State business agencies, SSDs and functional workstream participants collaborating to optimize the outcome of the training deliverables and overall end-user training program. The approach strategy for this effort, which includes the collaborative training model, is described in the IES OCM Framework (Exhibit 2).

The Bidder’s proposal must include: 
· A detailed description on how the proposed Training Consultant will perform the job functions described above. 
· Fully completed chart below. 

	Name of Proposed Candidate: 

	Desired Qualifications  
	Identify where, when, and how as applicable. The Chart must clearly describe how the candidate meets the desired qualification and include dates where applicable. Candidates exceeding desired qualifications may be scored more favorably. 

	Five (5) or more years of professional training experience, including activities related to (ADDIE).
	 

	At least three (3) years of experience working on complex technology-related projects that included end-user training, serving in a Training or Organizational Change Management (OCM) role. Project experience must include deliverable planning, development, and execution.
	 

	At least one (1) year of project experience should be related to health and human services for programs such as SNAP, HEAP, Temporary Assistance, Medicaid, Child Support, Child Care, or Child Welfare.
	

	Two (2) or more years of experience using e-learning software (Articulate, Camtasia, Captivate, or similar). Learning Management Systems (LMS), virtual instructor lead training tools (GoToWebinar or similar), and social learning tools.
	

	Strong written and oral communication skills, including the ability to effectively communicate with both technical and non-technical audiences.
	

	Competency in MS Office products.
	

	Experience in developing, presenting, and facilitating communications and presentations to various stakeholder groups. 
	

	Experience with multiple training methodologies and principles of adult learning.
	



Section C: Project Deliverables 

The State IES OCM Team has developed the IES OCM Framework (Exhibit 2) to provide a high-level approach strategy for the IES OCM Workstream. The Bidder will use this Framework in developing their Proposal. If the Proposal deviates from the Framework, the Bidder must provide an explanation for this change.
The timely delivery and comprehensive nature of the deliverables described within the RFP are critical to supporting an effective OCM effort for the IES business transformation. As outlined in Section 4.1.1.1 of the RFP, the Bidder must describe how their proposal will employ a deliverable expectation approach to ensure the Contractor and the IES OCM Team are aligned on the content and structure of the IES OCM deliverables. This should include a walkthrough with the State IES OCM Team and using a Deliverable Expectations Document (DED) where specified in the deliverables.

Section C1: Turnover (2.5%)

The Bidder must include their approach for Turnover including knowledge transfer for each workstream, as detailed in Section 4.2, Table 6: Project Management Deliverables. The Bidder’s proposal must detail and include their approach to: 

· Creating an initial and final Turnover plan that covers all activities and efforts of all involved parties. These include:
· The initial Turnover plan details approach and description of Turnover activities. 
· The final Turnover plan details the execution of Turnover activities. 
· Time and budget requirements, action ownership and program governance in the Turnover plan. 
· Defining how the State will take ownership of all artifacts related to Business Readiness and Training activities (inclusive of authoring software). These artifacts include but are not limited to: 
· Customer and other records (including subcontractor agreements that are required to provision any and all licenses) 
· Documentation 
· Knowledge databases
· Manuals 
· Process and procedure documentation; and
· Any other similar items that were used or produced during the course of, or for the purpose of, provisioning the services relating to configuration control of the services provided 
· Executing the Turnover plan, including:
· Delivering each of the key artifacts in the Turnover plan by workstream on time
· Holding briefings on the status and comprehensive nature of all items handed over 
· Approach to completing knowledge transfer to the State 
· Participating in or managing regularly scheduled meetings, and other communications, to address issues that may affect how involved parties perform their responsibilities in relation to the Turnover plan 
· Migrating all materials to the State’s standard tools or tools leveraged by the Contractor during implementation 
· Reaching agreement with the State on format in which the plan will be documented
· Providing the State with copies of all relevant member data, documentation, or other pertinent information necessary, as determined by the State, for the State or a subsequent Contractor to assume operational activities successfully. This includes correspondence, documentation of ongoing outstanding issues, and other operations support documentation. The Contractor will describe the Contractor’s approach and schedule for the transfer of all data and operational support information as applicable. The information must be supplied in the media and format specified by the State and according to the schedule approved by the State
· Providing the State with a turnover result reports thirty (30) days following the turnover operations documenting the completion and results of each step of the turnover plan. Transition will not be considered complete until this document is approved by the State  
· Transferring knowledge and materials
· Describing Knowledge Transfer activities by topic (e.g., Training Data, Change Management Playbook, Curricula, etc.) 
· Providing a summary status of the completion of the knowledge transfer activities 
· Scheduling any meetings or knowledge transfer sessions 
· Keeping inventory of materials/artifacts turned over and repository link for the materials 
· Identifying any issues or risks surfaced in the turnover process along with recommended mitigations
· Identifying opportunities to leverage and reuse materials across the workstreams to optimize standardization 
· Optional turnover services at the discretion of the State 

Section C2: Project Schedule Requirements (2.5%)

The Bidder must describe its proposed Project Schedule Management methodology that will serve as the foundation for managing deliverables throughout the course of the project for all workstreams and must comply with the Performance Requirements relevant to the Project Schedule, as outlined in Section 3.5, Table 5: Performance Requirements. The methodology should describe the Bidder’s approach and plan for managing the schedule. 

As outlined in Section 4.2 of the RFP, the Bidder’s proposal must include: 

· A description of how the Bidder will maintain and update this Project Schedule throughout the term of the project accounting for all workstreams, rollout plans, major deliverables, deliverable review cycles with multiple review cycles planned per deliverable and resource assignments.
· A sample high level Microsoft Project Schedule in both Project and PDF showing:
· Summary level of tasks which align with the proposed project purpose, scope of work, project deliverables, deliverable review cycles and milestones. 
· Resources which align with the Resource Management plan in Section C3 of this attachment.
· Approach for managing schedule implications and dependencies. 
· Approach to effectively maintaining the project schedule through the life of the contract. 
· Approach for delivering a draft, fully loaded project schedule within the first 30 days of commencement of the project. 

Section C3: Project Management Plan (PMP) (2.5%)

As part of the technical proposal, the Bidder must include a sample Project Management Plan (PMP), as outlined in Section 4.2, Table 6: Project Management Deliverable. Samples from an Eligibility IT project, similar to IES, may be scored more favorably. The Bidder must describe how they will manage their scope within the OCM project using industry standard Project Management principles. The Bidder must provide a detailed description of its proposed approach and methodologies to the management of all aspects of the project and attest that the Contractor will follow IES Project Management Office (PMO) policies (Exhibit 8). 


The Bidder’s proposal must: 
· Describe the Bidder’s project management methodology and how its project management, quality management, and Business Readiness and Training development methodologies are designed to work together and are based on industry best practices/recognized methodologies.
· Include a detailed narrative of its proposed PMP. This narrative must be in sufficient detail to demonstrate to the State that the Bidder has a clear and concise understanding of the IES OCM Effort’s overall complexity, and how the Bidder will manage all associated tasks to successfully implement the requirements in the Business Readiness and Training effort. 
· Describe the approach to each of the sections of the PMP:
· Project Governance Plan: describe how the Bidder will align and as needed, support the IES Governance Structure; describe the Bidder’s proposed governance for this project.  
· Communications and Stakeholder Management Plan: describe how the Bidder will align and support the Communications and Stakeholder management structure as needed; describe the Bidder’s approach to communication and stakeholder management. 
· Budget Management Plan: describe the Bidder’s approach to budget management as it pertains to deliverable management; describe how the Bidder will align with the current budget within the program.  
· Quality Management Plan: describe the Bidder’s approach to quality management and how it aligns to this project. 
· Resource Management Plan: describe the Bidder’s approach to resource management and how it aligns to this project. 
· Issue and Risk Management Plan: describe the Bidder’s approach to issue and risk management; describe the Bidder’s approach to risk mitigation within this project. 
· Change Management Plan: describe the Bidder’s approach to change management and how it aligns to this project. 
· Schedule Management Plan: describe the Bidder’s approach to schedule management; describe how the Bidder will align its approach to this project.  
· Scope Management Plan: describe the Bidder’s approach to scope management; describe how the Bidder will manage scope as it aligns to this project. 
· Deliverable Management Plan: describe the Bidder’s approach to deliverable management; describe how the Bidder will manage deliverables as it aligns to this project. 
· Explain in detail their approach to creating required Deliverable Expectations Document (DEDs) as outlined in Section 4.2, Table 6: Project Management Deliverables, that must include:
· A narrative describing their proposed outline and format for each DED. 
· A description of the Bidder’s approach for meeting DED requirements per deliverable (as applicable) before deliverable work begins.
· All resources intended to be used for the deliverable, as applicable.
· High level number of total hours expected to complete each deliverable; Cost details must NOT be included in the technical proposal. Cost information is exclusive to Attachment 1- Financial Proposal. 

· Describe approach to delivering a Project Management Plan within 30 days of commencement of the project utilizing the IES standards. 
· Describe approach to reporting actual hours worked on invoices. 

· Describe the approach to constructing a work breakdown structure for the Business Readiness and Training effort, that will align within the overall IES Program.  This work breakdown structure must align with the IES Iterative Framework and be inclusive of all the workstreams within the OCM effort, and include concurrent activities, complex tasks, and resource interdependencies. 
· Describe how the Bidder’s implementation of its proposed project plan will address and balance such factors as quality, scope, time, and cost. 
· Describe approach to implementing the corrective actions to address variances and issues, including escalation to and consulting with the State IES leadership team when issues arise.
· Describe approach to conducting weekly project management status meetings with the State IES Project Management Office (PMO) and the State IES OCM Team to provide updated statuses on the schedule, PMP, performance plan, risks & issues, and other impacts to project schedule/cost/scope.
· Describe approach to ensuring all resources follow the IES standard project management
methodology, Vendor Management Plan, and other required documents, to be provided once onboard.
· Describe commonly experienced risks and/or issues on similar project(s). Provide specific examples along with mitigations that Bidder implemented to address those risks and/or issues. 

Section C4: Performance Management Plan (2.5%)

The Bidder must explain how they will develop and implement a Performance Management Plan to be approved by the State including the requirements set forth in Section 3.5 of the RFP. 

The Bidder’s proposal must:

· Describe in detail its proposed methodology for Performance Management. The Bidder must further explain how Performance Management will be addressed for the Business Readiness and Training effort.
· Describe how performance will be measured and reported against the metrics accepted by the State. 
· Affirm that the Bidder understands the implications of not meeting the Service Level Agreements set forth in Section 3.5 of the RFP. 
· Describe how the Performance Management Plan will be implemented within the IES structure and how it will be integrated into the overall project management approach. 
· Describe how the Bidder’s organizational structure, identified in the Staffing Plan, will be used to track performance.
· Describe how the Bidder will remediate performance issues.
· Describe approach to delivering the performance plan within 60 days of the project starting. 

Section D: Business Readiness Deliverables and Support

The Bidder must explain how they will complete all deliverables listed in Section 4.3.2, Table 7: Business Readiness Deliverables of the RFP, for the following workstreams: 
· Fair Hearings
· Financial Management 
· Eligibility, Enrollment and Case Management 
· Reports and Analytics 
· Child Support 
The SDLC’s for Financial Management (FM) and Eligibility, Enrollment and Case Management (EECM) are closely aligned and the intended approach is to deploy these concurrently. However, in the event they are not deployed together, the Contractor must include an approach, in their response, for addressing FM and EECM workstreams separately. 

Bidders must include the high-level number of total hours expected to complete each deliverable; Cost details must NOT be included in the technical proposal.


Section D1: IES Engagement Readiness Playbooks (5%)

The Bidder must describe its proposed approach to producing a core IES Engagement Readiness Playbook with addendums for each of the workstreams mentioned above (Section 4.3.2 Table 7: Business Readiness Deliverables).

The Bidder’s proposal must: 

· Describe its approach to creating an Engagement Readiness Playbook that will be leveraged for each workstream deployment
· Describe its approach to deploy FM and EECM together and separately. 
· Describe its approach to collaborating with other Contractors within the IES program on any business readiness activities. 
· Describe its approach to having all Regional Coordinators collaborate to develop one (1) core playbook, and addendums for each workstream, that will include: 
· Planning information 
· Overall outline 
· High-level timeline of activities 
· Templates and checklists
· Describe its approach to preparing each SSD and their staff in the deployment of workstream solutions. 
· Describe its approach to preparing each SSD and their staff in the deployment of FM and EECM together, and separately. 
· Describe its approach to creating, maintaining, and revising the playbook based on lessons learned, best practices captured, feedback received, and workstream deployment success.
· Describe its approach to ensuring quality control of all playbooks so that any modifications to the playbook and addenda will result in uniform application of policy.
· Describe how the playbook development and its activities will accommodate for specific timelines of workstream phases. 


Section D2: IES Engagement Readiness Activities (15%)

The Bidder must describe its proposed approach to delivering the Engagement Readiness Activities detailed in section 4.3.2 Table 7: Business Readiness Deliverables. 

The Bidder’s proposal must: 

· Detail its approach to having the Regional Coordinator Manager, working in conjunction with the five (5) Regional Coordinators, create and submit one (1) monthly “IES Engagement and Readiness Status Report” which will detail the preceding month’s activities, statuses, and accomplishments for all regions. 
· Describe its approach to recording preceding month’s activities, statuses, and accomplishments for each region. 
· Detail its approach to mitigating risks and issues that can interrupt Engagement Readiness Activities. 
· Provide a detailed approach to conducting a kickoff IES Regional Engagement meeting and then monthly IES Regional Engagement meetings, and standardizing these meetings in each region, to ensure the same approach, preparation, materials, and execution activities are provided to all regions. 
· Describe its approach to developing engagement materials required to support Regional Engagement meetings for each of the planned workstream deployments. 
· Describe its approach to leveraging and reusing materials between Regional Coordinators.
· Describe its detailed approach to having the Regional Coordinators work with assigned SSDs to identify impacts and offer guidance to SSDs regarding development of local As-Is and To-Be business processes for each of the planned workstream deployments. 
· Acknowledge the expectation of having Regional Coordinators share and support, wherever possible, standardization of Day-in-Life business processes between SSDs and regions.
· Describe approach to how Regional Coordinators will deliver, maintain, and revise three (3) or less Business Readiness Assessments per workstream for their assigned SSDs.
 
The Bidder must also include a sample monthly status report detailing: 

· Preceding month’s activities
· Current status
· Accomplishments
· Meetings conducted
· Artifacts developed
· Day-In-Life status
· Assessment findings
· Issues 
· Risks/barriers
· Mitigation strategies
· Other activities conducted 


Section D3: IES Business Readiness Dashboard (2.5%)

As outlined in Sections 4.3.2, Table 7, the Bidder must describe its proposed approach to delivering a Business Readiness Dashboard for all workstreams,

The Bidder’s proposal must: 

· Describe its approach to identifying, creating, and maintaining the Business Readiness Dashboard which includes automating survey collection, tracking, evaluating, presenting, and reporting readiness metrics inclusive of SSD readiness assessments for all workstreams. 
· Describe its approach to automating survey collection, tracking, evaluating, presenting, and reporting readiness metrics.
· Describe its approach to creating an automated survey, data repository, and reporting dashboard that will show graphical and actual results.
· Describe its approach for tailoring and grouping readiness metrics and assessments based on workstream, SSD, region, and any other identified need. 
· Describe its approach to hosting a dashboard that is compatible with State security standards (Appendix C) and consistent with the IES Technology Stack (Exhibit 7).


Section D4: Business Readiness Support Services (2.5%)
As outlined in Section 4.3.3 of the RFP, the Bidder must describe how they will create a pool of Support Services staff and how they will manage them. The Bidder must describe their approach to utilizing a pool of resources to provide the following possible Support Services:
· Assess OCM business process and readiness plans for completeness and recommend ongoing changes. 
· Support readiness assessments and provide materials for the facilitation of OCM discussions, including As-Is and To-Be impacts to organization and business processes.
· Review and evaluate requirements for OCM, readiness, testing, artifacts, and supporting collateral. 
· Develop communication artifacts such as awareness presentations, stakeholder messaging, and demonstration materials. 
· Support and conduct stakeholder activities.
· Support and conduct activities related to documenting business processes. 
· Support and conduct activities related to the organizational development processes. 
· Provide quality resources timely while considering the lengthy onboarding process time
The Bidder’s proposal must: (Revised 4/18/23) 
· Include a table (EXCLUDING ANY COST INFORMATION) showing the number of proposed hours and estimated number of support services positions who will be assigned to provide services under this RFP. 
· Detail how the Bidder will adhere to the IES Business Readiness Support Services Status Report Acceptance Process as outlined in section 4.3.3.1. 
· Describe the Bidder’s recruitment process, and how the Bidder will identify which support service resource level to recruit, as detailed in section 4.3.3, Table 8: Support Services Labor Resources. 
· An explanation of how, if selected, the Contractor will manage staff and how the Contractor will manage any change in support service staff during the term of the project.

Section E: Training Deliverables and Support
 
As outlined in Section 4.4.2, Table 9: Training Deliverables of the RFP, the Bidder must explain how they will complete all deliverables listed for the following workstreams:  
· Fair Hearings 
· Financial Management  
· Eligibility, Enrollment and Case Management  
· Reports and Analytics  
· Child Support  

The SDLC’s for Financial Management (FM) and Eligibility, Enrollment and Case Management (EECM) are closely aligned and the intended approach is to deploy these concurrently. However, in the event they are not deployed together, the Contractor must include an approach, in their response, for addressing FM and EECM workstreams separately.

The Bidder’s proposal must include: 
· Approach to updating training documents.  
· A proposed Sharable Content Object Reference Model (SCORM) compliant eLearning software/tool that will support interactive elements and is compatible with State security standards (Appendix C) and consistent with the IES Technology Stack (Exhibit 7).  
· A detailed explanation of how the content developed/stored within the proposed software will be transferrable to the State.   
· High level number of total hours expected to complete each deliverable; Cost details must NOT be included in the technical proposal.

 
Section E1: Training Needs Assessment (5%) 
 
The Bidder must describe its proposed approach to conducting a training needs assessment as outlined in Section 4.4.2, Table 9: Training Deliverables for each of the workstreams mentioned above.  
 
The Bidder’s proposal must:  
· Describe its approach to conducting a training needs assessment in order to identify training needs by trainee audiences and user groups within those audiences that share similar duties and who will use IES in a similar fashion to conduct their day-to-day activities following the IES business transformation. 
· Explain Bidder’s approach to documenting findings of the training needs assessment for each of the workstreams mentioned above which includes:  
· Approach for conducting the needs assessment   
· Information collection method    
· Findings 
· Recommendations 
 
Section E2: Training Plan (5%) 
 
The Bidder must describe its proposed approach to delivering a training plan for each workstream identified in the RFP, as specified in Section. 4.4.2, Table 9: Training Deliverables.  
 
The Bidder’s proposal must:  
· Describe in detail its approach to producing a training plan that supports role-based, end-user trainings that includes the following: 
· Overall strategy and approach to IES Training to ensure coverage of the workstream’s functional requirements, including Contractor’s collaboration and engagement with the IES OCM Training Workgroup as described in the IES OCM Framework (Exhibit 2). 
· Recommendations for how the IES OCM Training Workgroup could be structured to optimize State approval and sign-off of the Training curricula. 
· Training curricula topics that outline description by user group, and delivery method that includes methods for: 
· Instructor-led Training (ILT)  
· Train-the-Trainer (TTT).   
· Web-based Training (WBT) 
· Tutorials 
· Online Help 
· Other job aides 
· A high-level schedule and implementation approach.  
· Approach to engagement and coordination of the Contractor’s trainers for virtual and onsite training.  
· Onsite TTT training within each of the four (4) geographical locations across the State, as specified in the IES OCM Framework (Exhibit 2, 26). 
· Preparations, logistics, and activities required to develop and deliver training, including iterative development and review processes.  
· Templates and style guides. 
· Approach to using the Human Service-Learning Center (HSLC), or other systems if justified, to manage the training schedule, registration, content management, participant status, evaluations, and management reporting.   
· Approach and use of the IES Dedicated Training Environment to support end user training including populating and refreshing the training database with relevant training data, scenarios, and exercises to align with training.   
· Approach for decisions related to the migration of new builds to the IES Dedicated Training Environment.   
· Use and management of tools to ensure optimal trainee engagement during instructor-led training.  
· Approach for managing classroom size for up to 100 virtual participants for just-in-time instructor-led sessions.  
· Approach for mapping training audience to user groups and role-based curriculum, including approach for configuring training where necessary, to address users who employ a significantly different service delivery model than the rest of the state such as, but not limited to, users in a customer service center.  
· Duration and type of training for each user role/function.    
· Approach for make-up and remedial training.  
· Approach for using lessons learned and training evaluations to continuously improve training within and across workstreams. 
· Approach for leveraging training evaluations and reporting.  
· Approach for maintaining the Training Plan for each workstream to ensure the Training Plan stays current with the dynamics of the project. 
· Approach for updating the material at turnover. 
· Approach for conducting knowledge transfer to transition IES user training to the State following workstream rollout. 
· Approach to developing the instructional design model.  
· Detail its approach to submitting an initial version and a final version of Training Plans for all workstreams.  
· Provide a sample training plan with delivery methods that include Instructor-Led-Training (ILT), Train-the-Trainer (TTT), and Self-directed Training.  
 
 
Section E3: Training Materials (10%) 
 
As outlined in Section 4.4 of the RFP, the Bidder must describe its proposed approach to creating training materials for each workstream identified in the RFP. 
 
The Bidder’s proposal must:  
· Describe its approach to collaborating with the IES OCM Training Workgroup.  
· Explain its approach in developing, updating, and maintaining instructor-led and self-directed web-based training materials that will support end users’ transition to IES for each workstream.  
· Describe its approach to developing instructor-led curricula inclusive of:  
· Storyboards 
· Instructor guides 
· User guides 
· Quick reference guides 
· Voice over activities 
· Video instructions 
· Practice activities  
· Assessment activities 
· Training Scenarios 
· Post training remedial job aids 
· System workarounds or Interim Business Processes (IBPs) adopted to address defects/issues not resolved prior to Go-Live 
· Describe its approach to developing self-paced curricula inclusive of: 
· Storyboards 
· Voice over activities  
· Video instructions 
· Practice activities 
· Assessment activities 
· Describe its approach to developing Tutorial and Online Help, including the external customer and provider portals. This is inclusive of any voice over activities.  
· Describe its approach in developing other agreed upon job aides.  
· Describe its approach to ensuring that all materials are aligned with industry standards and meet Health Insurance Portability and Accountability Act of 1996 (HIPAA), Americans with Disabilities Act (ADA), health literacy, and Web Content Accessibility Guidelines as well as any federal or state specific requirements.  
· Describe its approach to ensuring materials are SCORM compliant. 
· Describe its approach to ensuring that public facing materials intended for clients do not exceed a 6th grade reading literacy level. 
· Describe its approach to ensuring training materials are available in electronic format as well as a physical copy when requested. 
· Describe its approach to ensuring collaboration with the IES OCM Training Workgroup in the development of system and business scenarios that align with “real life” client situations which go beyond elementary “happy path” scenarios to support better learning outcomes, including training materials configured for users who employ a significantly different service delivery model than the rest of the State such as, but not limited to, users working in a customer service center. 
· Acknowledge that if selected, the Bidder will be responsible for: 
· Using the Style Guide and templates in the approved Training Plan to dictate standards for writing, formatting, naming, and versioning conventions 
· Providing eLearning Software in conformance with the requirements in Section 4.4.1 of the RFP 
· Graphics or images used in the design or development process 
· Translations required for public facing in scope-training materials 
 
· Describe its approach to ensuring translations required for public facing in scope-training materials take place. 
· Include an excerpt from an Instructor and User Guide for end user Instructor-led training delivered by the Bidder. 
 
Section E4: Training Schedule (5%) 
 
The Bidder must describe its approach to creating and implementing a training schedule for all workstreams that includes a pilot training schedule and a statewide rollout training schedule. A mock training as well as TTT sessions must also be included in the schedule. 
 
The Bidder’s proposal must:  
· Explain its approach to creating and implementing a training schedule for all workstreams that includes a pilot training schedule and a statewide rollout training schedule that aligns with the requirements of the approved training plan for each workstream. 
· Include approach to ensuring that training schedule deliverables include a summarized overview that incorporates the number of concurrent sessions by user groups.  
· Include approach to creating timelines for trainings. 
· Include approach to identifying any risks and challenges and identifying ways to mitigate.  
· Include approach to identifying sessions that may be an exception to the Just-In-Time Training or maximum class size guidelines of the IES OCM Framework (Exhibit 2).  
· Describe its approach to ensuring that trainings are populated in a project schedule utilizing IES’s implementation of Microsoft Project Online. 
 
 
Section E5: Train-the-Trainer (TTT) (5%) 
 
The Bidder must describe their train-the-trainer (TTT) approach if an SSD opts for using that method for all workstreams as specified in Section 4.4.2, Table 9: Training Deliverables of the RFP.  
 
The Bidder’s proposal must: 
· Describe its approach to providing TTT sessions in four (4) geographical locations as described in the IES OCM Framework (Exhibit 2, Page 26) to prepare SSD trainers to conduct training for each workstream for those SSDs who opt to train their own employees. 
· Describe its approach to facilitating technique/skills training. 
· Describe its approach to creating How-To-Use training guides, including ILT Instructor Guides and other job aids.  
· Describe its approach to ensuring that trainers have necessary information regarding the IES training environment in order to successfully conduct the trainings.  
· Include approach to reviewing of the complete suite of training for all ILT, WBT, and Hands-on courses.  
· Include approach to conducting Hands-on, interactive system, and practice activities.  
· Include approach to collecting detailed data used in the summary level information, including individual registrations, evaluations, and surveys. This data will be submitted as back-up for audit purposes. 
· Describe its approach for producing the “Completion of the TTT Report”. 
· Describe its approach to ensuring that the completion of the TTT will be submitted in a timely manner as described in the RFP.  

Section E6: Training Data Sets and Set-Up (5%) 
 
The Bidder must describe their approach to ensuring that training data is established and maintained for each workstream, and must comply with the Performance Requirements relevant to the Training Data Sets and Set-Up as outlined in Section 3.5, Table 5: Performance Requirements of the RFP.
 
The Bidder’s proposal must:  
· Describe its approach to ensuring data is maintained and established for each workstream, within the IES Dedicated Training Environment, and the data is sufficient to support the training approach per the requirements outlined in the Training plan for testing and delivering the training for each workstream. 
· Include approach to developing initial Data Sets and Set-Up in the IES Designated Training Environment, by workstream that is necessary to test the training curricula for each workstream, with these activities completed per the Contractor’s approved project schedule.  
· Include approach to developing a Data Set-Up checklist that the State can use to review and validate the completion of the Data Set-Up activity for the initial and final Data Sets. The proposal must encompass the Bidder’s approach to including sections in the checklist that address the completion of the required documentation of the Data Set organization, integration across modules, location of source information, and any other information required to understand how the Data Sets were built.  
· Describe approach to maintaining the Data Sets and Set-Up, including the final Data Set. The Bidder’s proposal must include its approach to the following: 
· Maintenance of the data to support ongoing testing as well as training delivery with ongoing refresh of Data Sets and Set-Up, which will align with the approved project schedule. 
· Documenting Data Sets’ organization, integration across modules, location of source and any other information required to understand how the Data Sets were built.  
· Include approach to submitting final Data Sets once training has been delivered by workstream.  
· Acknowledge that it will comply with all appropriate data sub-setting and masking requirements as directed by the State.  
 
 
Section E7: Pilot Training Lessons Learned (5%) 
 
As outlined in Section 4.4.2, Table 9: Training Deliverables of the RFP, the Bidder must describe their approach to conducting a post-training analysis of the pilot training.  
 
The Bidder’s proposal must:  
· Describe its approach to conducting post-training analysis of the Go-Live Pilot Training experience to gather and document lessons learned from each workstream-specific training and method to updating future communications and Training Plans for each workstream accordingly. 
· Include its approach for documenting pilot training lessons learned which shall include:  
· Summary of the Lessons Learned approach 
· Listing of participants or summary list of groups, as agreed upon in the DED 
· Summary of the analysis findings 
· Contractor recommendations for changes to the training materials, approach, or processes if any; and 
· Mapping of any updates the Contractor has or will make to specified training documents or processes as a result of the lessons learned 
 
Section E8: Training Support Services (10%)

The Bidder must describe how they will create a pool of Support Services staff and how they will manage them, including requisite training for performing the IES Training, as outlined in Section 4.4.3 of the RFP. The Bidder must describe their approach to utilizing a pool of resources to provide the following possible Support Services: 
 
· Providing a comprehensive mock training session, conducted for each workstream, using a trainee audience identified by the State. For each mock training: 
· Include a complete walkthrough of each training course, prior to the deployment of any training materials.   
· Use the dress rehearsal to verify all significant training issues have been identified and resolved prior to deployment.  
· Schedule the training early enough in the timeline to allow for feedback and lessons learned to inform updates to materials or training presentations prior to use in the workstream’s Pilot deployment. 
· Record the requested changes, and how the Contractor addressed the comments. 
· Conducting virtual, instructor-led, just-in-time training for end-users for each workstream, considering the following: 
· Training does not exceed 5 workdays for any user group. 
· Training sessions include no more than 100 users per session unless prior State approval is provided. 
· Training is scheduled and delivered within user groups as defined in the Training Plan for each workstream.  
· Training is “hands-on,” interactive system training that is integrated with “real life” practice activities, online help, quick reference guides, and other job aides.  
· Work with the Learning Management Systems (LMS) provider to ensure training materials, self-directed or ILT, are available within the tool and are ready to launch in accordance with the Training Schedule, for each workstream.  
· Update training materials with lessons learned prior to turning over the training materials to the State, including the removal of any Interim Business Processes (IBP) or workarounds for defects/issues that have been resolved.  

The Bidder’s proposal must: 

· Include a table (EXCLUDING ANY COST INFORMATION) showing the number of proposed hours and estimated number of support services positions who will be assigned to provide services under this RFP. 
· Detail how the Bidder will adhere to the IES Training Support Services Status Report Acceptance Process as outlined in section 4.4.3.1.  
· Describe the Bidder’s recruitment process, as detailed in section 4.4.3, Table 10: Training Support Services Resources.  
· An explanation of how, if selected, the Contractor will manage staff and how the Contractor will manage any change in support service staff during the term of the project. 

