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Introduction

The Office of Information Technology Services (ITS) will provide the architectural framework and platform components that will be used to build, configure, and customize the case management system for DHCR’s Rent Regulation System Modernization project.  The Rent Regulation System will wherever practical utilize the supported enterprise shared service platforms and components. The ITS enterprise technologies will be made available for the successful bidder to build and configure a solution that meets the business requirements for DHCR including the Tenant Protection Unit and the Office of Rent Administration. All builds and configurations will comply with NYS Information Technology Policies, Standards, and Best Practice Guidelines. These guidelines can be found on the ITS website at https://www.its.ny.gov/tables/technologypolicyindex. 
Utilizing NYS enterprise shared services and components for an ITS on-premise solution will be the preferred solution, however, other products may be proposed based on potential integration advantages and/or alignment with the ITS enterprise strategic direction.  Standardized ITS platform and shared services strategies include the use of Oracle Policy Automation for rule engine and interview based UI, Oracle Service Cloud and Siebel Tools for CRM and BPM, Kofax/FileNet for Scanning/ECM, HP Exstream for document generation and customer correspondence, GovDelivery for email/SMS delivery gateways, Oracle Customer HUB for MDM, NY.GOV using Oracle Identity Manager for Identity and Access Management, Akana as a SOA gateway, Biztalk for Orchestration/ESB, Oracle BI Publisher for Siebel operational reporting, OBIEE for extended reporting and analytics, Oracle EDQ for data quality, Oracle Data Integrator (ODI) for ETL data transformation,   SQL2014/xVelocity for Data Warehouse, Oracle Real-Time Scheduler (ORS) for planning/scheduling services, ArcGIS for GeoCoding, Apprenda for .NET platform support, and Stealth for logging/exception management.  Additionally, ITS has established platforms and services for collaborative meeting rooms (CMR), electronic payments, address verification, and ID verification to name a few.   (see Figure-1 Conceptual Architecture Diagram)
Figure-1 Conceptual Architecture Design:
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Development Roles and Responsibilities
NYS anticipates agency and Information Technology Services (ITS) resources will augment the System Integrator (SI) with business and technical SME’s as well as project managers, business analysts, developers, and technical/infrastructure support.  Within the established program, the SI will be expected to lead the business requirements analysis and requirements specification for the engagement under the direction of the NYS program management based upon the program organization model.  The SI will jointly work with NYS ITS on the system design specifications.  The SI will play a lead role in the release/configuration management of the business solutions in the Dev environment; ITS will assume primary responsibility for support in non-Development environments.  The following are anticipated areas of responsibility for platforms, shared services if included in the proposed solution: (see Figure-2 anticipated functional components)
1. Identity and Access Management – NY.GOV and ADFS will be used for user authentication and integration services and support will be provided by ITS.  Role based security will be at the application level to be designed and developed by the SI.
2. User Interface and Customer Experience – preferred UI for external users is OPA web determination, and Siebel UI for internal users.  .Net is an option for rich/custom interfaces that do not fit in the OPA/Siebel model.  NYS branding and styling of the UI will be a joint responsibility of the SI and ITS.
3. Data Integration – development of legacy system interfaces, backoffice applications, peripheral technology services, and other inter-application SOA/API services will be developed by ITS based on the project system design specifications.

4. CRM System – core CRM/OLTP system, UI, data design, workflow design and development will be responsibility of the SI.

5. Technical Capabilities and Components – add-on capabilities to extend the base solution may include the following:
· Customer Correspondence – development and data integration of HP Exstream documents as well as the delivery of the documents to the designated output channel will be supported by ITS through services based on the project system design specifications provided by the SI.

· Business Rule Engine – OPA determination server based policy BRE authoring will primarily be the responsibility of the SI in alignment with ITS standards.
· Scheduling – use of the Oracle Real Time Scheduling engine is preferred over custom scheduling solutions.  Design and development will be the responsibility of the SI.
· Collaboration Meeting Rooms – CMR in alignment with ITS standards is a preferred solution for system extensions for managed videoconference meetings.  CMR development will be primarily supported but the SI.
· Payment Gateway – integration development with HPP payment gateways will be supported by the SI using design patterns and merchant provider contracts established by ITS.
· Other Capabilities –ITS may prefer to substitute equivalent supported technologies that are submitted proposal,

6. Document/Image Repository – the Enterprise Content repository will be managed by ITS and will be programmatically accessible through ECM API’s that will be provided.

7. Master Data Management – the Oracle Customer Hub is an available technology for master data that extends beyond the Siebel operational systems of record.

8. BI/Analytics – operational data stores and data warehouse support will be a joint ITS and SI responsibility for supporting ETL, design, and implementation.
9. Verifications and Data Quality – use of Oracle EDQ to manage data quality and will be the responsibility of the SI.  Integration support for existing verification services such as address validation and identity verification will be supported by ITS.

10. Back-Office Applications – development of services for integration with legacy systems will be the responsibility of ITS based on design specifications developed jointly by ITS and the SI.  Data migration and data synchronization for legacy data stores will be jointly supported by the SI and ITS.

Figure-2 Anticipated Functional Components:
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CRM and BPM Platforms and Components
· Siebel CRM Innovation Pack (15.0.0)
· Siebel Public Sector on premise configuration built for internal state cloud at CNSE (see “NYS Product List” at the end of this document for a list of all available Oracle-Siebel products).
· Siebel Public Sector E-Service (see Attachment N – NYS Product List for a list of all available Oracle-Siebel products). 
· Siebel eMail Response
· Siebel Mobile – Mobile component that handles both the connected and disconnected Siebel Mobile client
· Siebel CTI

· Siebel Data Quality

· Oracle Enterprise Data Quality

· Siebel Partner Portal

· Siebel Partner Manager

· Siebel Tools

· Oracle UPK

· Siebel Application Management Pack

· Oracle Policy Automation version 10.4.   Note: Version 12 will be the target when the Siebel connector becomes available.
· Oracle Real-Time Scheduler (ORS)
Identity Management and Access Controls

User authentication will be done via ny.gov accounts for external users and directory services accounts for DHCR agency users.  Both methods should be able to pass through credentials via Oracle Identity Manager to the CRM/OLTP solution where role based security will be defined.
Data Integration security will be managed by the ITS SOA backplane.  Security access controls and logging requirements for integration and data access will be established by ITS in alignment with NYS security policy.
Document Ingestion, Query, Retrieval, Update, and Deletion  

New York State’s ECM APIs provide SOAP-based web services that support integration using the following base capabilities for use by client applications that have to store and manage content in a NYS Transactional Enterprise Content Repository:
· Single and Multiple Document Ingestion

· Document Query and Retrieval based on metadata

· Update Document Metadata

· Delete document

There is a requirement to migrate the existing ORA document repository from OpenText Content server to IBM Filenet.  Document ingestion for new cases will utilize Kofax Capture software to image paper documents, Siebel File upload integration capabilities with IBM filenet, as well as automated escan capabilities to capture email messages and attachments, fax.
The Siebel Integration requires the use of Siebel EAI to call this repository services which are transport agnostic.  NYS ITS will be responsible for creating the transactional content repository and its associated administration tasks.
Object Stores and Object Store Interfaces Supported

FileNet is the preferred platform, however Documentum and the CMIS standards are currently supported if there is a strong justification. With CMIS any object store that supports the CMIS standard is accessible using the CMIS standard APIs even if the Object Stores implementation of CMIS is varies.  If a new object store is required, a new protocol can be quickly added by modifying one functional component.

Message and Transport Protocols Supported 

SOAP over HTTP or JMS, REST, JSON, FTP, and more are supported. If an additional protocol is required, a new protocol can be added by modifying one functional component.   
Geographic Information Systems (GIS) 

ESRI ArcGIS will be used to find, create, and share maps to meet analytical requirements.  All maps and APIs should go through the standard NYS offering rather than Google, Bing, or other industry sources.  

NYS ITS has standardized on ESRI ArcGIS 10.3.x as the GIS Software Technology layer for the state. The state-wide GIS platform provides the capability to share and discover geographic information, create and manage state geographic assets, visualize and analyze geospatial information and collaborate geographic data in real-time.

The GIS services such as map and feature services would be exposed to service consumers as a RESTful end-point.

Data Management and Data Integration

The ITS SOA backplane will be used to connect customer portals to CRM/OLTP system of record, agency internal systems, and databases.  The requirement is that BizTalk will be used for all internal and external services.

The Database/environment to be used to store case information, building records, owner and tenant information will be the current supported Oracle Database and Data Management tools.  ITS currently provides support for Oracle DBMS 12c and SQL Server 2012/2014.
Data warehouse for custom reporting and analytics will be MSSQL (SQL Server 2014 w/X-Velocity)

Reporting, Business Intelligence, and Data Analytics capabilities will be provided through:

· Case Management Analytics Fusion Edition version 7.9.6.4

· Oracle Business Intelligence Suite Enterprise Edition Plus version 11.1.1.7.x

· Business Intelligence Management Pack version 11g

· BI Publisher for Siebel Reports

· Oracle Data Integrator for ETL

Ability to integrate with existing .Net applications that support ORA will be through integration services established using the ITS SOA Backplane.
Ability to share/integrate data with organizations both internal and external to DHCR through webservices that are established using ITS SOA Backplane.  Batch managed file transfer (MFT) imports and exports may also be required when webservices are not a viable option.  MFT will use the standard ITS solution.  Possible integrations may include but are not limited to NYC Housing Preservation Dept, Electronic Payment Processing Services, and NY.GOV IdM services.
Virtual Desktop Infrastructure (VDI)

VMWare’s Virtual Desktop Infrastructure (VDI) solution is used to provide desktop applications and network access to the majority of HCR users.  Through VDI users are provided the Microsoft Office 2010 Desktop Suite, internet access, network file shares (EMC Isilon), SharePoint 2010. Email services provided by Microsoft Office 365. VDI and Isilon servers are housed at the College of Nanoscale Science and Engineering (CNSE) data center maintained by ITS.
Project Management and Application Lifecycle Management Standards
Project management will utilize the ITS developed standards, processes, repositories, and tools unless an exception is granted.  In addition to PM practices, wherever there are base competencies, CoP’s for shared capabilities alignment with any established standards and practices will be required.  Examples include BA/BPM, OPA, Siebel, HP Exstream, and BI/Analytics.
The ITS application development standards, processes, and tools will be utilized for all phases of the application lifecycle unless permission is granted for alternatives.  Standard design and development protocols for documenting the solutions will be strictly adhered to.  Standardized ALM tools such as TFS/GIT and HP Quality Stage will be used for all development.  Release management and configuration management for non-development environments will be the responsibility of ITS.
Governance and oversight of all development will follow ITS standards and processes, including architecture reviews, change/release management, and post-implementation support protocols for change request, incident, and problem management.
In addition to standards on business requirements and data modeling, at a minimum, all application development requires the following documentation:

· Use Cases Diagram (UML 2.0) or Documentation, whichever is most appropriate – used to identify, clarify, and organize system requirements.

· Sequence Diagram (UML 2.0) – represents object collaboration and is used to define event sequences between objects for a certain outcome. A sequence diagram is an essential component used in processes related to analysis, design and documentation.

· Conceptual Diagram – a high level graphical representation (white board architecture) showing relationships among resources and devices to develop a system.

· System Context Diagram – graphical representation that shows the system and its relationship it has with other entities.

· Activity Diagram (UML 2.0) – graphical representation of workflows of stepwise activities and actions.

· Request/Response Document – document that describes the input and output for each service.

· Field Mappings Document – document that describes the fields that are passed into the service, and what end point fields they map to.
NYS Product List

Line #
Part #

Description

1. L35107
Siebel CRM Base - Application User Perpetual

2. L36370
Siebel Proposals and Presentations - Application User Perpetual

3. L36699
Siebel SmartScript - Application User Perpetual

4. L35128
Siebel CTI - Application User Perpetual

5. L35399
Siebel Email Response - Application User Perpetual

6. L35191
Siebel Data Quality - Application User Perpetual

7. L43666
Siebel eService - Processor Perpetual

8. L35609
Siebel Group Policies - Application User Perpetual

9. L36210
Siebel Personal Lines Claims - Application User Perpetual

10. L96641
Siebel Mobile - Application User Perpetual

11. L36419
Siebel Public Sector Partner Portal - Registered User Perpetual

12. L54734
Oracle Case Management Analytics Fusion Edition - Application User Perpetual

13. L54762
Oracle Contact Center Telephony Analytics Fusion Edition - Application User Perpetual

14. L55052
Oracle Service Analytics Fusion Edition - Application User Perpetual

15. L90986
Oracle Enterprise Data Quality Profile and Audit - Processor Perpetual

16. L94196
Oracle Enterprise Data Quality Address Verification Server - Processor Perpetual

17. L99899
Oracle Enterprise Data Quality Standardization and Match - Processor Perpetual

18. L42070
Oracle Customer Hub B2C - Record Perpetual

19. L42119
Oracle Customer Hub Data Steward - Application User Perpetual

20. L69554
Oracle User Productivity Kit Professional - UPK Developer Perpetual

21. L93836
Oracle User Productivity Kit Professional - Employee Perpetual

22. L86565
Oracle Application Management Suite for Siebel - Processor Perpetual

23. L36748
Siebel Test Automation Interfaces - Application User Perpetual

24. L36769
Siebel Tools - Application User Perpetual

25. L35114
Siebel CRM Web Channel for Customers - up to 15 Objects - Processor Perpetual

26. L35121
Siebel CRM Web Channel for Employees - up to 15 Objects - Application User Perpetual

27. L36182
Siebel Partner Manager - Application User Perpetual

28. L35532
Siebel Financial Services CRM Base Option - Application User Perpetual

29. L36405
Siebel Public Sector CRM Base Option - Application User Perpetual

30. L92966
Oracle Knowledge for Web Self Service, Enterprise Edition - Processor Perpetual

31. L92974
Oracle Knowledge for Contact Center, Enterprise Edition - Application User Perpetual

32. L70873
Oracle Policy Automation Connector for Siebel - Processor Perpetual

33. L38624
Oracle Enterprise Single Sign-On Suite Plus - Named User Plus Perpetual

34. L17426
Oracle SOA Suite for Oracle Middleware - Processor Perpetual

35. L17434
Oracle SOA Suite for Oracle Middleware - Named User Plus Perpetual

36. L88612
Oracle SOA Management Pack Enterprise Edition - Processor Perpetual

37. L88618
Oracle SOA Management Pack Enterprise Edition - Named User Plus Perpetual

38. L59008
Oracle WebLogic Suite - Processor Perpetual

39. L59000
Oracle WebLogic Suite - Named User Plus Perpetual

40. L88626
Oracle WebLogic Server Management Pack Enterprise Edition - Processor Perpetual

41. L88632
Oracle WebLogic Server Management Pack Enterprise Edition - Named User Plus Perpetual

42. L100891
Oracle Cloud Adapter for Oracle RightNow Cloud Service - Processor Perpetual

43. L100899
Oracle Cloud Adapter for Oracle RightNow Cloud Service - Named User Plus Perpetual

44. L93027
Oracle Cloud Management Pack for Oracle Fusion Middleware - Processor Perpetual

45. L93020
Oracle Cloud Management Pack for Oracle Fusion Middleware - Named User Plus Perpetual

46. L35469
Siebel Field Service - Application User Perpetual

47. L36580
Siebel Scheduling - Application User Perpetual

48. L70466
Siebel Campaign Management - Application User Perpetual

49. L84460
Oracle Hyperion Public Sector Planning and Budgeting - Enterprise $M in Operating Budget Perpetual

50. L61905
Oracle Real-time Scheduler - Field Resource Perpetual

51. L87772
Siebel Field Service Integration to Oracle Real-Time Scheduler - Processor Perpetual
