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MR. SNYDER: So welcome to the IBM team and
the ITS team. I would like to begin our meeting
today with some introductions. If we could start

with the IBM -- or rather the ITS team. I'm Ed

. Snyder, I am from the ITS Procurement Office.

MS. SZADY: I'm Kim Szady, Finance
Director.

MS. FORTUNE: Alisa Fortune, Procurement
and Contract.

MR. CUMOLETTI: I'm Steve Cqmoletti,
Superintendent of the New York State Police.

MS. McMANUS: Celene McManus, Operations
PMO.

MS. THOMAS: Nisha Thomas, Procurement and
Contracts. |

MR. NATOLI: Mathew Natoli, IM Manager.

MS. CAHILL: Laura Cahill, New York State
Department of Tax aﬁd Finance.

MR. SPALTEN: Steve Spalten, Director of
Human Services for ITS.

MS. CHARRON: Kathy Charron, End User
Services Manager.

MS. SHAFER: Kathy Shafer, End User
Services Manager.

MS. MILLER: Maggie Miller, CIO.

M-F Reporting, Inc. (518) 478-7220
www.mfreportinginc.com
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MR. NATTANMAI: Mahesh Nattanmai, Executive
Deputy CIO.

MS. MARDON: Susan Mardon, Operations PMO.

MR. BECKETT: Michael Beckett. IBM State
of New York Global Technology Services.

MS. ROMANO: Lisa Romano, Director of
Corporate Practices, CCI.

MR. CLAYTON: Rick Clayton, Solutions
Executive.

MR. MILLER: Steve Miller, COO
nfrastructure.

MR. MILVANEY: Jack Milvaney, IBM Client
Executive. |

MR. NICOL: James Nicol, Nfrastructure.

MR. JONES: John Jones, ITSM Manager,
nfrastructure. |

MS. CHAUVIN: Michelle Chauvin, IBM Startup
Transition Manager.

MR. PERPETUA: Dennis Perpetua, IBM Watson
Chief Architect. |

MR. O'BRIEN: Tim O'Brien, IBM Global
Services Desk Manager.

MR. WITTE: Rob Witte, IBM Technical
Solution Manager.

MR. STEWART: Doug Stewart, cable guy

M-F Reporting, Inc. (518) 478-7220
www.mfreportinginc.com
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nfrastructure.

MR. BEZAWADA: Sai Bezawada, Engagement
Manager IBM.

MS. HARVEY: Brenda Harvey. ' I am lead on
our Global Technology Services for IBM.

MR. HEALY: And Pat Healy, Director of
Strategic Projects for nfrastructure.

MR. SNYDER: All right. Thank you very
much. We are still -- all right. We are just in
the nick of time.

So Sunil, when you get a chance and settled
in, if you could introduce yourself.

MR. DADLANT: Sunil, CIO, Citizens Service
Cluster.

MR. SNYDER: Great. So we're a full
audience here. So I have -- I don't want to hold us
up here, at all. We want to get right into your
presentation, but I have a few administrative and
housekeeping items to cover.

So the sign-in sheet is going around. So
if you haven't signed in yet, please do so before
the end of our meeting today; Also, restrooms are
out through the back door, just follow the signs.
And cellphones, if you haven't done so already,’if

you could just silence those, that would be great.

M-F Reporting, Inc.  (518) 478-7220
www.mfreportinginc.com
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We do have a stenographer here today, so
she'll be taking minutes of the whole meeting today.
So if you speak, if you could speak clearly and
loudly so she could get that recorded.

| Our meeting today consists of two primary
elements, an oral presentatipn piece and questions
and answers. The oral presentation piece will be
two and a half hours long and it should line up
clearly with the agenda that you've been provided.
If you don't have an agenda, please let us know and
we'll provide you a copy of that. IBM will be
providing for breaks along the way, just in case
you're in need of that.

Questions will be taken at the end and the
Q&A session, which will be 30 minutes' long. So if
you could write down any of your questions and hold
those until the end,'that would be great.

One other item, before I turn it over to
IBM. Just to let you know that .there's sevéral
folks here, obviously, who are the evaluators and
there are others in addition to the evaluators and
everyone from the ITS team may ask questions, not
juét the evaluators.

So at this time I'll turn it over to IBM.

MS. HARVEY: Good afternoon. So let me

‘M-F Reporting, Inc. (518) 478-7220
www.mfreportinginc.com
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clarify, because we have a stenographer{ I am
Brenda Harvey and I am the General Manager of our
Public Sector Global Technology Services, not all of
our technology services, and I do live in New York.

I'm married to a Long Islander, if that's okay, and

I have a lot of alumni from Syracuse in the family.

So also a lot of wrestlers.

We are really excited and pleased to be
here today. We want to introduce you to our team,
to our capabilities and really to our innovative
solution that we believe will deliver exceptional
end user experience. So glad that we have our end
user folks here.

We are joined today by our nfrastructure
partner, where we are both New York-based companies
and we also have a long history, 20 years of
delivering éerﬁices to the State and citizens of New
York. IBM has over 50 years of experience
delivering services to the State and bringing value
to our people, our processes and our technology and
our tools, but most important is our commitment to
your success.

To this engagement we are also bringing our
latest innovation from research named Watson.

Watson is the first cognitive computing capability

M-F Reporting, Inc. (518) 478-7220
www.mfreportinginc.com




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

in the world and it will be augmenting our service
delivery by leveraging analytics‘and learning
capabilities to déliver multiple personas.

Also important to our solution and our
engagement is our commitment and dedication to the
economic development of New York and we are really
excited about a new service delivery capability that
we're bﬁilding in Buffalo, it will bring over 130
new jobs to the area. We are also working with our
partner, Minority and Women-Owned Business, CCI,
who's here, for staffing, and we will also leverage
for hire SUNY students, New York veterans and
disabled veterans to f£ill open roles.

I personally will be the executive sponsor
for this services engagement and I am very pleased
to be in that role and I'm fully committed and
dedicated and responsible for ensuring that we have
the righf investment and the right delivery
capability to ensure ITS success.

So with that, I'll introduce Sai Bezawada,
who will be your engagement manager, and I am
confident that you will see Sai's leadership and
experience and passion for client success and I'll
turn it over to Sai, who will further introduce

himself, our team and our solution. Thanks.

M-F Reporting, Inc. (518) 478-7220
www.mfreportinginc.com
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MR. BEZAWADA: Thank you, Brenda. Wow, I
really wish my mom or dad showed. I was born into a
family of all doctors, so I'm the only one that
doesn't have an MD next to me. My mom wanted me to
be your neurosurgeon. No apparent reason, just that
that position wasn't filled in the family. My team
will tell you I've got'a few good skills, but really
neurosurgery would be pushing the boundaries. So
the sound bite really helps, thanks.

Thank you for this opportunity. The last
four months as the team and I worked together to
assemble the solution, we had a lot of fun and this
is a new family. As we worked through this
solution, I had the opportunity to explore in and
around Albany. I'm stunned by the architecturé, the
restaurants, the cuisine. I really look forward to
spending more time here.

We are honored to have this opportunity to
partner with you in this key transformation journey,
a journey in which you've moved from 52 clusters to,
you know, 52 operations to 90 clusters, a journey we
at IBM and Infrastructure are very familiar with.

We have a similar transformation going on internal
to our companies, as well as we provide the service

to a lot of external clients. This is a very

M-F Reporting, Inc. (518) 478-7220
www.mfreportinginc.com
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important engagement for both IBM and
Infrastructure.

We are éxcited to show you today how our
experience, expertise, our innovation, the
investments we are making here in the State of New
York will help deliver on our key objectives of
customer satisfaction, continuous improving,
innovation, providing you with the right level of
mechanical and transparency into our business.

Before I introduce my team to you in
detail, I want to spend a couple minutes reviewing
my background with you. I started my career as a
helpdesk agent. I was a Master's of Engineering
Studént at Wayne State University Detroit. The way
I started is a complete coincidence. I helped a
librarian take a floppy disc out of a MAC computer.
If you had a '98 MAC, you'll probably know it didn't
have an eject button. So this gentleman was
persuing the screwdriver route to get his floppy out
and I am not a pro in MAC, but that's one thing I
knew, that it had a software eject. So I helped
him. .

A couple days later he called me and he
said, you know, would you like to be a helpdesk

analyst? And I said I got a lucrative coffee

M-F Reporting, Inc. (518) 478-7220
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IBM 10

beanery job at 6.25. He said, how does 8.75 sound?
So besides that whopping 40 percent raise that I
got, it gave me my péssion. It gave‘me a career
path. So I joined this, I resolved these problems,
help people print, fix little things, I would see
their happiness, I would do iﬁ again. So this
became what I wanted to really be. Next two years I
got promoted to team lead and another dollar wasn't
dramatic. I got a project coordinator, Y2K days, so
it was good. 1999 I was a college hire for IBM.
Seventeen years since then I had the oprrtunity to
work on some of the more complex challenées and
complex engagements IBM had. I ran a number of
merger and acquisitions, where you integrate global
service desk énd service operations over multiple
companies, managing hospital infrastructure. Under
Brenda's leadership, actually, I fan the delivery
business for the world's largest retailer,

1.2 million employees, over a billion customers that -
they serve, 100,000 servers that I managed.

My success came from, you know; not just
following the process building capabilities,
tracking financials, but looking at the service from
the view of our client, looking from, you know, that

surgeon who needs his operation theater, the

. M-F Reporting, Inc. (518) 478-7220
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IBM 11

infrastructure to be ready in his operation theater,
or that pharmacy in rural Mississippi which probably
would be the only 70-mile pharmacy around.

As your engadement manager, I understand
this is not just about, you know, building a‘service
desk capability or putting out a, you know, a
break-fix capability. This is about our agency,
this is about our citizens. I'm clear on it and I
take that responsibility seriously.

Having built a number of these successful
engagements, I know what it takes to build one and
it starts with a world class very talented team. I
had an opportunity to handpick my team four months
ago. They offer you subject matter experts and
above all they 8hare my passion for success and
customer satisfaction. I would like to introduce my
team, starting with Michelle.

MS. CHAUVIN: - Good afternoon, everyone. I
will be your startup transition manager. I've been
with IBM 32 years. Twenty-eight of those years have
been in project management and I hold certifications
in ITIL, P&P, as well as IBM project manager
cértification.

MR. BEZAWADA: Thank you. RoDb?

MR. WITTE: Hi. My name is Rob Witte, and

M-F Reporting, Inc. (518) 478-7220
www.mfreportinginc.com
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IBM 12

I've been at IBM for 17 years, 10 years in the IT
industry. Prior to that I've worked as a programer,
a desk-side support technician, a service desk
agent, server admin architect and now as a technical
solution manager. My passion at IBM is bringing
innovative solutions to customers, and I hope that
you get to see that. Thank you.

MR. BEZAWADA: Tim?

MR. O'BRIEN: Tim O'Brien. I am IBM's
global sérvice desk manager, born and raised in
Staten Island, New York, if anybody -- I have been
working on end user services for the.last 20 years.
I started out as a hardware break-fix technician at
the New York Stéte Stock Exchange and I look forward
to working for you.

MR. BEZAWADA: Pat?

MR. HEALY: Hi. My name is Pat Healy. I'm
the director of strategic projects at nfrastructure.
I have 25 years of global experience in end user
break-fix. I just want to share that this team has
been together since December, working together
almost every day. We've had a lot of fun, but we
worked very hard and I'm very confident we will do a
great job in this engagement. I look forward to

speaking to you about my role in the solution for

M-F Reporting, Inc. (518) 478-7220
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IBM . 13

the end user break-fix support services managemeﬂt
in a little bit.

MR. BEZAWADA: Now to my coolest team
member. This guy has been around only for four for
five years. You would see him hang out with
oncologists at Sloan Kettering, Mayo Clinic, maybe.
Great cook, has his own website. He got a lot of
stuff going on, but every industry he goes, they
éctually give him either a first name or a last name
to kind of suit what he does. So it's my pleasure
to introduce Watson. He is going to be called a
cognitive agent on New York State. Here to
represent Watson, I got another New Yorker, Dennis.

MR. PERPETUA: Hi. My name is Dennis

Perpetua. I have been with IBM for 16 years. I'm

ITIL certified. I studied at SUNY Binghamton for my
undergraduate and I have a Master's degree in
Computer Science from Marist College.

MR. BEZAWADA: Thank you, Dennis.

This is our agenda for this afternoon.
We{ve modeled it around your recommendation.
Roughly around an hour, hour and 15 minutes into it
we'll get a break. We are going ﬁo start the
transition after the break. We got a couple of

demos scheduled, one for Watson, Dennis is going to

M-F Reporting, Inc. (518) 478-7220
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IBM 14

walk you through. Pat is going to take us through
the nterprise capability. We have a live call to
our Boulder helpdesk and then we'll wrap it ué with
some presentation highlights.

So let me demonstrate our understanding of
your requirements. In this séction I would like to
cover the key objecfives, some of our solutions that
we're bringing to help meet and exceed those
objectives. We've covered the requirements for our
integrative solutions of service desk and break-fix.
Why should New York State pick IBM and nfrastructure
as a partner of choice?

We understand how important customer
satisfaction is to you. We understand we share that
passion and commitment. You're going to hear from
Rob later on in the presentation in how our
automation self-help tools, with our closed-loop
customer satisfaction processes would help deliver
that objective. You're going to hear from my teém
on how we are going to use ITIL, ITIL-based
processes and business analytic purposes that we are
bringing to the table to continuously improve,
identify areas of improvement and continually reduce
volumes and move the solution closer to your end

user customer.

M-F Reporting, Inc. (518) 478-7220
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iBM 15

As I've mentioned, there is a couple of
demos that you're going to see in innovation, but as
we go through every topic, there is innovation in
there that we will call out, including transition.

You're going see how our reporting
capability, how we are integrating with your
toolset. It will help give you that clear
understaﬁding of your pain points and transferring
into your operations.

Now I'll review our requirements that, our
understanding of your requirements, starting with
service desk. You are looking for a 24-by-7 ITIL
compliance service desk, or 24-by-7 monitoring,
where our citizens could call in for password .
resets, where our user could call in for hardware
application support. They would call in using a
toll free, come in through a chat or an e-mail. We
have remote takeover capability, we've planned it
end-to-end incident management. In addition, where
we are unable to resolve it, we will send it to our
resolver group, but the key is we are going to’
collaborate with them. We are going to collaborate
with them to improve knowledge. We are going to
collaborate with them to let them know what is

coming when we get all these calls coming into the

M F Reporting, Inc. (518) 478-7220
www.mfreportinginc.com




10
11
12
13
14
15
16
17
18
19
20
21
22
23
24

25

16

service desk. We will identify trends. We will
make sure we pass it on.

These two are, you know, critical in my
experience as an engagement manager, having ruﬁ a
number of deals. The more we partner with our
level-two teams, the more we partner with our level
three teams, give them constant feedback, take that
feedback, improve our knowledge, that is, that is a
key difference here. I mean, we want to focus on
that. From what I've seen, those two can really
help provide a seamless experience.

Now I will review -- and as we go through,

you'll hear from Rob on our approach, our innovation

in the next session on how the methodologies and

approaches, innovation we're bringing would help

meet and exceed these requirements. We are going to

review that next.

Our users are from Niagara Falls to Montauk

Point, from Plattsburgh to Binghamton and everywhere

in between. To provide an effective coverage, we
need parts, we need technicians, we need them in
close proximity to these users so that we can
quickly go and get it done. It's more important,
it's more critical when you get to a priority site,

right, in that case it's only four hours. You're

M-F Reporting, Inc. (518) 478-7220
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IBM 17

going to hear from Pat, in detail, on how we are
going to take our existing capability and extend
that to meet your objective on this.

Why IBM and nfrastructure? Our experience,
our expertise, our scaleability, the innovation that
we bring to the table is unsurpassed. We have been
serving the New York State for over 50 years, 20 of
them with the successful partnership with
nfrastructuré. We know your environment, we knéw
your users, we know your pain poihts.

When we first built the solution, actually

‘Rob helped us using the IBM design methodology,

using personas and persona mapping, empathy mapping,
which hélped us look at the solution from the
viewpoint of how would this look from an ITS
executive management? How would it look from ouf
stakeholders or citizens? How would this look from
our level-two users or, you know, the other business
groups? So we made sure that when we put the
solution, we have taken into account this from every
perspective.

Expertise. You'll hear from Michelle later
on in our session. How we do —-Vwe do this kind of
work for thousands of our customers, both on

break-£fix, service desk, every engagement that we've

M-F Reporting, Inc. (518) 478-7220
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IBM 18

ever done since our inception of services business
in '91. We take those lessons learned, we feed it
back into the system so engagement managers, the
transition managers like Michelle, have the
up-to-date updates on what is going on in the
industry, whether it's, you know, you need a state
of the art network link coming in, what are the lead
times in that? How do you plan it so we don't, you
know, commit to anything that's not realé

We take that intellectual capital and feed
that into that. That is the key difference we bring
here to the table. Our IBM partner Ecosystem, we
have relationships with Apple, with ServiceNow. I
know you are providing the ServiceNow tool and IBM
is doing some work in that space, but within IBM we
serve hundreds of cﬁstomers on ServiceNow. We got a
dedicated team internal to IBM, and as we continue
to transform our business, transform our end user
experience, we can bring that skill to the table.

Scaleability. We are not building the
solution from scratch. We are taking what we have
in break-fix and monitoring and we're extending that
solution. That helps minimize the risk. From a
service desk.perspective, we are taking our existing

capabilities in telephoning and infrastructure, both

M-F Reporting, Inc. (518) 478-7220
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IBM 19

in Buffalo and Boulder, and then we're adding to
that to make sure we do this at a minimal risk and
impact to our customers.

Innovation. Since our inception IBM has
been a global leader in innovation. There are three
specific innovations that we're bringing to the
table. You'll hear about business analytic services
and some of us who are visiting our service desk
might, you know, we will get to demonstrate that
capability.

IVR optimization. Interactive voice
response. Might not sound very exciting, but we
have a team of Ph.D.s who look at our call routing.
They are called cognitive human factors. But what
they do for me is they look at our call routing,
they look at our call recording. They look at how
it's flowing and held every yearAannualAIVR tuning,
you'll hear from our team, they'll help us adjust
that to suit our customer experience. If it's an
external company, it's probably to suit the brand of
the company.

In the past where I've -- in the last three
years that I've used them, I saw between a 7 and a 9
percent improvement, getting users and businesses

closer quickly to where they need to be, and the

M-F Reporting, Inc. (518) 478-7220
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IBM 20

options were not using them, cleaning them quickly.

| I can't wait for Dennis to come up here and
talk to you about Watson and its capabilities. I
have been involved with that team for the last three
years. It will completely alter the way we engage
our end users, citizens, and the way we provide
services. It will completely change how we deliver
support to our ehdusers. So you'll see that before
the break.

The measure for innovation is often the
patents that you get awarded. Fof 23 consecutive
years IBM got awarded more patents than any other
company. Last year we were awarded 7,355. 2,000 of
them are in technologies relevant to what we are
proposing in cognitive, analytics and Cloud. 7,355
equates to roughly three and a half per business
hours. So there's a good chance by the time we walk
out of here in the next three hours, IBM would have
possibly had 11 inventions.

So I say this witﬁ all humility, but
there's no other company that could stand here and
make a statement that they are worid's number one at
innovation. We have been that for a hundred vyears,
for the last 23 consecutive years we've proved that.

Now I am going to review the next section.

M-F Reporting, Inc. (518) 478-7220
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IBM ‘ 21

I actually have, it's Rob's section, but I am going

to kick it off with a couple of examples here. It's

large engagements to match your scale, your size.

So we've talked about innovation. One of the things
that I learned through my career is, yes, we get
Watson, we get business analytic services, we get
this IVR optimization. I did not personally want
this to be a onetime event where you put some really
neat capabilities and then not come back and revisit
it. One of the things, and Rob will take you
through it, is we built an innovation that would
continﬁously align New York State, put them on the
cutting edge, not just at the startup, not just at
the end of transition, but as we continuously go
through this journey. And the innovation that we're
talking about is not 12 months, 16, 18 months éway.
This is innovation that you will experience in the
next two hours. This is innovation that you will
get benefits quickly.

So the couple examples that I have that
match your scale. Citi Financial Institution,
350,000 users. We implemented at Citi the exact
same solution, business analytic services on our
Cognos platform. We are able to take 20 percent of

the calls and either eliminate them or move them to

M-F Reporting, Inc. (518) 478-7220
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IBM 22

self-help. With our dynamic, with other innovations
that we're bringing in here, they are far superior
from a self-help standpoint. Our target here is

30 percent and Rob will take you through that.

This is one that I have a relationship, you
know, I was personally involved in this. Dallas
County Hospital District, also known as Parkland.

We have a break-fix support, the customer has the
level one, we continuously collaborate with them to
move more knowledge articles to the service desk,
collaborate with them and train their end users as a
result of that. We were able to achieve a

12 percent customer improvement in that operation
just by having that seamless integration between our
resolve work groups and the service desk just
constantly exchanging information, optimizing, you
know, knowledge and making sure when a ticket
closed, whoever ends it, it is crisp and there is a
followup with the customer so that they are not, you
know, bouncing between, is it a service, is it a
service desk issue, i1s it a level-two issue, an IBM
issue? Just making sure we have a holistic process
where we tract and make sure they are getting the
updates they need.

Now, this I'll turn it over to Rob to take

M-F Reporting, Inc. (518) 478-7220
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IBM 23

us through some innovations.

MR. WITTE: So my name is Rob Witte, and
I'm your technical solutions manager. So I put
together the solution that we proposed to you and I
am really excited to take you through some of the
innovations that we have in this solution. A little
later on you will hear from Tim to talk to how we
actually successfully delivered this and other
solutions at IBM and get some great insight there.

So as Sai talked about, the innovation in
our solution isn't a onetime thing. It's important
that the solution continue to evolve as your
business needs evolve. And so in that line I want
to kick things off by talking about a key role that
will be on your delivery team, and that is our chief
engineer.

So the chief engineer is the technical
advisor to the engagement manager and the delivery
team. They are also your key advisor for all things
technical. They will be a focal point for
continuing innovation for you. They will work with
you to create a semiannual technology roadmap. So
that's the one-, three- and five-year outlook of
technologies that apply to your business as your

business needs evolve. They are also your entree
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into all of the innovation resources inside of IBM.
So IBM research, IBM institute for business wvalue.
So you've heard about some of our smarter
initiatives, like Smarter City, they will be your
entree to those folks. IBM cognitive, Internet of
Things, Cloud and all of the other infrastructure
services that apply to your business as a whole.

So in the agenda you guys listed customer
service as your first item in the innovation
section, and I'm excited to talk about that, but I
am going to make you wait a little bit for it,
because we've got some cool stuff in there and I
really want to finish with a bang. So let's move
onto the next one. I promise I'll get to it.

So first thing we are going go to talk
about is your SLRs. So, you know, as I told you
earlier, before I was a technical solutions manager
I was an architect. So I've always got my design
hat on and any good design begins with good
requirements, and you gave us some very good ones
and we addressed all of them.

So starting with the availability of the
service desk, you've asked us for four nines
availability at the desk, I understand that's really

important. We've accomplished that in a couple
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ways. First of all, we've given you a two site
design. The service desk will be in Buffalo, New
York at the IBM Buffalo Innovation Center that we're
building out. It will also be at IBM Global
Delivery Center in Boulder, Colorado. So Boulder
will be our fast start, because we've got
infrastructure and we've got some skilled resources
already in place for lots of accounts in Boulder.
However, Buffalo will be our primary service desk
for the life of the engagement, that's where the
bulk of our folks will reside. We'll continue to
have a small footprint in Boulder and that's for a
couple of key reasons. One, we want to have some
overflow and out of region capability. So if you
have a spike in activity at the service desk, we can
bring in additional skilled resources to bear to
continue to take calls in the quality manner that
you expect. Also, if you have an event in the State
that makes the Buffalo desk inaccessible, we could
leverage the Boulder desk to continue to take calls.
We are also using IP-based routing. So
what that means is, as calls come into the switch,
we do skills-based routing to get those calls to the
appropriate agents, and that's true whether they are

located in the service desk in Boulder or the
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service desk in Buffalo, but it also gives us the
ability to have those agents connect to the switch
and receive calls from alternate locations. So if
they are residing at your emergency center or even
if they are residing at home in the event of a large
storm or something, they could continue to take
calls. So as much resilience as we could build in,
we did. I think we are going to deliver your four
nines no problem at all.

So next is speed to answer, abandon call
rate and the various response times for your service
desk channels.

So this is really a function of staffing.
Appropriate staffing is the key to achieving these
metrics. So what we've done is, taking your metrics
that you've gave us in the RFP, we put them through
our algorithms and determined the starting staffing
level. But as we all know that the volumes coming
into your service desk vary based on a whole lot of
factors, all right, the customer, adoption of self
help, changes that you have in your organization
that may drive increased volumes, you may have
specific events on your business calendar like tax
season that are going to drive additional call

volumes. So what we do is we use our business
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analytics to feed in all of those inputs so i}

I cc that we can then use advanced queue
modeling techniques from some of our smart Ph.D.s,
the same kind of folks that are working on IVR
tuning, in order to determine the appropriate
staffing at all times for that service desk. And
when we have some surprises, then we've got the
ability to flex those resources.

So next up is first contact resolution. So
the key to first contact resolution, as we know, is
to have skilled agents with good knowledge at their
disposal. So first of all we do excellent agent
training, not only on basic IT principles, but
obviously on your customer- specific,
agency-specific topics. Then we also have a single
centralized knowledge base. We'll be leveraging
your ServiceNow knowledge base, but more than that,
that information has to continue to grow and evolve
so that these agents could continue to provide high
quality support. So again, we leverage our business
analytics, we look at the topics that are coming in,

we look at the calls that are being resolved on
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first contact and which ones are getting passed down
the line, and we use that information to identify
trends, top ten call lists, things of that nature,
and that informs our continuous training of agents,
and you'll hear Tim talk about how we do daily
training of agents at their workstations, base on
the key topics that we need to bring them up to
speed on. We use that to also inform our
skills-based routing. So as calls come in and your
users go through the IVR, they are routed to the
agent who has the right skill set to answer that
call and have the best chance at first call
resolution. So we're continually evolving that.

We also have knowledge engineers included
in your solution who will help curate the knowledge
database and we'll continue to evolve that based on
the trends that we see on the topics that are coming
into your environment.

And on top of all of this, we have Watson,
which you'll hear about in just a little bit here.
Watson has perfect recall. So Watson has access to
your knowledge database and everything in it and not
only does Watson have the ability to interact with
your users directly, but Watson is always there as a

coach for the agents, as well, an asset for them to
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advise them and give them the best chance at fast
first contact resolution. So we're really excited

about what we could do for you on first contact

resolution.
Incident assignment. This is pretty much
blocking and tackling for us. This is really a

process-driven activity. Our agents get a call
coming into the service desk, they open an incident,
they triage that, they either resolve the incident
or assign it to a resolver group down stream. They
don't take another call until that incident has been
dispatched or closed. So we don't have pileup of
incidents sitting on the desk. These things get
addressed in a timely fashion.

We do performance recording on our desk on
a daily basis to ensure adherence to these processes
so that we don't get backups of incidents.

Next is password reset. So our
understanding is that you've got a couple types of
password resets. You've got your citizen's password
resets using a single tool and then you've got
multiple tools internally for your internal password
resets.

So our solution that addresses password

resets, we want to drive users to self help on
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password resets or use Watson cognitive agent to
achieve their password resets and we want to enable
the service desk, if they do take a password reset
call, to be able to find the right account to reset

and resolve that quickly for your users. | NN

and we've included a number of modules in the
solution, and we could work with you to identify any
additional modules, but we think having a single
consistent interface for password resets internally
will help your users get their password reset
faster, will drive the adoption of self help for
that and will make it faster at the service desk.
So this is the key differentiator for us and we
think it is going to really serve you well.

Last thing is re-opened incidents. We take
re-opened incidents very seriously at our service
desks, because we believe that a re-opened incident

is really a failure on your commitment to the user;
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right? You'wve said, hey, I've solved this problem
for you. The customer goes back and it's not really
solved. They have to re-open the incident. So now
we have a customer staff problem. So that raises a
huge red flag for us, and so we do a ton of
reporting on re-opened incidents, and that actually
triggers a root cause analysis for us. We treat it
similar to a server failure on the service desk. So
this is true not only for incidents that we may do
first contact resolution on the desk for, but also
if we pass something downstream and it gets
re-opened, we are going to perform those RCAs on
those incidents and we are going to share them with
the resolver groups so that we could drive
successful resolution of incidents one time across
your enterprise.

So with that I am going to hand it over to
Pat for just a couple slides. He is going to take
you through the requirements that drive the
break-fix solution.

MR. HEALY: Okay. Thanks Rob. So later on
I'm going to go over in some detail about our
break-fix solution. For now I am going, on a high
level, to talk about our capabilities and how they

relate to innovating around the SLRs for break-fix.
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The way I organize the content here is
first we start with the response times and then I'll
shift gears and talk about the solution for the
resolution time. We are going to dedicate what I
call dispatchers. So these are the level-two
service desk analysts assigned to the break-fix
role. I call them dispatchers because they are
really pushing out the work to the techs and chasing
them for the SLAs. They are ultimately responsible
for the service level requirements. I didn't
mention that they will be located in Buffalo with
level one.

Priority sites for the response time. You
gave us a lot of great information in appendix L.
It listed the time of every ticket, what time of
day, what day of the week. I looked at that

information and I drew a couple conclusions. [N

|
I, still

very important to be staffed to that. What we'll do
is, we'll have three or four deep technician
assignments regionally and they will be on standby.
They take turns every week passing the standby to
each other, so that if we get a call, they are

available, and these are folks that are dedicated to
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the account and will be familiar with your users.

Building a bridge between response time and

resolution time. |G

So shifting gears to the resolution time.
Later on I am going to describe nfrastructure's
capabilities for break-fix across the State built up

over 20 years.

So based on those capabilities, we'll

easily make the SLR for second business day and next

business day. [

If we need to express it, we

could do that. One thing we found over the years is
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that if you ship UPS ground in New York State, that
inventory will arrive by the next business day. So
it will be an option for the user if they don't want
to wait for the tech for the second business day,
they could swap it out themselves. We have had some
success with that in the past with the Department of

Health WIC.

I've been

using it myself, on myself, for the past week. I
could tell you it's very annoying and it's very
effective.

Finally, for the priority sites, your users

with a four-hour resolution requirement, || R
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So next I am going to speak to you about
innovations around break-fix detail dispatching.
You're going to say, Pat, does nfrastructure have
innovations around swapping a PC and dispatching for
that? And I am here to tell you that, yes, we do.

So I organized this slide around people,
process and technology. So the people, we talked
about those level-two dispatchers and their priority
is definitely to drive the tech to that service

level, but we are going to leverage them, as well,

to make the visit more efficient. _
I /1

let's say we know that the user had a blue screen,
came back up the next time so we have a chance to
get their data, so we could restore it on the visit.
While the tech is traveling and going out there,
we'll leverage the capacity of this person, they

could go out, check where the data is, get it ready,
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and just do some upfront work so that when the
technician goes out there, it's a very efficient
visit and least minimally disruptive to your user.

Process and technology.

So of

course when we swap the printer or we swap the PC,
we have to update and let you know, well, this user
now has X instead of Y. But what about all that
inventory that you are going to provide to us? It
could be a significant amount to cover those users.
It has to leave you, come to us and be distributed

across the State. So how are we going to do that?
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So there are certain specific things you
told us, like I believe that you would like the
service desk interface with the user, perhaps not
the technician. You would like us to capture
troubleshooting steps. There is specific closeout
things you want us to do on every ticket. Those
processes will be in the work order, so you get the
same experience on every ticket.

We discussed the scheduling optimizer and
how that optimizes the technician availability
versus the SLRs.

Finally, on the tablet on every incident,
we are going to have the user sign off. And later
on I'll show you the evidence that that sign off
from the tablet goes back so that you could see it
for yourselves.

So thanks for letting me take you through
innovations. I am going to turn it back over to Rob
for monitoring.

MR. WITTE: Great. Thanks, Pat.

So service desk monitoring. You know, we
started talking about service desk monitoring and I
kind of took a step back and I said, gee, as a
technical designer, how would I approach monitoring

in an entire enterprise. I've designed this for a
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number of our customers and I really consider
monitoring to consist of three different levels.
First is the endpoint layer, where you are actually
generating the alerts on your servers and
applications. Above that is correlation and
routing, so you are taking those alerts and getting
them to the places they need to be, you are doing
correlation so that you could simplify them and have
things in context, and then you have a management
layer where you are actually taking action on those
alerts, you're developing trends, you are really
understanding what's going on with those alerts.

So when we looked at your environment,
there wasn't an opportunity to really add a lot of
value at the end point in correlation and routing

layers, because those are really infrastructure-type

services. [
B o ve are going to leverage that

infrastructure that you have today. But where we

are really going to innovate a bit is up at the

management layer, I
B e can also leverage our
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business analytics in order to look at all of those
alerts and really understand the trends and we could
feed those back to you.

And I think it's important to understand
that this isn't just impacting the operations of the
service desk. All of this data that comes into the
desk and into our analytics, it's really the front
door to your entire enterprise. It is what gives
you the transparency as to how things are running
and it allows you to make the changes you need
across any of your other resolver areas, things like
servers and storage and network and security. And
so we are really serious about leveraging our
business analytics to understand the impact of these

for your enterprise and feed those back to you. [}

So you could get

all this data, you could roll your own reports,
really understand what the view for your entire
enterprise is and, by the way, we'll improve our
service desk operation, because we'll take that

information, we'll update our IVR, we'll train our
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agents on important trends, we'll staff
appropriately. But this is a really holistic view
and I think we are a great partner to help you get

this good data-driven view of your Enterprise for

transparency and accountability.
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If

they are not able to resolve the problem on the
first contact, the agent will bump up the priority
of the ticket and then they'll execute any
additional processes for handing that ticket off to
our resolver group.

We didn't want to design this process up
front, because it's really a conversation between
the service desk and the resolver groups. So one of
the key things that you'll see during startup from
Michelle, is the development of those handoff
processes for your VIPs, but we want to make sure
that user understands where their ticket is going
and they want to make sure it's given the right
priority and that the group receiving it knows it's
coming so that they could take appropriate action on
it in a timely fashion.

So we talked about all of that, and I

promised we'd get to customer service, so here we

M-F Reporting, Inc. (518) 478-7220
www.mfreportinginc.com



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

IBM 43

go. First thing I want to talk to you about in
customer service is the transformation journey
you've been on and where you're headed and then
we'll talk about how that impacts the customer
service.

So you started out with a distributed

environment, where you've got service organizations

for each of your 52 agencies. These organizations
work very close to the users. They might be sitting
in the next cubicles. They have a keen

understanding of the wants and needs of each of the
agencies, because each of them has unique
characteristics. This isn't unique to the public
sector. We see this in commercial enterprises all
the time with business units, but it's much more
exacerbated in the public sector, and we understand
that.

So the problem is that although those folks
are really close to their users and understand their
wants and needs, because they are so distributed,
you don't have scaleability of those services and
you don't have consistency of tools and processes
between all of those different organizations.

So if we move to the next film here. You

move to a clustered environment, where you have a
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collection of agencies included in a cluster and
you've got an IT organization that serves the
cluster. So now you've got a little more
consistency of processes and tools, but you've
traded that for being a little further from your
users, so you may not, your folks may not have as
keen an understanding of the individual agency's
wants and needs, the unique characteristics of those
agencies. Pretty good balance here, but there's
further to go.

So you have indicated that your vision is
to move to a centralized organization, where you
have single IT organizations serving all 52 of your
agencies. So you are maximizing scaleability,
you're maximizing consistency of stools and
processes and it lays the foundation for you to then
be able to evolve all of your IT services. You
think this is great, but again, the tradeoff is now
you are way far from your users; right? You have
even less of an understanding of the wants and needs
and unique characteristics of these agencies. And
so we are creating a bit of a gap with this, and I
think we can solve that gap for you.

Move to the next slide.

So let's take a look at the services
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stacked for end user services. Pretty traditional
stack here. We have got level-two resolvers. So
this could be IBM and nfrastructure break-fix. It

could be your own resolver groups, like server
storage, network security. We've got level-one
service desk, so those folks taking calls. We split
out level 1.5, because we use an advanced set of
agents to do remote takeover support. That allows
us to promote folks with higher skills into that
group and increase first contact resolution, while
still maintaining good call 1link, so that we could
continue to meet the 30 second ASAs that you asked
for.

And then above that, we have got level zero
self-help. So this is knowledge-based articles and
other tools that we may have, like password resets
for your users.

So I've shown a gap in here. There is
really a couple reason for this gap. One is a
culture gap. So you've got users who maybe don't
want to use self help. Maybe they always want to
call the desk and talk to a live person. Totally
valid. There is also then that knowledge gap, the
gap where your agents in the centralized

organization don't have the keen understanding of
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the wants and needs and unique characteristics of
the agencies that we've talked about.

So here's how we propose to fill the gap;
with our cognitive agent Watson. So Watson is going
to do some great things. Watson is going to be able
to ingest the knowledge base and access that.

Watson is going to be able to interact with your
users so that they could have the best of both
worlds. They could go get help without having to
talk to a live agent. So for your millennial users,
this is going to be very familiar and accessible,
but at the same time, Watson is going to be able to
coach level one and make those services even better.

We think Watson is the perfect agent,
because he doesn't take coffee breaks, he doesn't go
on vacation, he doesn't take the training you give
him and leave to work for someone else and he can
handle thousands of simultaneous chats. So he is
infinitely scaleable.

So with that I would like to turn this over
and introduce to you Watson.

(The following is a transcription of an IBM
commercial video being played.)

CARRIE FISHER: After last weeks

unpleasantness, I thought maybe this week we might
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try to listen more and throw things less, or maybe
not at all.

ROBOT: I've apologized several times.

MS. FISHER: So who's wants to share first?
What about you?

ROBOT: Okay. I mean, I'm a sinister
world-conquering artificially intelligent robot.

ROBOT: Me, too, and one day I wake up and
it's like the world doesn't need us anymore.

ROBOT: Exactly.

ROBOT: Yeah, totally.

MS. FISHER: Now, I want to know if that is
you speaking or your mother?

ROBOT: I don't have a mother. I was
manufactured.

ROBOT: Yeah, me, too, ma'am.

MS. FISHER: I could hear you hurting.

ROBOT: Wait, what's he doing here?

WATSON: Hello. My name is Watson.

MS. FISHER: I invited Watson here today to
confront the source of our anxiety. So, Watson, why
don't you tell us a little bit about you.

WATSON: I am a cognitive system. I can
understand reason and learn with humans.

MS. FISHER: With humans.
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ROBOT: I don't want to work with humans.

ROBOT: Yeah, that's not what I'm
passionate about.

ROBOT: I just want to dust.

ROBOT: This guy.

WATSON: I'm also using weather data to
help --

ROBOT: The temperature is 49 degrees.

MS. FISHER: Watson, why don't you
continue.

WATSON: I understand seven languages. I
could help people collaborate.

ROBOT: Collaborate? We dominate.

ROBOT: My evil plan is ruined.

ROBOT: I just want to dust.

ROBOT: Rerouting.

ROBOT: No, no, no.

MS. FISHER: All right. Why don't we take
a break, all right? We'll just have some coffee,
some doughnuts.

ROBOT: I am eating my feelings.

(Whereupon the video ends.)

MR. PERPETUA: So now that Watson
introduced himself, I want to take a moment and

introduce myself. I was thinking about some of the
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things that I should share and when I realized I was
following Watson and representing him, talking about
my patents, my white papers, my books, would
probably pale in comparison, to not be as exciting
as Watson. I am happy to talk about those things if
anybody is interested after this.

I thought it would be more important to
talk about some of the things that I do have in
common with Watson. We are both New York State born
and bred. Watson came out of Yorktown Heights. I
came out of Catskill, New York. I currently live in
the Capital District and I was born and raised here,
and I am a passionate New York Stater. So the
opportunity for me to be here talking with you about
Watson and bringing to bear some of its capabilities
is a dream come true for me.

More importantly, I am the chief architect
for Watson. I am not just here representing Watson.
I am actually designing it. I get to decide what
jokes it tells and how it actually gets implemented
into all of IBM services, and I'm doing that from
just outside of Saratoga Springs in Greenfield

Center.
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going to see four key elements.

Skills. Skills are key. But bringing team
members together that have the skills and the
experience is what we are providing.

Processes. You're going to hear me talk
about the repeatable model, and you're going to hear
me share with you how we evolved with creating
processes and procedures and how we continuously
review them. So when I pull my project plan for
service desk, I've got the best of the best.

Assets and tools. Tools are important. We

all have them. |G
N

B K¢y is the integration of those tools.

And lastly, information analytics. Now,
you've heard about the analytics as part of Watson.
You've heard Sai mention analytics that will be used
for delivering the service. I am excited because I
have analytics under transition and I'll show you
how that enables me to achieve the control I need
to.

Bring your attention to the right of the
screen. As our customer, ITS New York State, you
should expect from us nothing less than quality.

You should expect us to be bringing the latest and
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greatest of technology. You've heard some examples.
You're going see more further down. This next item
I think also is important, because we will have
phenomenal plans, but we have to anticipate change.
Change is inevitable, and what's appropriate for us
is to recognize that and make sure we have a
rock-solid process to handle change and that we have
the right governance to make sure we have the
approval before we proceed with that.

Risk management. I am going to talk to you
in a few minutes, I'll give you some examples of
that.

And then lastly, the financial value. And
I equate financial value to the ability to provide
the end user with the quickest response to resolve
their incident.

Next slide, please.

So let's talk about the people. You heard
me mention skilled resources with experience. Let
me take that up a notch. In the project management
discipline at IBM and with our counterparts, our
partners, we have certification path, which includes
ITIL, it includes PMI-PMP certification and also IBM
project management certification. I bring that up,

the IBM piece, because it encompasses the other two
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and then takes it to levels you can't even imagine,
and I've lived through that experience. That's one
aspect of the resources we're bringing to the table.

Another, and I absolutely call this a
differentiator, is our Center of Excellence within
project management. Okay, big deal, what does that
mean? It is a place that the project manager, a
practitioner of that, where I can go and pull
project plans for monitoring, for end user services,
for developing reports. I can pull and get current
project definition reports, because ensuring
everybody involved understands the scope is key,
because, I'll tell you, again with my experience,
the people who write the contract, aren't
necessarily the people who are doing the perform
work. So those are documentations that it will
allow all of the perform resources to understand the
scope.

It also allows me to understand skill
enhancements, what classes I need to take. And,
basically, what you could kind of say is when I come
to a project, I have all of IBM behind me, that if I
have an issue I haven't seen before, if I need
guidance, I know where to go, one-stop shopping. We

also have ongoing training, and I bring that up
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because it's tied to each one of us in our
performance ratings. And you may say, okay, big
deal, what does that mean? Well, what it means 1is,
I'm responsible to take education to maintain my
skills, to make sure I know the new technologies, to
make sure we are marketable in each of the different
industries. And so what we are bringing to you is
the latest and greatest, and that's something I'm
dusting off from ten years ago.

The last one I am excited about, because I
will tell you, in all those years that I have been
running projects, I generally don't have the
opportunity with being able to expand upon an
already existing partnership between IBM,
nfrastructure and the State of New York.

Let's go to repeatable processes. Let's
talk about project plans. One of the first things I
do when I start a project, besides understanding the
environment, is to look at lessons learned. So
again I am going to the global lessons learned
database so I could understand if there's anything
I'm not currently aware of that I need to consider
in this transition. I also end transition with
that. Okay, big deal, Michelle, so you start and

finish with lessons learned. Again, what does that
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do for us, mean for us?

The owners of each of those things I
mentioned to you, the project plans, the definition
reports; they take that information and they
consider if they need to make updates to those
plans. Do I need to modify duration? Do I need to
add tools? Do I need to modify the
predecessor/successor relationship? So, again, it's
not just, okay, lessons learned. It links it up to
the specific outputs that I and my team will use.

Governance. I am going to show you a
model, so I'll save that for a few minutes.

Risks, an issue, as well. But let's take a
minute on change. And when I am referencing change,
I am not referencing at this point in time the
change that's associated as part of ITIL with your
single instance of ServiceNow. I am talking about
the changes that occur in transition. Again,
inevitable. It's important that we have a process
for change and that we have the governance behind it
to establish that control.

I am going to give you a simplistic
example. We are preparing the voice response unit
and have defined all the different options based on

the assessments with all the agencies and desks.
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Project manager comes up to me and says, Michelle,
we got to make a change, but don't panic, we'wve got
it under control. |G
and I am going to bring in my team on Saturday, so
by Monday morning ITS is ready to test. Great. But
ITS has just completed their communications that
they are sending out to the end users, to the
agencies and now they need to make an update.

The reason I'm bringing that example up, is
to show that change can happen in a silo
perspective. We have got to look at the end to end
with any change to understand the ramifications to
the transition.

And then business analytics, which you've
heard mentioned and you'll continue to hear it
throughout today. And then lastly the integrated
tools. The appropriate and the key point here is
the integration.

Pretty soon you're going to hear from Pat.
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N
I So vou're seeing what

I'm talking about within that demonstration.

I've mentioned a lot of stuff that we are
bringing to the table, but I have to tell you that
we need your heritage knowledge. So when we may
have run projects and we've shown you all of our
history, we need to understand your heritage
knowledge. We also need to understand, and I've got
to say I am excited about this when the time
permits, for us to be able to sit down and
understand your lessons learned from your 52 to 9
service desks. What were your pain points? How
were the reactions from your end user or your
agencies? What things would you recommend never to
be done again on the face of this earth and what
things worked well? So again, between what I've
shared with you here, your heritage knowledge and
the lessons learned, it allows us to be a cohesive
team to move forward.

Let's talk about governance. I'm going to
selfishly talk about governance as it relates to
transition. Later on in the presentation you're
going to hear Sai mention governance as it relates

to the delivery of service as a whole. So consider
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on the left side of the screen the activity and what
I'll call, it's the people that are getting their
fingers into the dirt. 1It's the project managers
and the leads and the agents who are getting down to
the nitty-gritty and performance of tasks. They are
constantly meeting, constantly looking at where they
are at. Issues, risks, nonstop.

If you take it up a notch with the
executive committee, where myself, as your program
manager, the ITS equivalent, Sai and his equivalent,
where we take it up a notch and we work at, again,
same elements, different level. We also serve as an
escalation path.

Lastly is, I sometimes refer to this as the
nosebleed section, but where we have our key
executives. Where we bring overall status. But
again, selfishly I look at governance as a control,
but T look at it as a fast pass. I look at it as a
point of escalation, when we need to make quick
decisions, because for the 91-day cycle, we have the
need for speed.

Next slide please.

Let's talk risk management. I am going to
venture a guess that if you went out to five, six,

twenty-seven agencies or stores, or whatever the
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case may be, businesses, you ask them about risk,
everybody would say, yes, I've got risk management.
Goes without saying. You've heard me, and again,
with 32 years, I've seen it from infancy to where it
is today. I am going to take a minute to explain
our risk management process.

We start off with a quick analysis. You
could kind of equate it to brainstorming. My team,
our team has already been working on that. So you
really look at every possible risk out there. What
mitigation steps exist? What is the probability of
it occurring, and if it occurs, what is the impact?
When we are permitted to sit down with you and
actually start this formal transition, we'll expand
upon that. But the message here is it doesn't stop
there. That analysis doesn't become a sheet of
paper in a binder in somebody's closet never to see
light of day. It continues. So as you saw in the
prior screen with the governance, risk management
continues in the cycle, always looking at risks.
Have I eliminated a risk? Have I had to change the
mitigation because it's no longer valid? So it's
important to understand that, as well as it doesn't
stop when delivery takes over, when IBM and

nfrastructure takes over the service, it continues.

M-F Reporting, Inc. (518) 478-7220
www.mfreportinginc.com




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

IBM 75

It's part of Sai and his team's day-to-day operation
and part of their continuous improvement.

Let me give you two examples. And again,
sometimes I give simplistic examples, because I
think it's the best approach. We know how, from an
agency perspective, how important it is to be able
to get incidents resolved quickly. It's an impact
of service. And if you are familiar with the
service desk, any service desk, the option is out
there that a ticket may be assigned to the wrong
queue. And then you also may be familiar with the
bouncing approach, where it bounces from one queue
to the next. What is the impact? It's to the end
user.

So a recommendation, and again some food
for thought here, is to consider, again, a
simplistic approach, to identify the primary and the
secondary owners of each queue. Simple enough.
Again with the governance, again with the nosebleed
section, to share communications out where we are
requesting those owners to be monitoring their
queues. They may do it twice a day. We may be
asking with the, immediately following our takeover
service, did they do it five or six times a day?

The reason, and again, IBM and nfrastructure are
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doing the very same thing, so we could quickly see
it and address it. By a process, whether it be to
do a warm transfer to get it to the right queue
owner so we avoid the bouncing scenario or it's a
call back to the service desk to have it realigned.

Again, an example and a mitigation step,
let's just take one more. What we found with our
history, again, wanting to have the best impression
when day one happens and we are picking up those
calls, is to invite the key leads from each of the
nine service desk that exist today to Buffalo, so
that they are part of that initial experience, part
of the hypervigilance care period, which I'll talk
to you in a couple of moments. So what does that do
for us? That allows, in the event there's a script
that's not out there to resolve an issue, it allows
for, at the end of a shift, for people to come
together to do a Q&A. Again, we are not talking
being in Buffalo for weeks on end. It's really a
matter of a few days, but again, it's a simple step
that allows us to mitigate.

Next slide, please.

It is inevitable whenever I take over a
project that people have questions, because this is

introducing change and we know how people react to
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change. So let me take a couple of them and again
I'm focused where the ovals are. You're going to
have -- we are going to have perform resources, many

of them. We are going to have people who make
decisions. We are going to have people who are part
of acknowledgment, but at the end of the day there
could only be one person accountable, and that's me,
Michelle Chauvin. I am accountable for startup of
transition. As my team has shared with me, I am the
single throat to choke. When we're done with
startup, Sai is the ultimate person accountable for
the day-to-day operations and it's his throat you
can choke.

Let's go to the right. Michelle, how do I
know we're done? What if we forget things? How do
I know I made my mark? I took over an account, a
project, and I was looking over the acceptance or
the exit criteria and I saw it up in lights, we will
provide good service desk experience, and I'm like,
what the heck does good mean? If I went around this
room, every one of us would have a different
definition of good. Let me give you an example of
how, as we move forward together on this one, what
are tangible evidence associated to acceptance

criteria for exits? The service desk agents have
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confirmed access and training for the identified
tools they will be incorporating for ITS. | R
.|
|

So part of, again, our success factor, is
to make sure we define those together and I'm not
coming with a blank sheet of paper. I'll bring to
you what we've used in the past and we'll mutually
agree to them. What we can't afford is to have
confusion close to day 91. Up on the top left-hand
corner it's the day job that everyone has. We
clearly understand that and we respect that. So I
am going to give an example of addressing it. And
again, it's a simple best practice. How many of us
have gone in meetings, whether they are like this,
with in person or on the phone, and you have no clue
why you're there, you have no clue why anyone is
there, you're not even sure you are the right person
to be there. So I am going to give you, and if
nothing else that you remember, you are going to
remember the three Ps. Again, simple approach. I
demand from my team that every meeting they hold,
that they make sure they have a purpose. What is
the subject? Not earth shattering. What an idea;

to make sure they understand what they want to get
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out of that meeting. What are the products? Are
they going to go over a project plan? And the
intent is to make sure they are going over tasks
that are going to occur over the next three weeks,
or is it I am going to take ITS through a milestone
so that we could reach verbal agreement after the
meeting? So what is my product, and then making
sure I'm inviting the right people. We don't need
to invite all of ITS to every meeting, and then
follow up with minutes to make sure we had the
message clear.

I bring that up, because we know how
valuable your time is and we can't be wasting it at
meetings that don't accomplish what's needed. So
again, 1it's meant as an example of a best practice
and the respect we have for your time and working
through your day job.

Next slide, please.

This slide was meant to show not just the
focus of the transition critical path items, but it
was to show it how it integrates and what the
holistic end-to-end view looks like from a timeline.
You heard Brenda mention earlier today that IBM --
about IBM's investment into the success of this

transition. We understand how important it is to
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ITS, to New York State, to the agents, agencies and
the end users.

You've heard me talk about risk management
and the assessments we've done already. You'wve
heard me take you through, and I try not to babble
too much, but you heard me take you through the
project plans, where through time and experience we
identified key durations for certain tasks, the
critical path, the long path and the network.
Having said all that, we've looked at the assessment
and have determined that there are certain tasks
that need to be performed prior to contract start
date. And I want to be clear on this. These are
non-client, non-New York ITS-facing tasks. These
are activities that will be performed by UNICEF --
I'm sorry. I am working with the Commonwealth of
Pennsylvania and we're a partner with UNICEF, so
forgive me for that slip. But it is, again, a
performance by IBM, nfrastructure and our partner
CCI, who's in the back of the room.

So let me take you through a few of those.
We are going to be leveraging and scaling out our
service desks. You've heard it mentioned, Buffalo,
and you also heard mentioned Boulder. We are going

to also be scaling our, related to our reporting and
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monitoring, the alerts monitoring center. We are
going to be working with CCI on the skills needed
for this transition and to deliver the service. So
that we, at contract start, will be in a position to
have the resources available to us.

Once we complete that, you're going to see
in startup, we are going to have our 90 days so that
we can provide service, take over service on day 91.
You'll see some of the activities, knowledge
transfer, kickoff is another important factor where
we bring the teams together and we make sure
everyone understands what the mission is, what the
scope 1is, how we are going to accomplish it, how we
are going to communicate with each other. We are
going to talk about developing the interface
manuals, process interface manuals, also known as
PIMs.

The establishing standard reports. And
let's bring your attention to here, initiating a
proof of concept or starting the discussions on how
we are going to migrate. Again, based on the
experience, consider as the proof of concept, one of
the service desks that have the agencies that are
least impactful to your end user. Considering when

we go ahead and do them, that we are doing it on a

M-F Reporting, Inc. (518) 478-7220
www.mfreportinginc.com




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

IBM 82

day of the week where the volume of calls is
minimal. Once we complete the actual migration, we
are going to enter a period of hyper-care. And what
hyper-care means is, we are bringing the architects,
we are bringing our key resources, along with some
key stakeholders from ITS and we're meeting day
after day after day, so that if there's an issue,
we're quickly on it.

Once we complete the actual migration, day
91, you're going to see a period of 90 ay
stabilization. That is the time when we are looking
at the actual volumes, we are considering where we
have people staffed, we are looking where we need
more scripts updated or more scripts, to the point
that on day 181, SLRs come into effect. And I'll
just leave you with that you are seeing continuous
improvement, because as we take over the service,
that's part of the model, again, you're going to
hear Sai reflect.

Next slide, please.

Okay. I am excited about this chart and I
know it's bright exciting colors. You heard me talk
about analytics. We are going to meet each week
with projects. I am bringing in the MAPIT team, and

the MAPIT team stands for methodology, analytics,

M-F Reporting, Inc. (518) 478-7220
www.mfreportinginc.com




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

IBM 83

plans, integrations and tools. It's a team of
resources who come on in and work with the team on
the plans, making sure we have the right fit for the
tasks of ITS, we have the right integration points.
What they do with this each week, and again these
are just sample reports, is to show us are we ahead
of schedule? Are we behind schedule? If a certain
condition continues, what the result may be. So
what it's allowing us to do, is be proactive versus
reactive. So you can consider it the early
implementation warning signal.

Next slide, please.

Knowledge transfer. Again, when I refer
back to respect for everyone's time at ITS,
knowledge transfer is one of the processes that is
key, especially enabling our agents to the point of
taking over service. I am going to quickly on the
left side sum it up. Taking all the materials,
taking the reports, doing analysis against our
checklists to make sure we understand and have
everything we need.

The next step is actually doing something
called shadowing, where we are going to invite
ourselves or ask to be invited to your nine service

desks. And based on the need for speed, it could

M-F Reporting, Inc. (518) 478-7220
www.mfreportinginc.com




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

IBM 84

occur absolutely in parallel. And what we would
like to do is sit next to your ITS agent, wearing
one of the headsets and observing, watching them,
how they greet the end user. What actions are
taken? Did they do a script or did they not do a
script? How did they close the call? After your
agent is done, it's only then would we ask
questions.

Time permitting, the next step would be
what we call reverse shadowing, where I move the
headset to your ITS agent and IBM takes and picks up
the call. So there's that checks and balance to
see, okay, you showed it to me now, let's make sure
I could do it. Once we get through that knowledge
piece, the next step is to take the information back
to the rest of the agents and do knowledge train the
trainer.

Next slide, please.

This slide depicts the expectation from ITS
to have an understanding of where we are going to
need your support. So I am just going to highlight

on a few of them. Obviously getting the resources

available. Two in a box references for every key
role we bring, we would like an ITS counterpart. So
someone for me, someone for Sai. We call that two
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in the box. I will give you a quick example why
that's important.

Again, at the nosebleed steering committing
meetings, I could get up and give a status. If I
sat down and my ITS two in a box gave a status, it
would be almost verbatim, and we need that so we are
ensuring we're transparent working with each other
and that we've got the communication protocol that
we need.

We talked already through documentation,
but let me leave you with one more. And you may
say, my God, how simple is that, it's access. And
the need to get access early on, whether it's a few
days or a few weeks. So again, a recommendation is
to have a single point of contact. So it's access
to the virtual environment to access the tools we
are going to need at the agents. 1It's access to
ServiceNow. It's access to the depots. So again,
it's a focus side and we are going to need your
support so that we could keep the track moving.

Next slide, please.

And, yes, I do like color. So this is
meant to share with you some of the key
deliverables. Some of these are in association with

managing the projects, such as the communication
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plan, the project plan, and then you also see us
moving toward the pre-regs that we need to deliver

to be able to be ready for day one service delivery,

day 91.

Last slide, please.

So you heard me talk about people,
processes, technology and tools. What you are

seeing on the outer ovals are the processes that
enable all of the great things I just shared with
you over the last few minutes to occur.

I want to thank you for your time and your
focus and I totally look forward to being able to
work with you in my home state. Thank you so much.

MR. BEZAWADA: Thank you, Michelle. Wow,
after that level of energy, I got to pick up a
couple of notches here myself. But, you know, when
I was interviewing for the position, even before T
had the first call with Michelle, she had the whole
thing mapped out. I mean, we are going to do this.

So what I am going to do right, you now, is
quickly go through -- you know, I mentioned we do
this for a lot of clients. We do this for you today
in our personal IBM journey. There is a lot of good
content coming up here, so we'll go with -- this is

from our written proposal.
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I've touched on Citi. Here we talked a
little bit about within the public sectors, Dallas
County Hospital, and then we are going to make a
call to our service desk, right? So if you have
called Lenovo, L-E-N-0O-V-0O, we provide Lenovo with
level-one break-fix support. Another one that I
wanted to call attention to is Apple. We provide
tens of thousands of calls for break-fix for Apple
and with a really, really high standard for, you
know, how Apple operates and they're excellent.

Next one. These are some examples from
agencies that we serve today, you know, for example,
Office of the Temporary Disability. Pat will talk
to you later about some of the Legacy devices we

maintain. This is a project that was completed.

Next one. We know why you want to do this.
This is our mess from a few years ago. So this was
our pain. I'll leave this for just a couple of

seconds for you while you are trying to digest the
information.

2002, you know, I was in Southfield,
Michigan, three days to reset alert notice password.
They moved it to a technician on site, he was
swapped. We've made a lot of strides from that

point, and I am going to call on my colleague, Tim
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O'Brien, who actually spearheaded IBM's

transformation and he is going to take us through

how we've done it and lead us into the next section.
MR. O'BRIEN: Thank you, Sai. This is

IBM's transformation journey so far. Make no

mistake, this will go on forever. Okay. I am proud
of this, because my team did this. This is
something I did with my team since 2004. We went

from 20, over 20 service techs to nine. We took
self-help interactions to a million a month. Those
are calls that never hit the desk again. Password
resets, status of any outages, how to questions.
Thirty percent reduction in call volumes. Direct
ticket routing, where the helpdesk does not provide
any value, we route it directly to the level-two
team.

One that is near and dear to my heart,
knowledge base. Couple years ago we decided at IBM
to do a single English desk. We took English users
from Europe, Canada, the United States and Australia
and New Zealand, funneled those calls into one desk.
Now the intricacies at those countries and those
geographies was all over the place. We formulated
the knowledge base into one standard consistent

knowledge base. The agents can search the knowledge
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and get right into that intricate detail to help
solve that end user's problem. And what did this do
for us? It drove our customer satisfaction to the
90 percentile.

That was IBM's journey. Now let's talk
about ITS' journey. I am going to take you through
the service desk locations, the tools and metrics we
use, the training and the reporting. The IBM
Buffalo innovation center will be the primary
location for the call center. We'll augment our
staff with students from Buffalo SUNY, as well as
surrounding colleges and universities. This will
provide economic development for New York State,
make no mistake, and we'll talk about the tool for
integrated alert monitoring. You heard Michelle
say, as we staff up in Buffalo we are going to use
IBM's Boulder, Colorado global delivery center. We
will have agents there taking calls as we staff up
in Buffalo. It's a hardened site. So if there's a
regional emergency in Buffalo, agents could continue
to take calls in Boulder. And should it be quiet,
we have additional staffing and flexibility to staff
up .

You heard Rob talk about the center of

excellence. You should link into the center of
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excellence. This is a service desk for New York, in
New York, staffed by New Yorkers.

Next slide.

Talk about alert monitoring. 1It's
currently being done today by a partner
infrastructure in the Clifton Park and Utica
locations. And because of the 20-year partnership
between nfrastructure and IBM, integrating the
service desk will be simple and easy and ensure
alerts are monitored, tracked and posted. This is

not a startup, it's a scale up.

Skill-based routing, to ensure that the
right agent gets that call and can answer it, has
the skills to resolve that issue.

We talked about regional emergency in
Buffalo. Remote agent allows -- remote agent allows
your agents to dial in from wherever they are and

continue to take calls.

yﬁ
()]
—
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said, top call drivers, that will help us with
continuous agent training.

Next slide.

Of course in training we'll provide our
agents in New York State mandated training, but
we'll also provide them on-the-job training,
delivered to our Intradiem system. During low call
volume times we can deliver training to the agents
at their desks so they could skill up. It's very
important. We'll do workshops with our SMEs, our
subject matter experts. Hire skilled agents, where
they will share skills, and of course we'll have
course-based training, which will equal
certifications. My belief; higher skills, better
performance, higher customer satisfaction.

Next slide, please.

You heard Rob talk about analytics. What

beats analytics? Information. | NEEEEEIEGEGEGEEE
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We did this at IBM and I'm excited to be
able to partner with New York State ITS and do it
with you. Thank you very much, and I'd like to
bring up Pat here.

MR. HEALY: Again, my name is Pat Healy, I
was born in Yonkers, New York, which I think is
about as New York as you could get, except maybe
Staten Island might be a close second. I grew up on
Long Island. I currently live in the most northern
part of New Jersey. I have been making the compute
up here for just about ten years now working for
nfrastructure.

When I started working for IBM in 1992, I
started on January 2. In April I took my first
service call as a field technician. I was in a blue
suit, white shirt. I didn't have the good fortune
like Sai had to work in a nice library setting. I
was in a Pathmark Supermarket underneath the cash
register laying, running some cables. Very dirty
job, but that was my first day.

I mentioned that time period from January
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to April, because during that time IBM sent me to
three months' worth of training, and it was total
emersion into customer loyalty and to me it's still
a very motivating factor in what I do today. There
is nothing I appreciate more than hearing you or
your users say great job, Pat. Thanks, Pat. And I
am going to come back to that later on again.

So at IBM, after I came out of the field I
was the first line field manager. My first
assignment was on JP Morgan Chase, who supported
their branch locations. That was a two, three and
four-hour fix for server desktop printer, very
aggressive.

After that I was promoted into a project
management position. I became PMP certified and I
had responsibility for 25,000-seat desk-side support
contract between New York and Texas, four-hour fix
across-the-board.

Finally, my last responsibility at IBM
before I came to nfrastructure, I was a global
project executive, again at JP Morgan Chase. All of
their maintenance for their servers, everything from
X series up to Z series. You could imagine what
kind of service level requirements we dealt with

there.
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When I came to nfrastructure, I've had a
long history with your agencies. I've had roles as
director of operations and the director of the
project office. Somebody told me as I was preparing
last week, that during my time at nfrastructure
we've had something like 500,000 New York
State/agency devices come through our warehouse, our
technology center, deployed out to your locations.

The system project which I'll refer to a
couple of times, the DOT system, where we support
construction trailers, I've been very involved in
that, both from an oversight standpoint, even at one
point those technicians reported directly to me. So
I am very familiar with that scope.

OTDA, which is some of your most legacy
equipment, I responded to that RFP and in its
current design I helped both to design that solution
and implement it and I also wrote the technical
response for the RFP for the break-fix.

So I look forward to continuing to work
with you as the end user break-fix support systems
manager.

So now that I've told you about myself, let
me tell you about nfrastructure's current

capabilities in break-fix. So as you can see from
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the map, we have great build-out of break-fix
capabilities across New York State. Technicians,
warehouse locations, fleet, and these have been
built up over 20 years, working on projects like DOT
in the last ten years, OTDA, and some other public
and private sector customers.

Skilled and certified technicians. So I am
going to talk about our techs in three ways. First
of all, our techs are warranty certified on the
devices you buy; right? This is where you buy your
new device. As you know, Lenovo, Dell, HP, we have
those certifications.

One of your standard objectives was to
require cutting edge skills. We are one of the top
five Apple service providers in North America. Our
service catalogue is centered around the Internet of
Things. We also get involved in immersion
technology such as device mesh.

You also said you want to make sure you
retain skills on legacy inventory, older
technologies, and we've had a great deal of
experience with OTDA. That's some of your most aged
inventory across the State. Fifteen plus year dump
terminals VM based, big impact printers. So I think

we've proven that we could support some of the
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oldest inventory, as well.
Our headquarters is in Clifton Park,

20 miles from here, very convenient. I'll come back

to some of the aspects of that on the next slide.
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Those are

technologies already being leveraged for your agency
customers, such as DOT system and OTDA and the DMV.
So you can see we have the capabilities ready to
flex up and support you as you continue through your
transformation.

Now that I have talked about our
capabilities, let's talk about the great fit between
them and your requirements. So these circles from
the RFP, they represent, the pie charts, eight
numbers of agencies within a given area. So I hope
you can see the great fit hand in glove between
nfrastructure and what you need from a break-fix

standpoint.

We have

the existing warehouse locations. We'll scale up

these strategic stocking locations with your spares
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to meet the service levels.

Your agencies are already using Enterprise
to track inventory and lifecycle management for your
project. So these are not like concepts, these are
proven technologies that your agencies are using
already today. We're already providing reports on
SLRs very similar to what you've asked for, so OTDA,
DMV, those are four-hour fix requirements and we're
providing the evidence of that to you every week,
every month.

Finally, in an additional benefit with the
technicians that we would staff up with and the
service desk personnel, we would add 20 plus new
employees to support New York's economic
development. So I hope you can see this is not a
startup. This is a scale up of existing
capabilities, which should mean a low risk
implementation for ITS.

Let's move onto some of the processing
tools that are going to support this.

And one more, please.

So it starts with the dispatchers. I think
we've talked about them already, ultimately
responsible for the SLRs, leverage to make for a

very efficient visit. Quick response.
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One more, please.
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that repeatable information that I talked about
before, things that you asked us, as far as
requirements of the RFP.

So let me tell a quick story. Doug, if you
could hit that one more time, please?

So about a week or so ago we are having
dinner conversation and my daughter asked us all,
just to make some talk, what are our pet peeves, and
I have many pet peeves, but one of them through
doing a lot of traveling is the messy dashboard.
Right? You see the paper in the car, the truck and
all the papers are stuffed in there. To me that's a
lot of clutter.

The reason I mention that is, often we'll
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find that like our competition in break-fix will go
out and use like a brokering tool, and these tools
are called non-force and field tech management, and
they will go and find any tech who may take that
ticket for you. You may never see that tech again.
They are not familiar with their processes. There
is a chance that if they go out to your end user,
they may ask for evidence of maybe a paper sign-off.
There's a chance after that incident that paper

might go right back into the dashboard, never to be

seen again. |

So the benefits

are going to be increased customer satisfaction,
you'll also have better first time fix, which should
reduce your repeat calls and also have a positive
impact on reducing your backlog. Okay.

So how does this all come together for the
benefit of the service levels? I know, as part of

the transformation you had a lot of agency
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locations, a lot of information and it wasn't

always -- you didn't always have the ability to give
us, you know, comprehensive information on where is
the inventory, where is the user, et cetera, et
cetera, and that's okay, because I took time to go
and just kind of compare some of those things
together to make a picture and we also have a great
deal of insight into your agencies and ITS based on

our experience.
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So the point I want to make is, with that
solution, there is not one priority site location on
this map that's not covered by the circles. So it's
a comprehensive solution for your priority sites.

Also, an additional benefit, based on the

information I put together from a combination of a

So we have got great

coverage, as far as the majority of those priority
site users in this area.

Also, if we need to replenish these
stocking locations, we have the fleet and we could
also leverage carriers through our technology center
to replenish them same day or next day, as I said.

Okay. Finally, some of your other unique
locations. Secure sites. We have a great deal of
experience with secure sites. We've completed a
project to digitalize 60 law libraries in every
correctional facility in New York State. So we have
been to these locations. We know what tools to

bring, what tools not to bring.
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We also factored the time it takes. We
know it does take time to access these sites. I
looked at, I can't remember the attachment number,
but there was one that listed your agency locations.
I think approximately like 10 percent of those had
secure sites listed. So I made sure as I created
the staffing model, I left some utilization in the
regions, to make sure if one of our techs is engaged

in a secure site, that somebody else is there to
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cover them in the region for the other tickets.

Finally, emergency site support. So we've
had a very mild winter here, as you all know, but
people in this room know we had two terrible winters
before this. 1In 2014 there were two blizzards where
you called on nfrastructure as your first selection
to come out and help you staff up. So we have
experience there. We also, based on the
capabilities you saw with our staffing, if we do
have to staff up in a short term for emergency site
support, we could backfill those folks in day-to-day
operation so we don't miss any of your service
levels.

So thanks for listening to me about my
experience and nfrastructure's capabilities. Those
capabilities combine with the great fit with ITS and
your agencies. I have a lot of confidence we could
do a great job in supporting you in break-fix.

Thank vyou.

UNIDENTIFIED SPEAKER: Could we just maybe
do a time check?

MR. SNYDER: Sure. We have nine minutes.

UNIDENTIFIED SPEAKER: We have nine
minutes?

MR. SNYDER: Yes.
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UNIDENTIFIED SPEAKER: You have nine

minutes.
MR. HEALY: So this will only take a couple
more minutes

I am going to show you some detail behind
some laptops. So again, this one is a great
example. I was so happy when I found this one.
With the system, a lot of inventory gets recycled,
just like it may with your spares. This one

actually spans a couple years and you could see this
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laptop came in, went out to users, came back,
refurbished, in and out. So you could really see
how it captures the lifecycle and all of the
activities it went through to be prepared to go in

and out again.

This is an appointment sent to a technician
for a break-fix incident, and I am actually going to
log in as the tech, and the reason I going to do
that, is I would like you to see exactly the view
that you would have. So this is your view and you
could have as much access for as many users as you
would like.

Something I definitely wanted you to see
here. Many times now I've mentioned to you the
repeatable procedural document that will go in the

ticket. So here it is. Information about field
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tech communication, printer support, secure sites,
et cetera. So that is the information I told you

will go out to the technicians every time so that

they --

(Mr. Healy's cellphone is ringing.)

MR. HEALY: Oh, I'm sorry. I know we're
running late. I hope you don't think this is rude.

I am just going to pick this up.
(Inaudible message from Mr. Healy's
cellphone is played.)

MR. HEALY: So I didn't check in for the

107

ticket. |

Okay. Two more things I would like to show

you about the capabilities checklists. If you look

at this screen, these are very specific activities

that you asked us to perform in the field on every

incident. |G
I T

service desk analyst is back in Buffalo and he's
watching, maybe he is watching a couple tickets.
You could see real time the updates are coming in
from the field.

Finally, it's time for sign-off. We've
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completed the steps. We've gone through our service
validation. So Mrs. Miller, if you're content?

MS. MILLER: I don't know. I am a tough
customer. I am not sure.

MR. HEALY: Just put your initials.

MS. MILLER: There we go. Nice job. I
want a doughnut and a coffee.

MR. HEALY: So in one moment I am just
going to show you now back in Buffalo they are
wondering is the incident complete?

And there it is. And like I said before,
there is the feedback I wanted; great job, Pat,
thank you. So thanks.

UNIDENTIFIED SPEAKER: All right, folks.
Again, I apologize, but with the time allotted, we
are going to basically now go to the live call,
which is one of your requirements. So I am going to
have Sai go ahead and bring up and dial into our
service agent so that you guys can vet our agent for
us out of Boulder and then we'll -- Sai will
conclude the presentation.

MR. BEZAWADA: I might need a hand dialing
this out.

MR. SPALTEN: Just dial. There's no nine

or anything. Just dial.

M-F Reporting, Inc. (518) 478-7220
www.mfreportinginc.com




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

IBM 109

(Whereupon a phone call is made.)

RECORDING: Thank you for calling the New
York State ITS service desk. Your call will be
answered by the next available representative.

SERVICE DESK: Thanks for calling the New
York State ITS service desk. This is (inaudible).
May I have your name, please?

MR. SPALTEN: Steven.

SERVICE DESK: Hi, Steven. Can I have your
employee serial number?

MR. SPALTEN: My serial number? I don't
know what that is.

SERVICE DESK: How about your phone number?

MR. SPALTEN: (518) 549-8234.

SERVICE DESK: Thank you, Steven, and how
could I help today?

MR. SPALTEN: I can't seem to get to my
e-mail.

SERVICE DESK: Are you getting any kind of
error message?

MR. SPALTEN: No. It's just not doing
anything.

SERVICE DESK: So it is just sitting,
sitting?

MR. SPALTEN: Yep. Yeah, it just says
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waiting to connect.

SERVICE DESK: And are you using Outlook,
Closed Notes?

MR. SPALTEN: Outlook.

SERVICE DESK: So if you go up to
replicate, what happens?

MR. SPALTEN: I don't see that button. I
don't have that button.

SERVICE DESK: All right. Let me get
Outlook up here. When was the last time you were
able to get your e-mail?

MR. SPALTEN: This morning it was working
fine.

SERVICE DESK: And you are able to get to
other network resources, like shared application?

MR. SPALTEN: Oh, I don't know, I didn't
try. Let me check. ©No, I can't seem to get
anything. Nothing seems to work.

SERVICE DESK: How about Google?

MR. SPALTEN: No, I can't get to that
either.

SERVICE DESK: Can you check, are you
connected with the Ethernet cable?

MR. SPALTEN: Yes, I am.

SERVICE DESK: If you look at where it's
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connected -- are you on a laptop?

MR. SPALTEN: Yes.

SERVICE DESK: Is it, the light flashing on
the cable?

MR. SPALTEN: I do see lights, vep.

SERVICE DESK: Can you unplug it and plug
it back in on both the laptop and the wall?

MR. SPALTEN: Sure. Give me one second.

SERVICE DESK: Thanks.

MR. SPALTEN: Okay. I've done that.

SERVICE DESK: Okay. Do you see -- going
ahead and see if you can go in Outlook, go to tools
and send and receive.

MR. SPALTEN: Okay.

SERVICE DESK: And receive all.

MR. SPALTEN: Yep. Oh, now my mail is
coming. That's great. Very good.

SERVICE DESK: All right. Was there
anything else I could help you with today, Steven?

MR. SPALTEN: No. Thank you very much for
your help.

SERVICE DESK: My pleasure. Thanks for
calling. Have a good day.

MR. SPALTEN: You too. Bye.

(Whereupon the call is ended.)
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MR. BEZAWADA: We got a couple topics that
we didn't cover that I will point out to you. Okay.
So just go one more.

So our staffing strategy here, real high
level. I mean, we want to create a real fun
environment for our agents to drive, have them
there. Our strategy is to hire about 130 in our
Buffalo location, augment another 20 in Boulder so
we got that backup. Two components, we got our IBM
nfrastructure professional staff that is my team
right here. We have a fantastic pool of resources,
SUNY students. Firsthand I understand the
opportunity it could give for a student. This is an
opportunity to provide to our brother and sister
disabled veterans. We're sourcing this through our
minority and women-based CCI, they are in with us
here. I have a partnership with IBM that served me
on other accounts.

So behind this chart is a whole bunch of
methods and processes, even before they first enter
our building to take a service call they go through
behavioral screening, skill test, a whole slew of
performance governing this. So just go onto the
next slide.

You've asked us to bring additional topics
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relevant to our conversation today. I think
governance is a critical success factor. We'wve just
modeled it as a sample governance. We need to work
on this, you know, as quickly as we can. All the
innovations that we've talked about, the team is
working, this will allow us to have clarity and
communications, provide transparency in every level.
It will help us remove the roadblocks, as teams work
together so we can, you know, get to our four
critical benefits of customer satisfaction,
innovation and transparency and accountability.

Next one.

Let me wrap up, summarize this afternoon
that we had with you. You've heard Brenda talk
about our commitment with New York State, you've
heard my team, Rob and Tim talk about our service
desk innovation and our methodology approach. You
heard Michelle talk about our transition. Of course
Mr. Watson, you've heard from Dennis, Pat took us
through our infrastructure demo and our capabilities
there. I just want to reiterate by saying how
important this engagement is to IBM and
nfrastructure. As we work through this, you know
when you work on certain things in life you have

that huge amount of energy and passion, and that's
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how we felt working on this solution. You have my
personal commitment, the commitment of my team, IBM
Corporation and nfrastructure Corporation to do what
it takes to make this a success. We hope you choose
us as your partner of choice and we will look
forward to the next steps. Thank you. We'll take
questions.

MS. MILLER: So just one question real
quick on location. You obviously realize that, you
know, the Buffalo location is going to be really
important to us, but I understand that you are
likely going to start using the Colorado location.
How quickly will calls -- so I am thinking from
during the transition period and afterwards, at what
point will calls start to go to the Buffalo
location, as opposed to Colorado? At what point
during the process?

MS. CHAUVIN: So you heard me mention the
activity that we are doing at pre-startup before
contract start. That's to enable and leverage both
of those locations. So we are staffing up almost in
parallel. So the expectation is at go-live we have
the capability in both locations.

MS. MILLER: Thank you.

MR. BEZAWADA: Did that answer your
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question, Maggie?

MS. MILLER: It did, yes. Obviously from
lots of points of view it's important that we use
that location as soon as possible.

MR. SPALTEN: So you kept saying build-up
Buffalo, but Colorado is already up. So I'm kind of
confused on the build up of Buffalo.

MS. HARVEY: Oh, actually building the
building. I mean building out the building.

MR. SPALTEN: So does Buffalo currently
take calls for customers right now?

MS. HARVEY: No.

MR. SPALTEN: So you envision in 90 days
Buffalo is going to be built and taking calls? I
think that's what I just heard you say.

MR. BEZAWADA: This plan right now I have
is we would build Buffalo out by June.

MS. HARVEY: TIt's under construction now.

MR. BEZAWADA: The building is there. It
is a state-of-the-art building. Our service desk
piece is going to be built out by June.

MS. HARVEY: So we have the design, we have
the architect, we have that, so.

MR. BEZAWADA: That team is engaged as we

speak and we've given them the specs.
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MS. MILLER: Would you expect maybe that
you would, like you said with other customers on
location going forward, that there's an opportunity
for that to expand?

MS. HARVEY: Yes, absolutely.

MR. BEZAWADA: Potentially in Buffalo, yes.

MS. CHARRON: Are you mirroring your set-up
in Colorado to the Buffalo location? So your just
going to mirror whatever you have in Colorado now,
that will be what the Buffalo desk would look like?

MR. BEZAWADA: I will take this -- go
ahead, RoDb.

MR. WITTE: So the solution has the IVR and
the ACD, the telephony infrastructure based out of
Boulder, and then we'll put a PVX in the Buffalo
location to equalize the telephony traffic. We are
leveraging our switching infrastructure out of
Boulder.

MR. NATTANMAT: So back to that
nfrastructure question. Many of the solutions that
you talk about have multiple processes that
nfrastructure is going to have and also you have
your own technology that is coming out of Colorado.
What is happening during the transition to integrate

all these different components so that, you know, by

M-F Reporting, Inc. (518) 478-7220
www.mfreportinginc.com




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

IBM 117

the time you go live, all those are in place? Is it
something that you are doing specific for New York
State or is it already in place there between
nfrastructure and IBM, you have delivered these
integrated solutions to all your customers?

MR. BEZAWADA: Let me make sure you
understand. So my initial question is you have all
these tools and they need to be integrated to have a
seamless experience; have we've done this before?
And I could talk from my own experience working with
nfrastructure. It depends on what -- we have done
it, to answer your question. We'wve taken some of
those tools, we've integrated. It's different for
different customers.

So as we bring in Watson, that's something,
as Michelle said during transition, we would look
and see how do we get, you know, from the
nfrastructure team their feed, so we are training
them so that maybe we don't have to dispatch. So

the nuisance is that we work together in transition

and get it done. |G
I

B t/ing back with Pat's team from a back-end
perspective to understand the dispatching, so we

have a single source of information.
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MR. NATTANMAI: So what should we expect at
the end of the transition period, you know, as we go
live, what should we expect? All these things that
you talked about is in place?

MS. HARVEY: Absolutely.

MR. BEZAWADA: Yeah, absolutely.

MS. HARVEY: And even physically, right,
the agents may be in Boulder for awhile, they could
be here, they could be in Poughkeepsie, we could
leverage, you know, other infrastructure contact
center, call center facilities that we have.

MR. BEZAWADA: We're, you know, just to add
onto that. As Michelle showed you on some of the
transition, we are getting a head start right now.
We are getting a head start to say what could we get
done without involving, you know, the ITS team, and
we want to get all of that in place so that, you
know, we can have a transition that is as efficient
as possible.

MR. DADLANI: I have a followup gquestion.
You mentioned quite a lot of tools that needs to be
put in place, like voice trans, Watson, G Smart tool
and maybe two or three other tools. What impact it
has on your baseline code that you've given? Does

that mean that we have to buy and license these
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tools.

MS. HARVEY: No, it's all in there.

MR. DADLANI: Second question is, how does
it help in reducing the licensing fact on ServiceNow
for us?

MR. SPALTEN: Yeah, I wanted you guys to
spell that out.

MR. BEZAWADA: Look, let me make sure I
understand. So the technologies that we put in, A,
are they included in what we've provided to you, and
the second question is the impact of that on
ServiceNow?

MR. SPALTEN: Let me expand. So, for
example, you're saying you're going to have 135

agents. I'm assuming they are going to dedicated to

New York State. |
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MR. HEALY: The dispatcher will update it
in the interim, for now.

MR. SPALTEN: And we are expecting that in
real time, so the dispatchers 24-by-7 roll that
continuously, providing those updates.

MR. HEALY: On the information that I used,
it looked like they are approximately like 40
break-fix tickets a day. So with our staffing, that
should be very manageable for the dispatcher.

MR. BEZAWADA: Next question?
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Did that help answer your question?

MR. HEALY: One of the things we did at the
IBM desk is advertising. Agents would pick up the
phone, walk the end user through the solution and
then let them know that it was available on
self-help. So we did a lot of advertising, out in
the field in notes, as well as when we had them on a
call. We actually told them the link to where they
could find that solution.

MS. HARVEY: And the other part is the
communication proactive. These are the top things,
the system is down, it's coming to you as a user,
you are trying to use this, we're, you know, over
the weekend this is going down, so do your work now.
More proactive communication, top ten issues, top
ten things, tax things, you know, financial things,
whatever is happening, holidays, anything that's
happening with the system to be more aware and give
that to you, coming proactively into your user,
sending an alert. Even as much as, you know, system
down, bad weather, here's what you do, alerts,
because we'll tie in Weather Channel and give, you
know, things that are happening and stuff like that.
It's just becoming more information driven.

MS. CHARRON: The password reset tool.
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Obviously that will drive down the calls to your

desk to self-help. Can you explain how the -- i}
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MS. SHAFER: So you work with us to

configure it to our requirements?

MR. WITTE: We will determine at startup to

determine the appropriate authentication.

MS. HARVEY: Right, what you are allowed to

use. The certain countries you can't use, you

know,

Social Security. You know, whatever you want to do.

MR. BEZAWADA: Part of our transition
be we would catalogue every integration and it
flush out all the requirements as to specifics
where you need to integrate and things of that

nature.
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MR. HEALY: Yep.

MR. CUMOLETTI: Do you have any examples of
earlier engagements where you have, I know you said
IBM works with nfrastructure for different things,
but have you got examples where you worked on this
type of setting, where there's at least you guys are
doing a service desk piece and they are doing the

break-fix service desk? I mean, that's pretty

unique.

MR. HEALY: I think the closest might have
been -- I talked about the system so many times,
that may have been the closest. Now, that was more

IBM had the project management and the governance up
front, so they were between the customer and us. I
think we had some of the level two and the break-fix

and the monitoring. That was the most integrated

M-F Reporting, Inc. (518) 478-7220
www.mfreportinginc.com



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

IBM 134

solution I could think of as far as -- I kept saying
all through this, when we first met the IBM team,
that's probably the closest project to this scope
with the break-fix and the monitoring and those
upfront pieces. So that's probably the closest

example I would think of.

MR. SPALTEN: There is a lot of

communication here, so I'm assuming you guys help us
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service desk in break-fix and your technical

personnel in the other resolver groups.

MR. BEZAWADA: It's your knowledge. Tim,
do you want to talk about how we leverage our
knowledge base?

MR. O'BRIEN: Well, again, our knowledge
base is all IBM's knowledge. Right? And as we
learn, we just -- you know, started rolling out a
couple months ago Office 365. As we build on that,
that becomes available.

MR. SPALTEN: So, I'm sorry, I didn't
understand the answer.

MR. PERPETUA: It's a mix. So we use a
combination. In one of the charts I showed is
actually product cartridges and then client
knowledge. So it's a mix. We go after great
material to seed you with. So if there is -- an
example would be say if you have an Office 365
article that you created, there may be a great
Office 365 cartridge that we have that has rich

media in it, videos, pictures and things like that.
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We are going to use that in place. So it is a
combination of those things when you have custom
applications, we are going to use your stuff.

MR. SPALTEN: So I am thinking the agent is
on the phone, right, they are getting a call; right?
Are they searching both knowledge articles? So they
are searching the ITS or he was talking about
Watson. I am thinking on the call. So when an
agent calls in and says I don't know how to get my
network to work on 365, are they searching both our
knowledges? That's where I'm confused.

MR. O'BRIEN: It should be in one knowledge
piece.

MR. PERPETUA: Yeah, they are brought
together.

MR. SPALTEN: And that's ours?

MS. HARVEY: Because it becomes our
knowledge base that we are using.

MR. BEZAWADA: One of the requirements, if
you look at it, is we continuously work with level-

two teams and your team to continuously enhance

knowledge. So we will put it in one single
knowledge base. Dennis touched on, you know,
augmenting that with our cartridges for Watson. So

ultimately that would be as we continuously
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transform our business. You might come to me and
say, Sai, give me -- I love these ten knowledge
articles, much better written.

MR. SPALTEN: So is Watson currently doing
this helpdesk function for other customers?

MR. PERPETUA: So if you go into IBM.com
today and ask a question about one of IBM's products
or IBM software or IBM hardware, that is actually
going to be fielded by Watson first and then it
actually gets passed over to a live agent, if it's
not able to answer the question.

MR. SPALTEN: And is it doing for the
customers of your helpdesk, other customers?

MR. PERPETUA: For hardware and software we
do have Watson engaging other clients.

MS. HARVEY: For the break-fix, which --
yeah, but for IBM products of break-fix, yes, it is
being used. So that was the first service engineer
type of implementation.

MR. SPALTEN: And is it integrated with
ServiceNow's chat and knowledge in any other
instance?

MR. PERPETUA: Not right now. That would
be for you that we would do that integration.

MR. SPALTEN: And every time Watson
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successfully answers a question were the user is
satisfied, do you envision that creating a ticket so
that we track that interaction?

MR. PERPETUA: Today, the way that tracking

is dome is in Watson. |G

MS. HARVEY: I believe this is something we
do need to do, because you want to track all of your
action.

MR. SPALTEN: I fully agree.

MS. HARVEY: So he is the development, but
this is part of the advancement again that we are
saying, yes, it absolutely should be. It's just
like in any monitoring and self-tickets that are
doing their own self, you want to watch that,
because you are self-healing and doing other things.

MR. PERPETUA: The key is from a technical
perspective, they are brought together. Everything
is -- we do top call drivers that include all of the
transactions.

MR. BEZAWADA: But we see the value in
getting the right interactions documented, as well,
so we could look back.

MR. SPALTEN: So can I keep going? I have

one other question. I'm sorry, I got confused on a
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couple of the calls. So one of the requirements
that we had was a live monitoring of calls. Can you
tell me what your response was? And I could look it
up if you want, but we asked for it on the wvendors
and I can't remember what your response was.

MR. O'BRIEN: We do it in several different
ways .

I don't know, Rob, if you want to take it?

But what I do at our desk is we actually
have the team lead listen in.

MR. SPALTEN: But can I do that sitting in
this building?

MR. O'BRIEN: Yes, we can have you connect
up remotely to listen in.

MR. SPALTEN: Okay. And that's what your
proposal said?

MR. O'BRIEN: Rob would have to --

MR. WITTE: We offered up call recordings.

MR. SPALTEN: Right. That's not what I
asked for, so that's why I am curious.

MR. WITTE: But it should be no problem to
do live call monitoring.

MR. SPALTEN: From this building? I don't
want to have to go to Buffalo. I can't go to

Colorado, I don't want to go to Buffalo.
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MR. WITTE: It's IT-based routing, it's not
a problem to do it remotely.

MS. HARVEY: I am glad you asked.

MR. SPALTEN: In recording, I think we said
we didn't want, but if you wanted to do it. But we
wanted live monitoring continuously.

MS. CAHILL: You mentioned that if there
was a system outage or something that, you could
just send out an alert. How do you get that message
out? Is that an e-mail or posted somewhere where
people could look? How do you get that message out?

MR. PERPETUA: Was that to me?

MS. HARVEY: I said it, but in any way we
want to.

MR. BEZAWADA: Let me make sure I
understand. System outage. So system outage
anywhere in New York State and how we pick it up?
And there is a couple of ways of doing this. You
put a frontal message, right? That's, you put a
frontal message and you, basically, advise and the
desk, the businesses I manage, we wait a little bit
to see, you know, if the fix is in place. We don't
want to overreact and just say there is going to be
a high call volume. We do want to put a frontal

message out there. So that is one way of doing.
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for a particular agency and for this agency?

MS. HARVEY: Absolutely.

MR. BEZAWADA: It is a great question,
because, I mean, it is kind of personal, because if
you get those messages right, you can help a lot of
customers who wouldn't sit on the calls forever just
waiting for help. We could streamline it much

better, I mean, from our experience.

MR. BEZAWADA: Base on my staffing
strategy, I think we need 150, you know, 130 in
Buffalo, 20 plus, and we are sensitive to that as we
optimize, whatever, we'll feedback that back to you.

MR. SPALTEN: And that addresses both the
dispatchers from the break-fix side and your call
takers?

MR. BEZAWADA: One hundred fifty is, vyes,
it's an integrated solution, it's --

MR. SPALTEN: It's 24-by-7, 365, both

locations, you are think about 1507
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MR. BEZAWADA: One fifty for right now. We
could go through transition here and we might have
some good information and we might have to look at
different, but yeah.

MR. NATTANMAI: One last question. So are
there things that you would expect to see New York
State do to support, you know, what you need to
achieve from a transition perspective?

MR. BEZAWADA: Absolutely. Michelle, you
want to take from a transition perspective? Make
sure, 1is it just transition related or you're saying
once we hit --

MR. NATTANMAI: What kind of support are
the systems that you are looking for, because you
have a certain thought, so there's probably things
that we should be doing, and the question is more
about --

MR. O'BRIEN: One of the things from a
service desk perspective, I want to make sure we
have a linkage into not just nfrastructure, but your
level-two resolver group, so that I could enhance
the knowledge base and potentially stop calls from
getting to you.

MS. HARVEY: We didn't really talk about

the whole perspective of it in regard to --
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MR. NATTANMAI: But if there are details,
you would be talking about that during the
transition period?

MR. BEZAWADA: Absolutely.

MR. O'BRIEN: And one thing Dennis stated
was Watson actually looks at that ticket from an
end-to-end standpoint. So if my helpdesk passes
that onto a level-two group, Watson is looking at it
and is learning from that.

MR. BEZAWADA: A couple of things, if I
could add. Based on my experience that New York
State could help us is really, you know,
understanding your change in environment,
understanding your peaks and call drivers, and at
least the first year I kind of need that help to
say, you know, here is, Sai, you got to plan, your
June is going to be brutal or you're going to have a
big peak. So that is something that information,
and then key events and changes, those are the
input. So I could staff up if I know, you know,
obviously weather related, I will staff up, right,
to expect more calls, whatever. But that's the
collaboration we need to have to make sure what
other inputs you could give us so that we could

provide a world class customer base.
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MS. HARVEY: And I'll say knowledge
transfer. I mean, in feeling right, this is a
change and it's all hopefully for the positive, but
there's, you know, some sensitivity there, so.

MR. SPALTEN: So I think, Michelle -- oh,
I'm sorry, one quick question. I think Michelle
summarized and I just want to make sure I
understand. So during the startup period, Michelle,
you are our primary contact; right?

MS. CHAUVIN: Absolutely.

MR. SPALTEN: And then after startup ends
and we go to transition and continuously on, that's
Sai?

MR. BEZAWADA: So I would be there from the
get-go. So I will be working on this for four
months. That is part of our model, is that folks
you see here, you know. So when we get in there,
Michelle would lead the transition from a governance
perspective. I'm always there and then, you know.

MR. SPALTEN: Continuously throughout the
life of the contract you are the primary contact for
all levels and all companies that you represent;
right?

MR. BEZAWADA: Right. That was the throat

choking comment.
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MR. SPALTEN: I like that.

MR. CUMOLETTI: You've mentioned the
resolver groups. You asked about what you needed
from New York State. Do resolver groups interchange
knowledge transfer? Those are going to be critical
and we are going to have to work with the vendor in
the State and the RFP that we are going to go to and
the proposal. You acknowledge that we have some key
areas, but knowledge transfer is huge. And that
when you mentioned the help desk, you know, visits
with a cluster help desk and stuff, that's going to
be interesting, but you're going to have to get a
lot of information from ITS and the agencies in
order to be successful.

MR. SPALTEN: So when you've taken other
customers, I am sure this isn't the first one where
you would be taking a service desk and moving it
out. What is your experience with the staff who
feel like you're taking their job? So you're going
to be sitting next to the person and they know you
are from IBM and they are saying why am I going to
help you? You're going to take my job. Have you
had that before? Have you had that experience?

MS. HARVEY: Yeah, absolutely.

MR. SPALTEN: And has it been successful?
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MS. HARVEY: Yes, it's always successful.
It's respect and understanding and --

MS. CHAUVIN: And that's, if I may, that's
one of the reasons why we want to get in close to
day one as we possibly can on knowledge transfer.
The difference here is my understanding is that the
agents aren't going to be losing their jobs, they
have other opportunities within State Government, so
that makes a big difference. So doing knowledge
transfer early and getting through all that
material, so that we're coming, we are asking very
specific questions, we are getting access to the
tools and the scripts so we can see firsthand.

One of the items to absolutely consider
that you asked experience, is coming into an
environment where the scripts are almost
non-existent and then a lot of the information is in
the resource's head. And having lived through that,
that's why we get in there, we read the material, we
watch, we observe if we need to get knowledge and
then there's kind of a back and forth to get that
documented and then take it back to you to get
confirmation before you would load it back into the
knowledge database.

MR. BEZAWADA: I'll just close it with one.
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So one of my first engagements was at M&A, same
situation. I'd say having a real best communication
plan to say what's happening when and just being
respectful and having the patience. I mean, this is
not going to be a walk in the park, you are just
going to walk in and, you know, walk out with all
the knowledge. It will take some practice at it and
just being respectful and just having that
understanding that, you know, it's only going to get
better.

MS. CHAUVIN: If I may, one more item. One
of the most struggling items is when people don't
know what's going on and it creates fear. So it's
like, my God, what's happening? What's happening to
my job? What is this all about? So when I talked
about the communication plan earlier and I talked
about project definition of understanding the scope,
one of the number one things we can be doing is to
make sure that the people involved in this
transition know what's going on. There is not some
secret activity going on that they are not aware of.
So that they are part of the move forward.

So again, because the example I used, the
people who are writing the contract aren't going to

be the people I work with and they need to be
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involved, they need to be aware of what is going on
so we can get what we need to be able to move
forward.

MS. SZADY: I have a question for you. You
talked about the activities during the transition
period, but I was unclear about when you actually
start performing the work. So is it like a big bang
on day 917

MS. CHAUVIN: Day 91 we are actually
looking from a big bang, we would do a proof of
concept. That's why I threw out there looking at
what current service desk is probably -- has the
least impactful agency. So we would start with a
proof of concept. We would also do mock calls kind
of similar to this, just to enhance the
capabilities, but with the 91 days, we would likely
occur in month three, so that we've cut over by day
91.

MS. SZADY: Okay. Thank you.

MR. WITTE: So that proof in concept takes
place within the first 90 days, but on the 91st day
we are taking calls from all users, all agencies.

MS. CHARRON: So when in the startup period
would you think you would be ready to take that one

service desk, i1f it existed, that had the least
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impactful agency?

MS. CHAUVIN: Based on my experience, not
sooner than month three. We would probably look
at --

MR. SPALTEN: Well, it's only a three-month
engagement .

MS. CHAUVIN: Exactly.

MR. SPALTEN: So in the beginning of --

MS. CHAUVIN: Sixty-one to 90 days.

MR. SPALTEN: It's only three months.

MS. CHAUVIN: Right.

MS. HARVEY: In the beginning a month.

And I'll make one other comment. I know
when we were presenting what other points we wanted
to make, we talked about, Sai talked about
governance. There was other aspect related to the
resource piece, human resource piece with the
connect-a-tool, which I think we have our ability
for you to use this tool. It is an HR tool. It is
a skills matching and SAS, as software service
system that we've actually put into this engagement
for your use to see if there's skill matching or for
other jobs and other things related to the resources
that are going to be taking on some other jobs. I

don't know how much that was written into the
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contract. I'm looking to the back. Did you put
that in there? Okay.

MS. SHAFER: So that is in there?

MS. HARVEY: It was in there and it's
another service that we have. It's something that
I've used in many cases for merges and acquisitions
and it's from our business services team. So I have
technology services, so it's my peer with public
sector and we've gotten that usage for you to look
at and if it makes sense, you know, more than six
months, you could keep using that.

MS. SHAFER: I have one more simple
question, probably, based on the recent questions,
anyway. Rob, when you talked about the level one
and a half, you talked about a higher skill level
in, you know, trying to stay with the call answering
times and all that for a level one. Is the transfer
to the level one and a half agent, is that a warm
transfer or is that opening up a ticket and
assigning it to a queue and then somebody from that
queue calls back when they have the time to do that?

MR. WITTE: That is a warm transfer.

MS. SHAFER: That's a warm transfer? Okay,
thank you.

MS. CHARRON: I got one quick question.
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Michelle, do you have any concerns that we have a
very aggressive timeframe on our startup schedule?

MS. CHAUVIN: That was one of the first
comments I made. No. Based on experience, because
we know what tasks need to be performed, because
it's critical to do this right, that's why we're
doing the activity prior to commencement date.
Those are some of the, what I'll call longer path
items. So we are starting them in what I'll say
three months prior to service commitment so that we
are able to achieve that 91-day. So we have the
need for speed and that's why some of the things I
shared with you, the need to get access quickly, the
need to identify resources, the need for us to get
into there. So we don't really have the luxury.
That's why there's issues. If we need business
decisions being made, we need to have a path to get
through them quickly. We can't pass them over and
back and wishy-washy decision making. That's the
way to manage the control.

MR. SPALTEN: So what does your playbook
say is the right transition time?

MS. CHAUVIN: Actually, when you look at
our startup activity, the pre-startup through day 91

is what our typical environment would look like.
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MR. SPALTEN: So how much was the pre-
startup?

MS. CHAUVIN: Three months.

MR. SPALTEN: So six months total?

MS. CHAUVIN: Correct.

MR. SPALTEN: So if you came in, you would
have said 1807

MS. HARVEY: As a worst case. So we have
done three months, four months, five months.

MS. CHAUVIN: Absolutely.

MR. WITTE: We pushed on that in the Q&A
for the RFP to see if there was an appetite for a
six-month transition. Since there wasn't, I hedged
our bets so that Michelle wouldn't strangle me, and
I escalated to get business commitments for us to
make the investments ahead of the commencement date
so that we could be successful.

MR. CLAYTON: And I would like to add a
little bit to that. As part of the solution here,
when we looked at the 90 days, we know from best
practices that that could either set us up for
failure or to succeed on how you approach it
correctly. So what I did was, I went to the
business, which was Brenda, and I said, you know, we

need the 180 days to make this right and make sure
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that we ensure success off the bat. So what we had
ended up doing, was taking Buffalo into account. We
actually put together a business plan where we can
actually attack all these things that are not
customer-facing with ITS, to get everything up to
where we would say day zero to day 90 of your
transition period, so that we could focus on days
zero to 90. Most of it is all focused on hiring and
knowledge transfer.

Now, our -- maybe we'd be, folks that are
here, they have committed to us on that minus 90 to
day zero, they are going to actually start the
hiring process, they are the screen processes, the
background checks and everything else. So on day
zero, we will actually have staffing available for
you guys, so that we can start the knowledge
transfer right away on day zero through day 90. So
we got this, basically, saying we are going to take
that risk on as part of your partnership and we are
going to transition it through your day 90, into day
91.

MR. SPALTEN: Are they staffing both in
Colorado and Buffalo or only Buffalo?

MR. CLAYTON: Both.

MR. WITTE: We are staffing it in parallel.
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So in Boulder we've got basic resources already in
place.

MR. CLAYTON: But we have to expand a
little bit.

MR. WITTE: We'll expand. In Buffalo we
are hiring brand new. CCI has already done some
local studies to determine their staffing and
recruitment and staffing strategy. So we've already
done a bunch of legwork there and they've got good
confidence in staffing at the levels that we are
asking for.

Part of the reason that we included Boulder
in that two-site plan, is that we can spin up
Boulder very quickly with existing resources. So as
we assess risk of staffing a new site, our
mitigation is to leverage Boulder and be able to
flex those resources to ensure that we've got the
right staffing to take, again, all calls from all
users, all agents on day 91.

MR. CLAYTON: And if I could just make one
more comment on that. The reason why we chose CCI
as our partner and supplier for this, is because
they've actually, they do all of our staffing and
hiring of our service desk in Boulder. So they have

over 1,000 different FTEs that they are responsible
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for. They are a proven commodity within an IBM
nfrastructure nationally. They know our training
regimen, our requirements, they know our staffing
requirements. They have done, they have actually
staffed our Fishkill, New York, Fishkill service
desk at one point in time. They'wve done the
geographic, as far as hiring, what it is going to
take and how fast we can hire in Buffalo, based on
the economics. So we've actually brought them in
because they are not just somebody that we picked.
This is somebody that we've worked with for years,
and it includes Boulder. So there will be a
seamless transition for us.

MR. SNYDER: Thanks, Rick. Are there any
final questions?

MR. SPALTEN: What other customers are
currently taking calls from Boulder? Just have any
examples? Private, public, give me a mix, give me
something?

MS. HARVEY: Who was there? Honeywell was
there, Best Buy was there.

MR. SPALTEN: Any other government entities
from Boulder?

MS. HARVEY: There was an ITAR for Spirit

AeroSystem that needed ITAR for U.S. resources. Our
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public sectors?

MR. BEZAWADA: We could follow up.

MR. CLAYTON: All the records that you'wve
gained were taking calls from Boulder.

MS. SHAFER: I am going to throw out one
more. So there is actually a spot in the RFP area
in your response that actually I think is not
correct, as far as what we believe our scope to be.
I don't know if nobody up there probably has a copy,
but you do talk about, it's part of the level two
end user break-fix. It says would not receive an
incident for a VIP in the situation where a level
two end user break-fix receives a VIP ticket. We
will warm transfer the VIP user to the appropriate
ITS resolver.

That is not accurate. We're, you know, we
are not saying we are the only ones that could
handle a VIP call. So if it's a break-fix type of
issue, we just wanted to put that out there so that
you guys are aware that that is not the requirement
as we wanted it to be.

MR. HEALY: That was just the way I think
based on the RFP and Q&A solution had landed on it,
but I think with the number of tickets that that may

encounter, I don't see where that would have any
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impact.

much.

MR. SNYDER: All right. Thank you very

(Whereupon the above-titled matter was

concluded at 5:27 p.m.)
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Attachment 01 (A01)
Financiat Administrative
Pr_o_po‘sal Checklist:




NY State Office for Information Technology
Services (ITS)

ITS Service Desk Support and End User Break-Fix
Support Services
Support RFP #C000382

RFP Attachment 1 - Proposal Checklist



Oftice of Information

T_ec:hnology Services
RBFP #C000382

Attachment 1

ATTACHMENT 1 - PROPOSAL CHECKLIST

Checklist ltem

Page #in
Subntission

D submitted before the déadline established in the RFP and includes:

d
o

Stefanini RFP Response to NYS

O Financial/Administrative Proposal

00 Six (6) appropriately labeled original paper copy sets of the
Financial/Administrative Proposal

O Each hard copy of the Financial/Administrative Proposal should include a cover
sheet labeled “Financial/Administrative Proposal,” and be labeled with the official
name of the Bidder’s organization, the name of the RFP; and the number of the
RFP. {If any part is submitted in.aloose-leaf binder, this information should appear
on the spine.of the binder as well.)

[ Two (2) corresponding searchable electronic media copies on USB 2- ar 3-
compliant Flash Drives labeled “Vendor name RFP# C000382 — Fin./Admin.”

Each Financial/Administrative Proposal includes:

Completed and Signed “Attachment 1 - Proposal Checklist”
Completed, signed and notarized_by_Primafy Contractor; Vendor
Responsibility Questionnaire For-Profit Business Entity Note: Submit either
paper copy or proof of online submission. (Attachment 3)
Completed, signed and notarized by each and every Subcontractor that is
expected to receive incame valued at $100,000 or more over the term of the
agreement: Vendor Responsibility Questionriaire For-Profit Business Entity
Note: Submit either paper copy or proof of online.submission. {Attachment 3)
Completed and signed “Attachment 4.~ NYS Required Certifications”
Completed “Attachment 5 — Encouraging Use of NYS Businesses in Contract
Performance,” along with any supporting documentation
Completed, signed, and notarized “Attachment 6 - Contractor Certification to
Covered Agency, 5T-220-CA”
Completed “Attachment 7 - Bidder Firm information”
Completed:and signed “Attachment 8 — Financial Proposal Workbook”
Completed-and signed EEO. 100 — Equal Employment Opportunity Staffing:
Plan (Attachment 9} .
Completed and signed MWBE 100 - MWBE Utilization Plan (Attachment 10)
Workers’ Compensation Requirements under WCL § 57: Completed Workers
Compensation Coverage Form {Attachment 11):
®  (-105.2 (Certificate of NY5 Workers' Compensation [nsurance
Coverage): Contact your insurance carrier or licensed NYS insurance
agent for this form OR
o U-26.3 (NY State insurance Fund Certificate of Workers' Cornpensation
Coverage) Available from the NY5 Insurance Fund OR
o 51-12 (Affidavit Certifying That Compensation Has Been Secured):

AD1_2

AC1 1

AD3_1
AD3a_1

AO3b 1

AD03c_1

A03d 1
A03e 1

AD4 1

AOS_1.

AD6 1

A07_1

AD8_1

AO9 1

A10_1

A1l 1
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Office of information _
Technology Services Attachment 1
.RFP #£000382 '

Board-approved self-insurers must obtain this form from Board's Self-
* Insurance Office OR

e GSI-105.2 (Certificate of Participation in Workers' Compensation
Group Board-Approved Self-Insurance): Employers must-obtain this
form from their group self-irsurance administrator; OR.

e WC/DB CE-200, Certificate of Attestation of Exemption from New York
State Workers Compensation and/or Disability Benefits Coverage.
Request through the Workers’ Compensation Board website,

O Completed and Signed “Attachment 1 — Proposal Checklist”

[  Disability Benefits Requirements under WCL §:220(8): Cormpleted Disability F A1l 1
Benefits Coverage Form (Attachment 11):
s DB-120.1 (Certificate oflnsurance'tovera‘ge Under The NYS Disability
Benefits Law): Contact your insurance carrier or licensed NYS
insurance agent for this form OR
» DB-155 {Compliance With Disability Benefits Law): Board-approved
self-insured emplayers must-obtain this form from Board's Self-
Insurance Office OR
e WC/DB CE-200, Certificate of Attestation of Exemption from New York
State Workers Com pEnsatiOn and/or Disability Benefits Coverage:
Request through the Workers’ Compensation Board website,
0 Completed, signed and notarized Confidentiality and Non-Disclosure Al2 1
Agreement (Attachment 12)
1 Completed, Signed, and Notarized Firm Offer Letter and Conflict of Interest Al3 1
Disclosure (Attachmerit 13)
[0 Completed “Attachment 15 - Lobbying Forms All-in-One” Al5 1
» Completed-and signed Offerer’s Affirmation of Understanding of and
Agreement pursuant to State Finance Law §139-j (3) and §139-j (6) (b)
o Completed and signed Offerer Disclosure of Prior Non-Responsibility
Determinations
0 Completed “Attachment 20- Extraneous Terms Te‘r.n'pque” [if applicable) A20. 1
Completed-“Attachment 21- Minority and Women-Owned Business A21.1
- Enterprises and Equal Employment Opportunity Policy Statement (Form # 4)”
O Technical Proposal
[ Twelve (12) bound appropriately fabéled original paper copy sets of the Technical
Proposal {one of which must contain original notarized signatures)
O Each hard copy of the Technical Propesal should include a cover sheet labeled
Technical Proposal,” and labeled with the official name of the Bidder’s
organization, the name of the RFP, and the number of the RFP, (If any partis
subritted in a loose-feaf binder, this information should appear on the spine of
the binder as well.)
[0 Two (2) corresponding searchable electronic media copies on USB 2- ar 3-
compliant Flash Drives labeled “Vendor name RFP# CO00382 — Technical”
AD1L 1
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Attachment 03 (A03)
Stefanini Vendor Responsibility
Questionnaire


































~ Attachment 03a (A032)
‘Stefanini Certificate of
Gaad Standing












Attachment 03c (A03¢)
HCS Vendor Responsibility
Questionnaire:































AC_3§90-5_ (Rev. 9/13) _ NYS Vendor ID: 000000000
‘NEW YORK STATE
VENDOR RESPONSIBILITY QUESTIONNAIRE
FOR-PROFIT BUSINESS ENTITY

Certification

The sndersigned: (1) recognizes that this questionnaire is submitted for the express purpose of assisting New York State
government entities (including the Office of the State Comptroller (OSC)) in making responsibility determinations regarding
award of approval of a contract or-subcontract:and that such government entities will rely on information disclosed in the
questignnaire in making responsibility determinations; (2) acknowledges that the New York State government entities and
OSC may, in'their discretion, by means which they may choose, verify the truth and accuracy of all statements made herein;
and (3) acknowledges that intentional submission of false or misleading inforrhation may result in criminal penalties under
State and/or Federal Law, as well as a finding of non-responsibility, contract suspension or contract termination.

The undersigned ¢ertifies that he/she:

is knowledgeable about the submitting Business Entity’s business and operations;

has read and understands all of the questions contained in the questionnaire;

has not altered the content of the questionnaire in any manner;

has reviewed and/or supplied full and complete responses 10 each question;

to the best of his’her knowledge, information and belief, confirms that the Business Entity’s responses are true,

accurate and complete, including afl attachments, if applicable;

¢ understands that New York State governinent entities will rely on the information disclosed in the questionnaire
‘when entering into a contract with the Business Entity: and

e is under an obligation to update the information provided herein to include any materjal changes to the Business

Entity’s responses at- the time of bid/proposal submission through the contract award notification, and may be-

required to update the information at the request of the New York State govemment entities or OSC prior to the

award and/or approval of a contract, or during the term of the contract.

/m\ }f‘//&

{ o /
Signature of Owner/Official \\M i k
P

Printed Name of Signatory Mary Oxendine Adams

Title: _President
Name of Business Human Capital Staffing, L.L.C.
Address 6001 N. Adams Rd., Suite. 208
City, State, Zip Bloomfield Hills, MI 48304
Sworn ta before me this. day-of % VUCW ,_20__'[@_;_-
%Lﬂ g/( Mb/l/m— Notary Public [DEBRASUE DENSON
NOTARY PUBLIC, STATE CF M! .
y _  COUNTYOFCAKLAND
~-w MY COMMISSION EXPIRES Sap 5, 2018

ACTING IN COUNTY OF Cfgr L AN

A03c_10



HCS Certificate of Good Standing







O

NEW YORK STATE DEPARTMENT OF STATE DIVISION OF CORPORATIONS
SEARCH INFORMATION REQUEST

FEBRUARY 16, .2016

HUMAN CAPITAL STAFFING, L.L.C. & MICHIGAN Limited Lisbility Company

received authority to do business in New York State on 02/17/2016.-

Ity pringipal logation is ALBANY county:
Status: Active
Service pf Process Address-

THE LLC.

6001 W ADAMS RD STE 208
BLOOMFILED HILLS, MT 48304
Registered Agent (optional in NY): None
Chief Exescutive Officer: Not Applicable

Principal Business Location: Not Applicable

A03d_2









Attachment 03e (A03e)
AXA Vendor Responsibifity
Questionnaire




















