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TO:
FROM:
DATE:

Page 1 of 1
STATE OF ARKANSAS
OFFICE OF STATE PROCUREMENT
1509 West 7th Street, Room 300
Little Rock, Arkansas 72201-4222

ADDENDUM 1

Vendors Addressed
Shane Phillips, Buyer
June 6, 2017

SUBJECT: SP-17-0012 Integrated Eligibility and Benefits Management System

The following change(s) to the above-referenced RFP have been made as designated below:

X

Change of specification(s)

Additional specification(s)

Change of bid opening time and date
Cancellation of bid

Other

CHANGE OF SPECIFICATIONS

o Delete from Template T6- Functional Requirements, Instructions Tab, Solution Method and replace with the following:

Solution
Method

Vendor response to how the Functional Requirement will be met by the Vendor solution. Indicate how the
requirement will be met by selecting one of:

* Leveraged Functionality - The State Requirement will be met by leveraging/enhancing the EEF Solution functionality
already configured and implemented for MAGI Medicaid at DHS

* Configuration - The State Requirement will be met by configuring the proposed Solution and/or any existing DHS
Enterprise assets already in production

* Third Party Product - The State Requirement will be met by commercially available third-party software or hardware
assets and is included in this proposal. Note: In the "Suggested Clarifying Comments" column, indicate the name of
the proposed third-party software vendor and proposed components and indicate its compliance to DHS' technology
or architecture standards.

* New Development - The State Requirement will be met through development of new software code to provide
specific business or technical services where there are no leverageable off-the-shelf functionality or software assets.
Note: This column is not included on the Sections (worksheets) where it does not apply

The specifications by virtue of this addendum become a permanent addition to the above referenced RFP. Failure to
return this signed addendum may result in rejection of your proposal.

If you have any questions please contact Shane Phillips at Jordan.Phillips@dfa.arkansas.gov or (501) 324-9322.

Company:

Signature:

Date:
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STATE OF ARKANSAS
OFFICE OF STATE PROCUREMENT
1509 West 7th Street, Room 300
Little Rock, Arkansas 72201-4222

ADDENDUM 1
TO: Vendors Addressed
FROM: Shane Phillips, Buyer
DATE: June 23, 2017

SUBJECT: SP-17-0012 Integrated Eligibility and Benefits Management System

The following change(s) to the above-referenced RFP have been made as designated below:

X Change of specification(s)
Additional specification(s)

X Change of bid opening time and date
Cancellation of bid
Other

BID OPENING DATE AND TIME

e The bid opening date and time have changed to July 7, 2017 at 2:00 p.m. CDT.

CHANGE OF SPECIFICATIONS

o Delete Template C1 Cost Workbook and Replace with Template C1 Cost Workbook Revised

The specifications by virtue of this addendum become a permanent addition to the above referenced RFP. Failure to
return this signed addendum may result in rejection of your proposal.

If you have any questions please contact Shane Phillips at Jordan.Phillips@dfa.arkansas.gov or (501) 324-9322.

Company:
Signature:

Date:
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STATE OF ARKANSAS
OFFICE OF STATE PROCUREMENT
1509 West 7th Street, Room 300
Little Rock, Arkansas 72201-4222

ADDENDUM 3
TO: Vendors Addressed
FROM: Shane Phillips, Buyer
DATE: June 26, 2017

SUBJECT: SP-17-0012 Integrated Eligibility and Benefits Management System

The following change(s) to the above-referenced RFP have been made as designated below:

X Change of specification(s)
Additional specification(s)
Change of bid opening time and date
Cancellation of bid
Other

CHANGE OF SPECIFICATIONS

o Delete Template C1 Cost Workbook Revised and replace with Template C1 Cost Workbook Revised Version 2.0

The specifications by virtue of this addendum become a permanent addition to the above referenced RFP. Failure to
return this signed addendum may result in rejection of your proposal.

If you have any questions please contact Shane Phillips at Jordan.Phillips@dfa.arkansas.gov or (501) 324-9322.

Company:
Signature:

Date:
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STATE OF ARKANSAS
OFFICE OF STATE PROCUREMENT
1509 West 7th Street, Room 300
Little Rock, Arkansas 72201-4222

ADDENDUM 4
TO: Vendors Addressed
FROM: Shane Phillips, Buyer
DATE: June 27, 2017

SUBJECT: SP-17-0012 Integrated Eligibility and Benefits Management System

The following change(s) to the above-referenced RFP have been made as designated below:

X Change of specification(s)
Additional specification(s)
Change of bid opening time and date
Cancellation of bid
Other

CHANGE OF SPECIFICATIONS

o Delete Template C1 Cost Workbook Revised Version 2.0 and replace with Template C1 Cost Workbook Revised
Version 3.0

The specifications by virtue of this addendum become a permanent addition to the above referenced RFP. Failure to
return this signed addendum may result in rejection of your proposal.

If you have any questions please contact Shane Phillips at Jordan.Phillips@dfa.arkansas.gov or (501) 324-9322.

Company:
Signature:

Date:
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STATE OF ARKANSAS
OFFICE OF STATE PROCUREMENT
1509 West 7th Street, Room 300
Little Rock, Arkansas 72201-4222

ADDENDUM 5
TO: Vendors Addressed
FROM: Shane Phillips, Buyer
DATE: June 30, 2017

SUBJECT: SP-17-0012 Integrated Eligibility and Benefits Management System

The following change(s) to the above-referenced RFP have been made as designated below:

X Change of specification(s)
Additional specification(s)
Change of bid opening time and date
Cancellation of bid
Other

CHANGE OF SPECIFICATIONS

Delete from Template C1 Cost Workbook Revised Version 3.0, Tab Packaged Software:

The Vendor may leverage some of the software components already within the EEF environment and install additional
software as required. The Vendor must include all packaged software that will be included in their proposed
application (T1-T6 of the solution architecture outlined in Section 3.5 of the RFP). The Vendor must review the
information in the Procurement Library to determine the current inventory available.

For software components already owned by DHS which the Vendor's solution will leverage the Vendor must provide
any additional licenses that must be purchased (licenses for both new modules and additional volumes/users) and
anticipated ongoing costs for that software component (including both the newly acquired software and software
already owned by DHS). The annual cost for software already within the EEF environment has been provided in Table
1. The vendors should add this cost to the maintenance cost of new licenses to calculate the “Additional Year <x>
Costs” in Table 2. If the vendor anticipates not leveraging DHS’ software licenses, the row corresponding to that
software component should be left blank. The vendors should assume a 10% increase in cost annually.

For any new software which the Vendor's solution will leverage the Vendor must include all one time, acquisitions,
anticipated ongoing costs (Table 3) and specifications (in Table 4, Package Software Specifications table)

The vendor must include all new packaged software in Table 4 and capture the manufacturer, brand name, module
name and version number for the items being proposed. Costs shall include any licensing necessary to cover all
environments (e.g., Development, Test, Training, Production). All costs associated with the purchase, delivery,
installation, inspection, licenses and production of the software components must be included into the Software Cost.

Vendors may insert additional rows as required. It is the responsibility of the Vendor to ensure spreadsheet
calculations are correct. New Software items in Table 3, New Packaged Software Costs, must correspond to the
Software Items in Table 4, New Packaged Software Specifications.

DHS reserves the right to purchase any software directly or request the vendor purchase the software on DHS’ behalf.

Replace with:

The Vendor may leverage some of the software components already within the EEF environment and install additional
software as required. The Vendor must include all packaged software that will be included in their proposed
application (T1-T6 of the solution architecture outlined in Section 3.5 of the RFP). The Vendor must review the
information in the Procurement Library to determine the current inventory available.
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For software components already owned by DHS which the Vendor's solution will leverage the Vendor must provide
any additional licenses that must be purchased (licenses for both new modules and additional volumes/users) and
anticipated ongoing costs for that software component (including both the newly acquired software and software
already owned by DHS). The annual cost for software already within the EEF environment has been provided in Table
1. The vendors should add this cost to the maintenance cost of new licenses to calculate the “Additional Year <x>
Costs” in Table 2. If the vendor anticipates not leveraging DHS’ software licenses, the row corresponding to that
software component should be left blank. The vendors should assume an annual increase in cost not to exceed 10%
annually.

For any new software which the Vendor's solution will leverage the Vendor must include all one time, acquisitions,
anticipated ongoing costs (Table 3) and specifications (in Table 4, Package Software Specifications table)

The vendor must include all new packaged software in Table 4 and capture the manufacturer, brand name, module
name, and version number for the items being proposed. Costs shall include any licensing necessary to cover all
environments (e.g., Development, Test, Training, Production). All costs associated with the purchase, delivery,
installation, inspection, licenses and production of the software components must be included into the Software Cost.
Vendors may insert additional rows as required. It is the responsibility of the Vendor to ensure spreadsheet
calculations are correct. New Software items in Table 3, New Packaged Software Costs, must correspond to the
Software Items in Table 4, New Packaged Software Specifications.

DHS reserves the right to purchase any software directly or request the vendor purchase the software on DHS’ behalf.

The specifications by virtue of this addendum become a permanent addition to the above referenced RFP. Failure to
return this signed addendum may result in rejection of your proposal.

If you have any questions please contact Shane Phillips at Jordan.Phillips@dfa.arkansas.gov or (501) 324-9322.

Company:

Signature:

Date:
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State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-1 — Cover Letter and Executive Summary
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State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-1 — Cover Letter and Executive Summary

1.0 Submission Cover Sheet

The Vendor must include the following Cover Letter sheet provided in this section 1.0, and an
individual authorized to legally bind the Vendor must sign the Cover Letter in ink and include it in
the Proposal copy labeled “Original Proposal.”

This section 1.0 with the legally binding signature, only applies to the “Original Proposal” and
not to the remaining copies of the proposal being submitted. However, all other sections in this
Template T-1, from Section 2.0 to Section 6.0 must be provided both with the “Original
Proposal” as well as with all other proposal copies.

Instructions: Provide the following information regarding the person responsible for the
completion of the Vendor response. This person should also be the person OSP and DHS wiill
contact for questions and/or clarifications.

Name: IBM Phone: | 501-680-1996
Patty Winton
Address: | 111 Center Street Suite 800 Fax: 501-370-2233
Little Rock, AR 72201 E-mail: | pwinton@us.ibm.com

Subject to acceptance by OSP and DHS, the Vendor acknowledges that by submitting a
response AND signing in the space indicated below, the Vendor is submitting a formal offer to
meet the requirements and intent of the RFP. In addition, should a Contract result from this RFP
with said Vendor, the Vendor shall be contractually obligated to comply with all items in this
RFP. While the Vendor is directed to list clarifications on appropriate templates, all such
clarifications shall be subject to OSP’s and DHS’ acceptance and/or further negotiation. If no
clarifications are noted, none will apply. The Vendor agrees that it will not later take clarification
to any item agreed to by this signature. Failure to sign the Submission Cover Sheet or signing it
with a false statement shall void the submitted response and any resulting Contract(s).

/ 07/07/2017
Original signature of individual authorized to legally bind the Company / Date
Name (typed or printed): Patty Winton
Title: Client Executive
Company name: International Business Machines Corporation (IBM)
Physical address: 111 Center St. Suite 800

Little Rock, AR 72201-4402

State of Incorporation: New York

By signature hereon, the Vendor certifies that:



mailto:pwinton@us.ibm.com

State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-1 — Cover Letter and Executive Summary

1.  All statements and information prepared and submitted in response to this RFP are
current, complete and accurate.

2.  The proposed Solution meets all the requirements of this RFP and the stated intentions
of the Project.

3.  The Vendor will comply with all Federal and State laws, rules, and regulations that are in
force currently or anytime during the term of a resulting Contract.

4.  The company or companies represented here is/are authorized dealer(s) in good
standing of the products / services included in this response.

5.  The Vendor and its principals are eligible to participate in this transaction and have not
been subjected to suspension, debarment, or similar ineligibility determined by any
Federal, State or local governmental entity and that the Vendor is in compliance with
State of Arkansas statutes and rules relating to procurement, and that the Vendor is not
listed on the Federal government's terrorism watch list as described in Executive Order
13224. Entities ineligible for Federal procurement are listed at http://www.epls.gov.

2.0 Submission Cover Letter

The Vendor should also provide the following information as part of the Submission Cover
Letter:

B A statement regarding the Vendor's legal structure, federal tax identification number,
and principal place of business

m  Applicable W-9 forms (http://www.irs.gov/pub/irs-pdf/fw9.pdf)
B Alist of the people who prepared the Vendor’s Proposal, including their titles

B A list of all subcontractors, if any, that the Vendor will use on the Project, if DHS
selects to contract with the Vendor

U For each proposed subcontractor, the Vendor should attach a letter from the
subcontractor, signed by an individual authorized to legally bind the subcontractor,
with the following included in the letter:

— The subcontractor’s legal status, tax identification number, and principal place
of business address

— The name, phone number, fax number, email address, and mailing address of
a person who is authorized to legally bind the subcontractor to contractual
obligations

— A description of the work the subcontractor will do
— A commitment by the subcontractor to do the work if the Vendor is selected

— A statement that the subcontractor has read and understood the RFP and will
comply with the requirements of the RFP

— A statement that the subcontractor will maintain any permits, licenses and
certifications required to perform its portion of the work

Instructions: Provide a Cover Letter that includes the information required above.
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State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-1 — Cover Letter and Executive Summary

International Business Machines Corporation
111 Center Street Suite 800
Little Rock, Arkansas 72201

July 7, 2017

Mr. Shane Phillips

Office of State Procurement
1501 West 7th Street, Room 300
Little Rock, AR 72201

Dear Mr. Phillips:

| am privileged to provide the State of Arkansas with IBM’s response to Request for Proposal
SP-17-0012 for the Department of Human Services (DHS) Integrated Eligibility and Benefit
Management Solution (IE-BM). We share your vision for a person-centric delivery model,
where clients can “tell their story” once and receive the appropriate array of services efficiently
and effectively to help them achieve self-sufficiency. We also recognize how important it is for
the Integrated Eligibility and Benefit Management solution (IE-BM) to be delivered correctly,
within time and budget and at low risk. To that end, we designed your IE-BM solution to achieve
the following actions:

¢ Align with DHS’ business needs delivering meaningful business value quickly and
providing additional functionality quickly through multiple releases.

¢ Provide DHS with a single point of accountability, eliminating the counterproductive
finger pointing that often occurs between system integrator and software vendor.

¢ Reduce your risk-adjusted total cost of ownership using your existing hardware and
software investments, bringing proven assets and artefacts from other projects to reduce
risk and cost and optimizing maintenance and operations over time.

Over the last 80 years, IBM has delivered solutions to the State of Arkansas, with offices and
personnel based in Little Rock and supported by IBM’s leading and far-reaching technical and
Health and Human Services (HHS) experience. We know the State of Arkansas has made great
strides in deploying the Eligibility and Enroliment Framework (EEF) through difficult
circumstances. We believe the IBM team is qualified to help you build on that success. As a
leader in supporting HHS agencies worldwide, the largest Ciram systems integrator in the world
and a long-time partner to the State of Arkansas, IBM and its teaming partner, Northrup
Grumman, look forward to bringing the full depth and breadth of our technical and HHS
experience to the IE-BM project. Attached is the information specified in 2.0 Submission Cover
Letter; feel free to contact me with any questions regarding our response. We have read the
RFP, understand the requirements and are committed to the State of Arkansas DHS, this
project, and your constituents, and we eagerly await the opportunity to discuss capabilities and
insights with you.

o IBM'’s legal structure is a corporation with headquarters in Armonk, New York, US. The
federal tax identification is 13-0871985. IBM has worldwide operations, while our local office
is located at 111 Center Street Suite 800, Little Rock, Arkansas 72201.

e The applicable W-9 is attached.



State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-1 — Cover Letter and Executive Summary

e The following list includes names and the titles of those that prepared this proposal:

— Pat Douglas VP and Partner, Public Sector, Watson Health
— Walter Szyperski Partner, Public Sector, Cdram
— Stuart Venzke Associate Partner, Human Services

— Nelson Smither Associate Partner, Public Sector, Clram



State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-1 — Cover Letter and Executive Summary

— Bola Oyedijo Delivery Leader, Health and Human Services
—  Mike Karkula Account Executive, Watson Health, Clram

— Patty Winton Client Executive

— Diane Wolfe Curam Services Practice Lead, Watson Health
— William Destache Curam Services Executive, Watson Health

—  Zakir Hussain Associate Partner, Human Services

— Ken Wolsey Associate Partner, Delivery Program Manager

e |BM has teamed with Northrup Grumman to develop the solution outlined in this proposal.
The required letter from Northrup Grumman is below.

Sincerely,

Patty Winton

Client Executive

IBM Arkansas
pwinton@us.ibm.com

111 CENTER ST

LITTLE ROCK, AR 72201-4402
1-501-370-2230 (Office)
1-501-370-2312 (Fax)


mailto:pwinton@us.ibm.com

State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-1 — Cover Letter and Executive Summary



State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-1 — Cover Letter and Executive Summary

3.0 Table of Contents

Instructions: Provide a Table of Contents for the Proposal. This should include all parts of
the Proposal, including response forms and attachments, and should be identified by volume
and page number. The structure of the Proposal should match the structure of the Response
Templates for ease of Proposal evaluation. The Table of Contents should identify all sections,
figures, charts, graphs, etc.

Refer to the Table of Contents listed previously on page i of this response.



State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-1 — Cover Letter and Executive Summary

4.0 Executive Summary _ _
A person- and family-centric care model

IBM understands that the State of Arkansas’ has different meaning for both the client and
Department of Human Services (DHS) desiresa  the system user:
person- and family-centric model of practice

using technology to improve consumer self- o CIie_nt_: Provides_ a ho'li.stif: determination
service and satisfaction, increase access to data of eligible benefits, initiating the proper
and information for clients and staff, decrease steps to start receiving those benefits
technology risk, improve operational efficiency promptly, regardless of which department
and effectiveness, and establish an integrated or program representative is encountered
platform of reusable components for a first —“No Wrong Door” approach.
decreased total cost of ownership (TCO). IBM’s ~ ® System user: Provides an integrated
proposal will provide the foundation to meet solution across multiple benefit programs,
these objectives. which lends to an accurate and complete
360-degree view of client needs and

We also recognize that this procurement of the
IE-BM is meant to extend the EEF to integrate
MAGI Medicaid, traditional Medicaid, SNAP
functionality, and several additional State programs. This effort will further the State’s vison of
transforming service delivery from siloes of program-specific services to a more self-service,
person- and family-centric care model that focuses on client outcomes.

eligibility.

The IBM team is best qualified to deliver the IE-BM project successfully.

IBM has a long-established partnership with the State of Arkansas. In 1936, we opened our first
office in Little Rock and in 1950, an office in Fayetteville. Currently, we have offices in Little
Rock and Bentonville. At the end of 2014, IBM employed 129 people residing in Arkansas. Our
estimated statewide payroll was more than $13 million, and over 400 IBM retirees make
Arkansas their home. We are also an active member of the community, and we have a vested
interest in the constituents served by the IE-BM. As the global leader in Clram implementations,
we bring skilled resources, proven methods, assets, and artifacts from similar projects to deliver
IE-BM within your time frame, at a low cost and risk.

IBM has the world’s largest committed Cdram solutions delivery team with a dedicated global
practice of professionals having direct access to Caram product development. In fact, the Lead
of Product Development has reviewed our solution for IE-BM to verify its alignment to today’s
purpose-built functionality, along with the future Caram roadmap. To some of our competitors,
Cuaram implementations are viewed opportunistically. Accenture, as an example, has not
proposed a Curam solution in nearly a decade. For IBM, Curam is central to how we support
HHS clients, as we continue investing in both the product and our abilities to successfully deliver
solutions to our clients. IBM has helped clients turn around struggling programs of similar scope
in Missouri, Minnesota, and South Carolina. Additionally, we have recently been engaged by the
State of Rhode Island to help them with a troubled HHS eligibility project run by Deloitte.

To address your goals, IBM has architected a technical solution that uses DHS’ investment in
the IBM Curam software, your EEF architecture, and IBM’'s HHS Connect360 platform with
master data management (MDM). As both the Curam product vendor and the world’s leading
Systems Integrator (SI) of this technology, IBM employs a single point of accountability when
successfully implementing HHS solutions like IE-BM. The following table includes our
gualifications as a prime Sl:
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Table 1: IBM’s dedicated Curam implementation practice delivers projects of similar size and
scope successfully

Missouri MEDES is a series of coordinated projects geared towards the
Eligibility replacement of existing eligibility determination, plan enrollment, and
Determination premium billing and collections systems with a single solution. In May
and Enrollment | 2015, IBM stepped in as the Sl. Using our experience, a hybrid agile

System development methodology, and a seamless transition of Maintenance and
(MEDES) Operations (M&O), we quickly stabilized the system and put the program
program structure in place to successfully implement ongoing enhancements and

complex functionality such as change in circumstance.
County of San CoSD Health and Human Services Agency embarked on a 24-month
Diego (CoSD) journey to implement a Caram-based solution to support their Live Well

Health and San Diego vision. With IBM as the prime SI, CoSD has successfully
Human Services |implemented the ConnectWellSD solution that uses MDM, interoperability,
Agency and IBM Cuaram technology to deliver person-centered care. Our three-

phased capability release and highly collaborative hybrid agile methods,
resulted in on time and on budget deployments without a single severity 1
or severity 2 defect experienced in production.

South Carolina |In 2012, the SCDHHS procured IBM Cdram to replace their legacy
Department of Medicaid Eligibility Determination System. Fall 2016, IBM stepped in as the

Health and prime Sl for MMRP to forge a path forward on program management,
Human Services | system stabilization, ongoing M&O, and the design, development, and
(SCDHHS) implementation (DDI) of additional Medicaid functionality. IBM’s scope of

services also involved organizational change management and training.
Results to date include a successful transition of M&O services with the
rebadging of numerous subcontractors local to the area and the
incremental release of system enhancements to production.

Our |IE-BM solution uses your existing hardware and software investments to deliver
meaningful business value quickly.

The IE-BM solution, architected by IBM, is illustrated in the following figure. Our solution
expands EEF to be a fully integrated, self-service and person- and family-centric service
delivery system, which meets DHS’ mandatory and preferred requirements. The foundation of
our solution is data interoperability, which begins with the Information Exchange that allows
legacy State of Arkansas systems to integrate with IE-BM in a secure, standards based manner.
IBM has developed an authorization module that manages both consent from the individual to
share sensitive personal information (SPI) and the rules established across departments and
agencies in how their data can be shared. Access to this data is further controlled at the user
level based on their role and need to know.

MDM is the tool that applies advanced algorithms to the Information Exchange, establishing the
“Golden Record,” the single view of a client and the elements that surround them. With this
information, the State worker will see a 360-degree view of their client, which allows them to
focus holistically on the services and programs their client needs and are eligible to receive.
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Figure 1: Proposed optimized architecture for IE-BM delivers best value to DHS

Successful delivery of the IE-BM solution will require close collaboration during the project
lifecycle paired with our hybrid agile methodology to promote transparency and inclusion; this
will drive efficiency focusing on system deliverables, requirements, designs with fewer iterations,
increased document and system quality, increased innovation, and responsiveness to change.
Our approaches to program management, organizational change management, training, and
Maintenance and Operations (M&O) transition are based on successful experiences with past
clients. IBM will use assets developed by or for those clients in the IE-BM Solution.

Figure 2: Delivering a proposed integrated application in the first eight months and more value sooner

IBM delivers meaningful business value quickly and full implementation in 32 months.

Our project and release schedule concentrates on speed to value, business impact, efficiency,
and risk, with three main program areas: Integrated Application, SNAP and TANF, and
Medicaid. The initial release will go live within the first eight months, addressing your goal to use
technology to improve customer satisfaction through self-service. The scope of the release
focuses on improving client experience with capabilities to support “No Wrong Door,” pre-
screening, unified application, documentation upload, and foundational MDM. In addition, we
recommend that SNAP and TANF/TEA go live together, based on our understanding of

10
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administration, size, and complexity; this will avoid adding increased workloads to users that
administer both programs by eliminating dual system entry. This will also minimize complexity
and risk associated with data conversion and interfaces, while achieving efficiencies in user
acceptance testing (UAT). Our expectation is to work with you during the Planning phase to
finalize the release strategy and timeline as your input and IBM’s flexibility is imperative. Overall,
IBM’s timeline is aimed at helping the State gain “quick wins” in regard to your goals and help
you get off the mainframe as quickly as possible.

IBM’s experienced consultants have delivered Caram-based projects elsewhere.

Table 2: Our extensive and relevant Sl leadership is key to the successful IE-BM program

Walter Szyperski Engagement Director for DDI and M&O 28 years
Ennapadam Padmanabhan | Project Manager 20 years
Yogi Ganesan Integration Manager and Functional Lead 15 years
James Collier Training Lead 5.5 years
Guarang Mavani Test Lead 6 years

Devananda Muthakana Architect Lead 15 years
Santharam Hanumandhan | Operations Manager 6 years

Siva Kumar Veluru Technical Lead for M&O 10 years
James Scholz Security Expert for DDI and M&O 15 years
Ramchandra Takkar Technical Lead for DDI 12 years

The State of Arkansas will have multiple proposals to consider. IBM is a US-based company
with a long history of using our strong Arkansas presence to develop thoughtful solutions. We
also understand the importance of a smooth transition and the potential risk it can pose.
Companies like Infosys are heavily dependent on H-1B resources and face uncertainty in their
ability to serve clients as they struggle with changing immigration policies. IBM and NGC wiill
quickly assess local talent in Arkansas to assimilate the most experienced resources in
performing a majority of the work on site in Little Rock. In addition to our own deeply skilled pool
of resources, IBM’s long-established relationships with Tier 2 suppliers such as eSystems, D2
Solutions, Healthcare IT Leaders, and Diona Technologies enables us to lead a team of top
professionals in successfully delivering IE-BM to DHS staff and the clients they serve. Our
Innovation Center in Columbia, South Carolina serves as the offsite location, where similar
eligibility and enrollment programs are supported by skilled Ctram developers and business
analysts. We will use this center for IE-BM to collaborate and share both talent and assets with
programs such as SC MMRP and MO MEDES.

The proposed team is structured to provide lowest risk. Our experience and lessons learned
from turnaround situations for eligibility systems in Missouri, South Carolina, and Minnesota will
be used to benefit the State. The risk in transition is a focus item. IBM has unprecedented
experience in seamlessly taking over M&O for systems like EEF, while ramping up and driving
forward Design, Development and Implementation (DDI) programs like IE-BM. Our experience
is recent, relevant, and unmatched by other competitors.

IBM has teamed with Northrop Grumman Corporation (NGC); we have worked together for
nearly five decades and successfully collaborated on programs such as NASA on the Apollo-1
Space Program. In the HHS space today, IBM and NGC continue working together on projects
in several US states. We will leverage NGC’s experience as the AR-ISS contractor, where they
provide a host of services and support Arkansas’ legacy applications. The State will also
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continue to benefit from IBM Watson Health Lab Services, who will provide strategic
architectural recommendations, which have resulted in better solutions and more successful
delivery for the EEF project along with accelerated delivery of fixes, proactive engagement of
the IBM Curam support organization, and previews of upcoming releases. Given the need for
integration with many of the NGC-supported legacy applications, who better to join forces? We
believe our relationship provides a synergy to DHS’ goals. Our proposed team includes key
personnel from both IBM and NGC that have contributed to our leading HHS implementations in
Arkansas and across the US.

Our proposal lends multiple advantages to DHS.

We believe the State should select IBM, given we are the only vendor that can fully satisfy the
five criteria established by Gartner as your best option for IE-BM:

e Aligns fully to DHS business needs: Our approach conforms to DHS’ desire for a more
self- service person- and family-centered delivery model with a release plan that includes an
integrated application. The State will gain a single view across programs, an integrated rule
set, with evidence brokering, thus improving timeliness and accuracy, reducing fraud, errors,
and data integrity issues, and enabling outcome-based service delivery.

o Offers a single point of accountability: With IBM, the State will have one firm responsible
for both the application software and implementation, mitigating integration, data integrity,
user adoption, and functional and technical risks. Our experienced Curam resources and
hybrid agile methodology will enhance user buy in, reduce errors, provide greater visibility,
and deliver meaningful business results.

e Offers the lowest risk-adjusted TCO: We will use the existing Cdram framework and
optimize long-term M&O costs by implementing the CGIS module, adhering to Caram
coding guidelines to minimize customization and upgrade costs, and using advanced tools
and the US-based Innovation Center to reduce costs, streamline M&O, and exploit
experience, while maintaining a substantial local presence in Little Rock.

¢ Maximizes DHS’ investment to support future modernization: We will implement CGIS
in your existing Caram instance using existing infrastructure, which is designed to support a
wide range of HHS programs; for example, Curam’s child welfare module can support a
modern CCWIS solution. The State will also benefit from functional and program
enhancements that can support multiple programs with self-service mobility and Cognitive
Analytics. With the release of Clram v7.0.1 in June 2017, the Caram user interface (Ul) can
be viewed on tablet devices for both citizens and case workers, and we will quickly follow
that up with the delivery of a responsive Ul to service any mobile device.

o Delivers meaningful business value quickly: Our CGIS module uses our hybrid agile
methodology and a COTS package that is proven in San Diego; this method will engage
users early and iterate quickly to provide functionality and design to support users within
Curam guidelines with sprints, which allow IBM to deploy over multiple releases, delivering
benefits faster.

Summary

IBM is dedicated to the State of Arkansas, and we believe in the DHS vision to adopt a more
self-service, person- and family-centric delivery model to increase satisfaction, decrease risk,
improve operations, and establish a platform for reusability and lower cost. Our approach
focuses on collaboration with DHS to tailor the delivery time frame, SOW, and agile iterations to
suit your goals. We are committed to getting you off the mainframe faster using proven assets
and agile sprints, using your previous EEF investments to support future modernization and
mitigate risk, and helping you gain a lower TCO by optimizing long-term M&O costs. IBM’s
commitment, proposed team, and ability to meet all five of Gartner’s criteria make us the right
System Integrator for the State of Arkansas DHS.

12
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5.0 Vendor Contact Information

Instructions: Complete the following information regarding the Vendor’s headquarters and
primary contact for any questions pertaining to the Vendor’s responses to this RFP. Do not
change any of the completed cells. Any changes to the completed cells could lead to the
disqualification of the Proposal.

Table 3: Vendor Contact Information

Company
Name:

Address:

City, State &
Zip Code:

Company
Type (Check
One):

Company
Size:

Annual
Revenue:

Name:

Address:

City, State &
Zip Code:

Phone:

E-mail:

Company
Name:

Region
Name:

Address:

International Business Machines Corporation (IBM)

1 New Orchard Road

Armonk, NY 10504-1722

Private Public

IBM is one of the world’s largest IT companies operating in more than 170
countries with over 375,000 employees. IBM releases employee data in our
Annual Report and considers further detail of our personnel resources data
proprietary and confidential.

Client Executive, IBM Global

Patty Winton Title: Markets, Public Sector
111 Center St. Suite 800

Little Rock, AR 72201-4402

501-680-1996 Fax: 501-370-2233

pwinton@us.ibm.com

International Business Machines Corporation (IBM)

International Business Machines Corporation (IBM)

111 Center St. Suite 800
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City, State & | | w10 Rock, AR 72201-4402

Zip Code:

Primary .

Contact: Patty Winton

Phone: 501-680-1996 Fax: 501-370-2233
E-mail: pwinton@us.ibm.com

5.1 Subcontractor Contact Information (If applicable)

Instructions: Complete the following information regarding the subcontractor’s contact
information. If more than one subcontractor is proposed, add more Tables as necessary. Do
not change any of the completed cells. Any changes to the completed cells could lead to the
disqualification of the Proposal.

Table 4: Subcontractor Contact Information

ﬁomp:any Northrop Grumman Systems Corporation
ame:

Address: 7575 Colshire Dr.

City, State &

Zip Code: McLean, VA 22102

Company

Type (Check | []Private XPublic

One):

CS:i(;rgpany Approximately 65,000 employees
Annual

Revenue: |

Name: Jeanette Frank | Title:  Senior Contract Administrator
Address: 7575 Colshire Dr.

City, State &

Zip Code: McLean, VA 22102

Phone: 703-556-1694 Fax: Faxto Mail 844-874-3861

E-mail: Jeanette.frank@ngc.com
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6.0 Minimum Mandatory Qualifications

The Vendor must provide clear, compelling justification that it meets all of the Minimum
Mandatory Qualifications. The Vendor is encouraged to provide ample references to
information contained in the Proposal that supports its attestation. Vendors that fail to provide
clear, sufficient evidence that they meet the Minimum Mandatory Qualifications may be
subject to disqualification. DHS may ask for additional clarifications relating to the Minimum
Mandatory Qualifications prior to determination of compliance.

Instructions: Complete the following information regarding the Vendor’s ability to meet the
Minimum Mandatory Qualifications. Provide specific references to Proposal locations that
support the Vendor’s assertions that it meets the Minimum Mandatory Qualifications. Do not
change any of the completed cells. Any changes to the completed cells could lead to the
disqualification of the Proposal.

Table 5: Minimum Mandatory Qualifications

The Vendor (Prime only) must have experience with
three (3) engagements similar in size, complexity

1 and scope to this procurement in the last five (5) YES NO ;;;22222
years. (Vendor responses to Template T-3 will be
used to confirm this)
The Vendor’s team (Prime only) must have proven
experience implementing and maintaining State
human services systems with at least three (3) T-3 Vendor
2 implementations in the past five (5) years. (Vendor  YES NO References
responses to Template T-3 shall be used to confirm
this)
The Vendor (Prime) must have annual revenue of T-2 Vendor

3 atleast $100M YES NO Experience
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1.0 Vendor Organization Overview

The Vendor should include details of the Vendor's Experience in this section. The details
should include Vendor organization overview; corporate background; Vendor’s understanding
of the relevant domain; and Vendor’'s experience in the public sector.

Instructions: Provide all relevant information regarding the general profile of the Vendor. Do
not change any of the completed cells. Any changes to the completed cells could lead to the

disqualification of the Proposal.

Table 1.

Company Name

Vendor Organization Profile

International Business Machines Corporation (IBM)

Name of Parent Company

Not applicable. IBM is the parent company.

Industry (NAICS)

(North American Industry
Classification System)

334111

Type of Legal Entity

IBM is a corporation.

Company Ownership

(i.e., Private/Public, Joint
Venture)

IBM is a publicly traded corporation on the NYSE in the US
and other financial markets (www.ibm.com).

Arkansas Economic
Development Commission
Minority Business Certification
Number (if applicable)

IBM is a publicly held company and is not a diverse
(minority, women, disabled, HUB Zone, or veteran) owned
and controlled business. IBM is committed to identifying
and developing business relationships with qualified
minority and women-owned businesses within IBM, our
subsidiaries, and all IBM related organizations that
purchase products or services. IBM has a broad Supplier
Diversity Program in place.

Minority Business Number (if
applicable)

Not Applicable.

Number of Full Time
Employees

IBM is one of the world’s largest IT companies operating in
more than 170 countries with approximately 380,000
employees in 2015. IBM releases employee data in our
Annual Report and considers further detail of our personnel
resources data proprietary and confidential.

Last Fiscal Year Company
Revenue

Last Fiscal Year Company Net
Income
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% of Revenue from State and
Local Government Clients in
the United States

IBM's client base includes many worldwide enterprises,
from small and medium businesses to the world's largest
organizations and governments, with a significant portion of
revenue coming from global clients in the financial

services, public, and small and medium business sectors.

Many Fortune 100, 500, and 1000 companies use the
services and solutions IBM delivers, investing in new
technologies and services to become “on demand”
enterprises. IBM is changing both the way we work with
clients and our strategy for delivering capabilities to them.

Regardless of their age, size, or industry, IBM clients share
a conviction that IT can be marshaled to create tangible
competitive advantage, and they are willing to transform
essential aspects of their operations to use our IT power.

% of Revenue from IT Design/
Implementation, and
Operations Support Services

Number of Years in Business

IBM’'s Global Business Services (GBS) organization
provides IT Design / Implementation as one of its offerings.
IBM GBS 2016 revenues were $16.7 B or 21% of IBM’s
overall revenue. IBM’s Global Technology Services (GTS)
organization provides Operations Support Services as one
of its offerings. IBM GTS 2016 revenues were $35.3 B or
44% of IBM’s overall revenue. IBM does not report percent
of revenue at the lower level requested and does not
release financial information outside of what is published in
the annual report. IBM’s annual report, along with all other
publicly released information on IBM finances, can be
found at the following URL.:
http://www.ibm.com/annualreport/

IBM has been in business for 105 years.

Number of Years Vendor has
been Providing the Type of
Services Specified in the RFP

IBM has been continuously investing in the Caram software
and implementing HHS solutions with Cldram at the center
for over 20 years. IBM was the first Tier 1 systems
integrator to implement Curam software, and remains the
largest Curam implementer globally. IBM provides services
in the design, development, and delivery of a range of
hardware, software, services, and maintenance offerings.
IBM is a manufacturer of leading, compatible, and reliable
hardware and software.
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Number of Employees
Providing the Type of Services
Specified in the RFP

IBM will draw on a vast pool of resources across many
disciplines to deliver the IE-BM project successfully. These
resources include:

e More than 300 Curam-skilled technical resources
organized into a national delivery practice, supported
by a global IBM Curam Center of Competence

e IBM's practice of several thousand consultants focuses
on optimizing maintenance and operations

In addition, IBM has formal teaming relationships with
several firms to supply specialized expertise or additional
resources should the need arise.

Headquarters in the USA

1 New Orchard Road
Armonk, NY 10504-1722

Locations in the USA

IBM has 426 locations in the US and 1,900 internationally
for 2,326 active locations.

Office Servicing this Account

We maintain offices at 111 Center Street, Suite 800
Little Rock, AR 72201-4402.

1.1 Subcontractor Organization Overview (If applicable)

Proposal.

The Vendor should only complete this section if proposing subcontractors as part of the

Instructions: Provide all relevant information regarding the profile of each subcontractor.
This section should be duplicated in its entirety for each subcontractor included. Do not
change any of the completed cells. Any changes to the completed cells could lead to the
disqualification of the Proposal.

Table 2.  Subcontractor Organization Profile

Subcontractor Name

Northrop Grumman Systems Corporation is a wholly owned
subsidiary of Northrop Grumman Corporation.

Type of Legal Entity

Corporation incorporated under the laws of Delaware

Company Ownership

(i.e., Private/Public, Joint
Venture)

Publicly traded corporation on the NYSE in the US
(www.northropgrumman.com)

Arkansas Economic
Development Commission
Minority Business Certification
Number (if applicable)

Not applicable
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Headquarters Location

7575 Colshire Drive, McLean, VA

Date Founded

Northrop Grumman was incorporated in 1985 and has been
in business just over 31 years.

Number of Employees

Northrop Grumman has approximately 65,000 employees.

Last Fiscal Year Company
Revenue

Last Fiscal Year Company Net
Income

Services to be Provided

Data Conversion, Reporting and Maintenance and
Operations Support

Experience of Subcontractor in
Performing the Services to be
Provided

Northrop Grumman has been performing services related
to the Arkansas IE-BM project for just over 31 years.
Please refer to Template 3, Section 2.1, Subcontractor
References, for details about Northrop Grumman’s
experience providing Maintenance & Operations (M&O),
Conversion, and Business Intelligence & Reporting
services.

Brief Description and Number
of Projects that Vendor has
Partnered with this
Subcontractor on

Northrop Grumman has worked with IBM on the M&O of
the California Child Welfare Services / Case Management
System (CWS/CMS) since 2009.

Northrop Grumman is working with IBM on the South
Carolina project in the Project Management Office.

Locations Where Work is to be
Performed

Our work primarily will be performed in IBM'’s Little Rock
office. Additional work may be performed in our Northrop
Grumman, Technical Services, Little Rock Program Office
with organizational oversight in McLean, Virginia, USA.
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2.0 Vendor Corporate Background and Experience

2.1 Vendor’'s Corporate Background

The Vendor should describe its corporate background to provide context of the organization
that will be providing the products and services in this RFP.

Instructions: Describe the Vendor’s corporate background as it relates to projects similar in
scope and complexity to the project described in this RFP.

IBM is a globally integrated technology and consulting company headquartered in Armonk, New
York. With operations in more than 170 countries, IBM attracts and retains some of the world's
most talented people to help solve problems and provide an edge for businesses, governments,
and non-profits.

Today, IBM is much more than a hardware, software, or services company. IBM is now
emerging as a cognitive solutions and cloud platform company. IBM dramatically accelerated
the growth of our strategic imperatives, Data and Analytics, Cloud, Mobile, Social, and Security,
to help our clients become digital.

IBM employees work with customers around the world to apply business consulting, technology,
and research and development experience to enable systems of engagement that deliver
dynamic insights for businesses and governments worldwide.

In section T3 — Vendor References, IBM has detailed our experience and background with
project of similar scope and complexity as those detailed by the State of Arkansas in the IE-BM
solicitation.

A simple mission drives IBM: we strive to lead in the creation, development, and manufacture of
the industry’s most advanced IT. The following figure shows the highlights of our corporate
history:
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Figure 1: High-level overview of IBM history

IBM focuses on applying advanced technologies into tangible business value for our clients,
using the experience and expertise of our worldwide, leading services professionals, all of
whom share values closely aligned with the State of Arkansas’ values.

2.2 Vendor’'s Understanding of Human Services

Instructions: Describe the Vendor’s understanding of Human Services. Discuss the Vendor's
strategies and areas of focus related to this service. Discuss key trends affecting Human
Services in the next three (3) to five (5) years with specific focus on how the Vendor will
translate these trends in its solution to benefit DHS.

IBM has worked with Human Services clients since the 1930s. We support Health & Human
Services organizations in nearly 80 countries and almost every US state. Over the last five
years, we have completed hundreds of HHS projects in the states. They are a critical part of
our business and producing results for clients like Arkansas is an important obligation for IBM.

Human services departments are engaged in the delivery of critical safety net programs such as
SNAP, TANF, Medicaid, and Child Welfare. They are also responsible for dozens of state-level
programs — each with unique eligibility, program management, and reporting requirements.
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Figure 2: IBM'’s recent HHS experience

IBM is a leader in helping HHS agencies provide more efficient, effective and responsive services.
Industry leadership and the IBM Social Programs Centers of Excellence

IBM has supported government HHS clients for more than 80 years. It is a pillar of our
Government business. To maintain a close understanding of the HHS industry and to both
define and support trends in Human Services, IBM has created several Centers of Excellence
spanning the US, Europe, and Asia Pacific region. These centers capture leading practices,
monitor trends, and share ideas and insights across clients. The centers host large and small
forums, while team members write white papers and work with clients to collect and redistribute
leading practices. The goal is to help HHS organizations achieve their objectives.

Since 2005, IBM has convened social program leaders from across the US and around the
world to share insights and practices. Last summer, leaders from more than 15 countries met at
our conference in Berlin, Germany. European leaders were joined by peers from Australia,
North America, and the Asia Pacific region.

In addition to leading our own worldwide thought leadership initiatives, IBM is an active leader in
US HHS industry organizations, including the following organizations:

American Public Human Services Association (APHSA)
Human Services Technology Advisory Group

HIMSS

Various state and county welfare directors’ associations

Our teams include dozens of recognized industry experts, who speak at large and small
conferences and events each year.

Discuss key trends affecting Human Services in the next three (3) to five (5) years with
specific focus on how the Vendor will translate these trends in its solution to benefit the
Department of Human Services (DHS)

Through our work with HHS agencies in the United States and globally, we see HHS agencies
wrestling with the same issues over the next three to five years:

e Flat or shrinking budgets, which put additional pressure on delivery services that work, and
do so cost-effectively
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¢ Increasing emphasis on measuring outcomes and impacts, rather than inputs and outputs
Increasing complexity of cases, often complicated by cultural and language issues, that
require more personalized approaches

e Antiquated processes and systems that hamper rather than support efficient and effective
service delivery

o Shift from siloed service delivery and IT systems to person- or family-centered services and
systems

¢ Rapidly changing rules, policy and practice that make it difficult for agencies and human
services professionals to stay current

e Ongoing demand to reduce improper payments

These trends may be driven by different dynamics, but adapting to these changes requires the
same basic capabilities:

e IT systems designed to support client-centered care across the HHS enterprise rather than
just single programs, and to be flexible enough to adapt to a rapidly changing environment

¢ Business intelligence and analytics systems that allow HHS agencies to glean meaningful
insight from the data they collect about clients, providers and programs, and to translate that
insight into action

e Training and organizational change management to prepare and empower the workforce to
recognize and adapt to these changes, ultimately to deliver more effective and efficient
services to clients in need

Below we describe how IBM can help DHHS prepare for these trends over the next few years.
Please note some of these options may not be included in the scope of this procurement.

Flat or shrinking budgets. Flat or shrinking budgets require DHHS to find ways to “do more
with less.” IBM can help DHHS do more with less by:

e Streamlining workflow and business processes to help make eligibility workers and other
human services professionals more efficient, increasing their productivity

¢ Enabling effective self-service, such as an integrated application, that allows clients to apply
for benefits and submit changes in circumstances with minimal intervention from DHHS staff

e Supporting advanced analytics of program and operational data, to help DHS identify and
address issues such as where it has operational bottlenecks that hamper efficiency, which
programs are most cost-effective in achieving outcomes and what array of services is most
likely to be effective for clients in different circumstances

Increasing emphasis on measuring outcomes and impacts. Taxpayers are generally
supportive of health and human services programs as long as they know they work.
Unfortunately, too often human services programs have focused on measuring inputs and
outputs (e.g., how many applications were processed) rather than on the outcomes from that
work (how many families achieved permanent self-sufficiency). IBM can help DHS assess
outcomes and impacts by providing an enterprise platform for advanced analytics, allowing DHS
to do sophisticated analysis of program outcomes.

Increasing complexity of cases. Increasingly, HHS agencies are recognizing that human
services issues are inextricably linked to broader health and social issues, so addressing the
human services agency requires addressing these broader issues. For example, a chronic
health condition like asthma, without appropriate medical care, can become an almost
insurmountable barrier to achieving self-sufficiency. IBM’'s Cdram Social Program Management
software is designed specifically to help agencies engage clients across the broader health and
human services holistically, through functions like multi-disciplinary teams and outcome
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planning. In addition, IBM can help DHS use advanced analytics to identify complex cases
earlier, and to recommend interventions that are proven effective in similar circumstances.

Antiquated processes and systems. Most HHS agencies rely on business processes and
supporting IT systems designed to enforce a way of doing business that is no longer considered
best practice. Rather than supporting workers in applying best practice, these systems often
hamper their ability to work effectively. IBM can help DHHS by modernizing its supporting
application to provide the flexibility DHS will require to support evolving best practice. In
addition, IBM can help DHS develop and implement an effective mobile strategy to help workers
in the field be more productive and effective.

Shift from siloed service delivery and IT systems. For a variety of reasons, including federal
funding rules and organizational structure, HHS agencies tend to operate in program silos,
which treat a client in isolation of any other need they might have or program in which they are
engaged. Over the next few years, however, we expect to see a trend away from silos to
person- or family-centered systems, which treat the client collaboratively and holistically. 1BM
Curam Social Program Management is designed specifically to break down traditional program
silos and support client-centered care. One specific barrier to achieving more client-centered
care is there is usually no clear view of a client’s information and their engagement across
multiple programs. IBM's Health and Human Services Connect 360 solution provides
interoperability across multiple HHS systems, so any authorized human services professional
can see a complete record of a client across all relevant programs.

Rapidly changing rules, policy and practice. The pace of change in health and human
services is only accelerating, as government at every level look to experiment with different
practices and models to drive better client outcomes, streamline processes or reduce improper
payments. IBM can help DHS adapt to this pace of change by leveraging the native flexibility of
Curam, which is designed to adapt quickly and easily to changes in rules, workflow and policy.
In addition, IBM’s organizational change management and training capabilities can help prepare
human services professionals for these changes, minimizing the disruption caused by any
significant change. Finally, we can share, on a regular basis, the insights we gain by being a
global leader in supporting HHS agencies.

Ongoing demand to reduce improper payments. Studies show the public is generally
supportive of social safety net programs, as long as they believe the programs work, and are
not subject to fraud, waste or abuse. Therefore, reducing improper payments is a critical
element to maintaining support for these programs. IBM can bring an array of solutions to help
DHS minimize improper payments, reduce its Food Stamp error rate reduce improper payments
generally.

At IBM, our business is applying innovative technology to help solve the most challenging
business issues. Rather than tear down what DHs has already put in place, we work to
enhance and augment those investments to transform the experience for DHS clients and
workers. We look forward to the opportunity to bring our expertise, our insight and our
technology to help DHS prepare for the future.
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Figure 3: IBM approach to helping DHS prepare for the future

IBM brings expertise, insight and innovative technology to enhance DHS’ existing capabilities and
transform its business

2.3 Integrated Eligibility and Benefit Management (IE-BM)
Engagements Completed in the Public Sector in the Last
Five Years

The Vendor should list all engagements that were completed/finished or were active in the
last 5 years in the Public Sector (in particular for Health and Human Services and similar to
the Arkansas IE-BM). This includes all engagements where the Vendor was providing DDI
and M&O support services and/or providing services to implement application enhancements.

Instructions: Provide a listing and contact information for all similar HHS engagements in the
last five (5) years. Denote any that are pending litigation or have been terminated for cause or
convenience. Provide the same information for each subcontractor, associated company,
consultant and entity that will be involved in any phase of this engagement. Duplicate the
table for each entity in the Proposal. Do not change any of the completed cells. Any
changes to the completed cells could lead to the disqualification of the Proposal.

Below in Table 3, IBM has provided a listing of similar HHS engagements over the last five
years along with the appropriate client contacts from those engagements. In addition, IBM’s
reputation in the marketplace as a premier provider of person/family-centered HHS solutions
along with the Cudram software provides a good indication of our ability to maintain high levels of
client satisfaction across our customer base. IBM has also provided references in Section T-3
and can arrange for either a conference call or other suitable means of communication with our
references at the appropriate time during this evaluation.
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Table 3. IE-BM Engagements Completed in the Last Five (5) Years
Missouri Paula Peters
Eligibility MEDES Project
, | Determination State of Director, May 2015- | YES | NO
and Enrollment Missouri Paula.peters@o present L] X
System a.mo.gov
(MEDES)
Angela Taylor,
North Carolina _ Director,
Families gorth ?aroltlnaft Information
i epartment o
Accessing Tt and Technology | A\qust 2009 | YES | NO
2 Services Division, Office _ present ] X
through SHun?an of NC FAST P
Technology ervices
(NC FAST) An%ﬁla.taylor@d
s.nc.gov
South Carolina, | South Carolina :
Member Department of Jim Coursey,
3 Management Health and CIo, De;((:)elngber YES | NO
Replacement Human Jim.coursey@sc csont ] X
Program Services dhhs.gov P
(MMRP) (SCDHHS)
Greg Allen,
Director,
Financial
State of New State of New Planning and ; YES NO
4 York, Health York Policy at Maéggrll:l ] X
Homes NYSDOH P
gregory.allen@h
ealth.ny.gov
Carrie Hoff,
Deputy Director,
County of S Health and
ounty of san | Human Services February YES NO
5 | ConnectWellSD Diego Agency 2015-present | [ ] X
Carrie.Hoff@sdc
ounty.ca.gov
Cristie
State of Fredrick_son, IT YES NO
6 WA ACES Washington Sqlquns 2000-present ] X
Director,
Economic
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Services Admin,
DSHS
cristie.fredrickso
n@dshs.wa.gov
360.664.4866
Deb Tibstra
Application
St o e
Minnesota —
; MNSure State of MN.IT Services | June 2013- | YES | NO
(recently Minnesota @ Department of present [] X
changed to Human
METS) Services/MNsure
deb.tibstra@stat
e.mn.us
State of
State of Arkansas -
are o Department of | jeff Dean, CIO
Arkansas DHS | |nformation DHS January
8 Eligibility and | systems (Pass- 2016 - YES | NO
Framework Department of arkansas.gov
(EEF) Human
Services)

2.4 Vendor’'s Work Locations

The Vendor Key Project Personnel associated with the IE-BM engagement must be available
to participate in-person for project-related meetings as scheduled by DHS during normal
business hours, Monday through Friday 8:00 a.m. to 5:00 p.m. CST, except Federal, State
and local holidays.

At no time shall the Vendor maintain, use, transmit, or cause to be transmitted information
governed by privacy laws and regulations outside of the United States and its territories.

Instructions: Describe the locations where the Vendor proposes performing work associated
with this RFP. Indicate the site(s) from which the Vendor will perform the relevant tasks
identified in this Proposal. If the site(s) for a specific task changes during the Contract term,
provide a timeline reflecting where the task will be performed during each time period.

Specifically identify where the Key Project Personnel identified in the RFP will be physically
located for the duration of the Contract.

12


mailto:cristie.fredrickson@dshs.wa.gov
mailto:cristie.fredrickson@dshs.wa.gov
mailto:deb.tibstra@state.mn.us
mailto:deb.tibstra@state.mn.us
mailto:Jeff.Dean@dhs.arkansas.gov
mailto:Jeff.Dean@dhs.arkansas.gov

State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-2 — Vendor Experience

For each of the deliverables identified in the RFP, provide the percentage of work to be done
in the State.

IBM has offices in Little Rock at 111 Center Street.

For work associated with this RFP, upon award, IBM will procure space in the Regions Building
at 400 Capitol Avenue, Little Rock, AR 72201

IBM will perform a minimum of 75% of each deliverable within the State. Up to 25% of each
deliverable’s work may be done outside the state, primarily from IBM’'s Center of Competence in
South Carolina.

2.5 Existing Business Relationships with the State of Arkansas

Instructions: Describe any existing or recent (within the last five (5) years) business
relationships the Vendor or any of its affiliates and proposed subcontractors has with the
State.

IBM’s relationship with the State of Arkansas

The State of Arkansas has been a long time valued client if IBM. As such, IBM has worked with
multiple State Agencies, providing hardware, software and services solutions to the state for
many years.

Specific to DHS, IBM supplies the Curam Software, Infrastructure Software including database
and application server, Reporting Software, as well as the Power Hardware technology the
solution runs on. In addition, the IBM Watson Health Caram Lab Services organization has been
supporting the DHS Eligibility and Enrollment Framework (EEF) project since 2013.

The scope of IBM's responsibilities on the EEF project include:

e Maximize DHS’ investment in the Clram software by minimizing customizations and aligning
required customization with Cdram guidelines to reducing upgrade efforts and time to
implement.

¢ Provide technical and functional implementation guidance on the Caram software for the
EEF project team

e Provide guidance and direction on the functional and technical designs in order to best
leverage Curam’s capabilities given the State’s requirements

o Brief Arkansas DHS and DIS leadership monthly on status of EEF project, IBM activities and
IBM recommendations.

To support the EEF project IBM:
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e Contributes to the technical design and review meetings
As an active member of Architecture Committee meetings by providing input on Cldram
related architectural decisions including; infrastructure design, performance, and security
issues
Facilitates for the State the management of critical IBM Cliram PMR'’s

e Provides development, test and production support in regard to rapid problem identification

and co-ordination with IBM L2 and L3 for critical issues.

e Attends State Governance and other management meetings such as the Technical Review

Board.
e Works in conjunction with State PMO to and partner with the EEF project team to provide
mitigation strategies for risks and issues.

e Provides enhanced information on new IBM Claram software releases, beyond the release

notes, and in the context of EEF project requirements

e Continuously performs WebSphere health check, design, configuration and troubleshooting

tasks which have significantly increased system performance.

¢ Sized and planned with the State on the EEF Test and Production environments hardware

upgrades
e Provided design direction and development resources to the State on the EEF Person
Match functionality

Most recently IBM has been working with the EEF Project Team on:

Upgrade EEF to Clram v7.0.0.0 release

Arkansas Works requirements

Evidence Sharing

Implemented WebSphere v8.5.5 upgrade across all environments

IBM provides Dept. of Information Systems with both hardware technology (mainframe, mid-
range and storage) and Infrastructure software including storage, database and application
server software in support of applications such as SAP and DHS’ legacy applications.

IBM provides maintenance services for both hardware and software used by State agencies
such as DHS, DIS, DE&A, Dept. of Education etc.

IBM hosts and provides support to DF&A’'s AMCS (Arkansas Motor Carrier System) solution.

Northrop Grumman'’s relationship with the State of Arkansas
The State of Arkansas DHS is a valued Northrop Grumman client. Northrop Grumman has

successfully engaged with DHS for 20 years, enhancing the Human Service delivery system for

the DHS staff and citizens of Arkansas. Northrop Grumman has worked side by side, forming

positive business relationships with DHS technical, business, and administrative leaders. They

have demonstrated their commitment to the success of DHS’ mission by being a trusted partner

supporting basic and strategic technology needs to the State of Arkansas.

Since July 1996, Northrop Grumman has provided information systems support for Arkansas
DHS, supporting 16 different DHS divisions and over 7,200 DHS employees. This includes
supporting 15 core mission critical applications and other applications that provide vital client
services and program administration for Arkansas’s most vulnerable individuals. Individuals
include those seeking and receiving public assistance, child welfare, child care, and adult

services. Northrop Grumman supports DHS by introducing new technologies to meet changing

business needs and keeping critical legacy systems properly maintained and operational.
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The primary contract vehicles used for the DHS and Northrop Grumman partnership over this
tenured relationship have been DHS Information System Support (ISS) and Facility Support
Project, baseline and above baseline versions. Since the 1996 award, DHS has renewed three
times, most recently in 2016. During this time, Northrop Grumman has become intimately
familiar with the tools, processes, and systems used by DHS, business owners and the
business drivers. This has enabled the team to not only identify and implement efficiencies, but
also anticipate new technology needs for more effective program administration and improved
service delivery. One example is the modification to child welfare system, CHRIS, to include a
differential response process, so staff can more effectively prioritize work in this critical area.
Specifically, these changes allowed staff to identify reports of specific, low-risk allegations,
separate from traditional investigative reports.

Additionally, the Northrop Grumman Enterprise Data Warehouse team transformed a report
developed in silos, based upon independent business knowledge to a dynamic user-driven
solution that provides a financial breakdown of beneficiary payments by aid category and
category of service. This innovation provided the agency with an automated method to balance
their “Book of Numbers” report, which includes $6.2 billion of claims, non-claims, and financial
transactions to within $1.14 (which differs as a result of rounding).

Northrop Grumman'’s relationship with DHS enabled them to facilitate discussions between DHS
and the University of Arkansas Little Rock to establish a partnership aimed at expanding the
pool of technical resources with skills aligned with DHS’ technical roadmap. Their relationships
with local community colleges enable them to respond to expanding needs with local college
graduates. In May 2014, the Northrop Grumman Arkansas Little Rock team was honored with
the State of Arkansas Corporate Community Service Award by the DHS Division of Community
Service and Nonprofit Support. This award recognized Northrop Grumman’s work in Arkansas
on Science, Technology, Engineering, and Mathematics (STEM) programs, Rice Depot food
distribution, youth home support, and other community services over the years.

The following table outlines Northrop Grumman'’s history performing on the ISS and Facility
Support project:

Table 4. Northrop Grumman’s history with the State of Arkansas’ ISS and Facility Support
project

Arkansas Department Human
Services (DHS) Information System
Support/Facility Support Project -
2016-2017

State of Arkansas
Department Human
Services

7/1/2016 06/30/2017

Arkansas Department Human
Services (DHS) Information System
Support/Facility Support Project -
Baseline 2015-2016

State of Arkansas
Department Human
Services

7/1/2015 6/30/2016

Arkansas Department Human
Services (DHS) Information System
Support/Facility Support Project -

State of Arkansas

Department Human 7/1/2015 6/30/2016

Services Above Baseline 2015-16
State of Arkansas Arkansas Department Human
Department Human Services (DHS) Information System 7/1/2014 6/30/2015

Services
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Support/Facility Support Project -
Baseline 2014-15

State of Arkansas

Arkansas Department Human
Services (DHS) Information System

Services

Support/Facility Support Project -
Above Baseline 2011-12

g:rpi/ail(r:'ggent Human Support/Facility Support Project - 7/1/2014 6/30/2015
Above Baseline 2014-15
Arkansas Department Human

g;atzr?:némaﬁjﬁsan Services (DHS) Information System

Serri/ices Support/Facility Support Project - 07/01/13 06/30/2014
Baseline 2013-14
Arkansas Department Human

gteatzr?r::‘:ﬁaﬁjﬁsan Services (DHS) Information System

Selr?/ices Support/Facility Support Project - 07/01/13 06/30/2014
Above Baseline 2013-14
Arkansas Department Human

gteatzr?r::‘:ﬁaﬁjﬁsan Services (DHS) Information System

SeR/ices Support/Facility Support Project - 07/01/12 06/30/2013
Baseline 2012-13

State of Arkansas Arkansas Department Human
Services (DHS) Information System 06/30/2013

Department Human S IFacility S . 07/01/12

Services upport FaC|_|ty upport Project -
Above Baseline 2012-13
Arkansas Department Human

g;atzr?:némagjﬁsan Services (DHS) Information System

Serri/ices Support/Facility Support Project - 07/01/11 06/30/2012
Baseline 2011-12
Arkansas Department Human

State of Arkansas Services (DHS) Information System

Department Human 07/01/11 06/30/2012

In addition to the ISS and Facility Support project baseline and above baseline support,
Northrop Grumman'’s team expanded its knowledge of DHS systems and business relationships
by supporting additional departmental initiatives and projects through the years. For example,
as the State moved forward with its Eligibility and Enroliment Framework (EEF) project,
Northrop Grumman provided targeted support, such as system reports using their knowledge of
the DHS business and technical environment.

Additionally, Northrop Grumman has engaged with other Departments in the State to provide

technology support. This includes the Department of Workforce Services and the Department of
Health. The work with the Department of Health was within the last five years, providing support
for an application tracking initiative and is reflected in the following table.

The following table provides data for the additional state projects, over the last five years, that
the Northrop Grumman team engaged with directly to provide support:
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Table 5. Additional State projects

State of Arkansas

Department of Health

Tracking

Department Human EEF ANSWER TRANS FY 2015-16 7/1/2013 6/30/2016
Services
State of Arkansas
Department Human EEF Reporting FY 2015-16 7/1/2013 6/30/2016
Services
State of Arkansas
Department Human EEF SNAP Support FY 2015-16 7/1/2013 6/30/2016
Services
State of Arkansas
Department Human Arkansas SNAP DOD 9/17/2010 1/31/2012
Services
State of Arkansas
Department of Human Arkansas CHRIS Extension 12/1/2011 06/30/12
Services
State of Arkansas Arkansas Department of Hgalth

Technical Support on Applicant 09/19/2011 06/30/12

In addition to supporting DHS through direct contracts and task orders, Northrop Grumman
worked as a subcontractor to Computer Aid performing direct division work to support and
innovate for critical tasks orders not covered under the ISS and Facility Support project.

The following table provides data for the additional state projects, over the last five years, during

which Northrop Grumman engaged as a subcontractor to provide services to DHS:

Table 6. Northrop Grumman additional State projects as a subcontractor

State of Arkansas
Department Human
Services

Arkansas CAIl UA Expansion

7/1/2013

6/30/2015

State of Arkansas
Department Human
Services

Arkansas CAIl EEF Expansion

7/1/2013

6/30/2015

State of Arkansas
Department Human
Services

Arkansas CAlI DMS EDW PII

7/1/2013

6/30/2015

State of Arkansas
Department Human
Services

Arkansas CAlI DDS CMS Support

7/1/2013

6/30/2015

State of Arkansas
Department Human
Services

Arkansas CAl DCCECE PDR

7/1/2013

6/30/2015

State of Arkansas
Department Human
Services

Arkansas CAl EDW DMS

7/1/2013

6/30/2015
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State of Arkansas
Department Human
Services

Arkansas CAlI ASH HER

7/1/2013

6/30/2015

State of Arkansas
Department Human
Services

Arkansas CAlI DSB Aware
Conversion

7/1/2013

6/30/2015

State of Arkansas
Department Human
Services

Arkansas CAI DHS Funds
Management

7/1/2013

6/30/2015

State of Arkansas
Department Human
Services

EEF Data Conversion FY 2015-16

7/1/2013

6/30/2015

State of Arkansas
Department Human
Services

Arkansas CAlI DHS TAPP Registry

7/1/2013

06/30/2014

State of Arkansas
Department Human
Services

Arkansas CAlI DHS CCLAS

7/1/2013

06/30/2014

State of Arkansas
Department Human
Services

Arkansas CAl Universal Assessment

7/1/2013

06/30/2014

State of Arkansas
Department Human
Services

Arkansas CAl Transition Framework

7/1/2013

06/30/2014

State of Arkansas
Department Human
Services

Arkansas CAIl UA Expansion

7/1/2013

06/30/2014
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2.6 Business Disputes

Instructions: Provide details of any disciplinary actions and denote any that are pending
litigation or Terminated for Cause or Convenience and associated reasons. Also denote any
other administrative actions taken by any jurisdiction or person against the Vendor. List and
summarize all judicial or administrative proceedings involving sourcing activities, claims of
unlawful employment discrimination and anti-trust suits in which the Vendor has been a party
within the last five (5) years. If the Vendor is a subsidiary, submit information for all parent
companies. If the Vendor uses subcontractors, associated companies and consultants that
will be involved in any phase of this engagement, provide the same information for each of
these entities.

IBM represents that there is no pending litigation that would prevent IBM from discharging our
obligations under a contract finally awarded to IBM, including all obligations related to the
provisions of IBM Products and Services thereunder. Information that does exist is in Form 10 -
K, Part I, Item 3 - Legal Proceedings in the annual report filed with the Securities and Exchange
Commission. Refer to the following website for more information: www.ibm.com/annualreport.

Northrop Grumman Systems Corporation, is a wholly-owned subsidiary of Northrop Grumman
Corporation, a publicly traded entity (Trading Symbol: NOC). Northrop Grumman Corporation,
including its affiliates, is a $26.5B company that performs work in 50 states and several
countries. It is impossible to list every single activity. Matters that are material are disclosed in
our public filings. Northrop Grumman files consolidated financial statements with the Securities
and Exchange Commission, which are available on the investor relations section of Northrop
Grumman’s website: www.northropgrumman.com. There is no pending litigation or other
activities that would affect Northrop Grumman'’s ability to perform this contract. Northrop
Grumman has no filings or petitions for bankruptcy.
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3.0 Financial Stability

3.1 Dun & Bradstreet Ratings

The Vendor should provide the industry standard Dun & Bradstreet (D&B) Ratings that
indicates the firm’s financial strength and creditworthiness, assigned to most US and
Canadian firms (and some firms of other nationalities) by the US firm D&B. These ratings are
based on a firm's worth and composite credit appraisal. Additional information is given in
credit reports (published by D&B) that contain the firm's financial statements and credit
payment history. Additional information may be requested regarding financial stability for the
Vendor and any subcontractors proposed.

Instructions: Provide a D&B Ratings report.

The IBM Dun and Bradstreet number is 00-136-8083. Through an agreement with Dun and
Bradstreet, IBM cannot provide D&B rating reports.

Northrop Grumman'’s industry standard Dun & Bradstreet (D&B) report indicates its financial
strength and creditworthiness. The D&B reports can be found at the end of this section.
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3.2 Financial Capacity

Vendors should submit an Independent Auditor’'s Report and audited financial statements,
including any management letters associated with the Auditor's Report with the applicable
notes, OMB A-133 Audit (if conducted) for the last three (3) fiscal years (an Audit Receipt
Letter from Contract Support for each year is acceptable), balance sheet, statement of
income and expense, statement of changes in financial position, cash flows and capital
expenditures.

Most current financial statements (may be unaudited) should be provided on a separate USB
Memory Stick, labeled “Financial Capacity Information Template T-2 — 3.2” to be provided as
part of the Technical Proposal. If the Vendor has not had an audit conducted within the past
three (3) fiscal years, then the Vendor should provide the following un-audited financial
statements for the last three (3) fiscal years:

a) State of Financial Position (Balance Sheet)
b) Statement of Activities (Income Statement)
c) Statement of Cash Flows
If the Vendor is a corporation that is required to report to the Securities and Exchange

Commission (SEC), it should submit its two (2) most recent SEC Forms 10K, Annual Reports.

If any change in ownership is anticipated during the twelve (12) months following the
Proposal due date, the Vendor should describe the circumstances of such change and
indicate when the change is likely to occur.

Additional information may be requested regarding financial stability for the Vendor and any
subcontractors proposed.

Instructions: Supply evidence of financial stability sufficient to demonstrate reasonable
stability and solvency appropriate to the requirements of this procurement.
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IBM does not release financial information outside of what is published in the annual report. The
report, along with all other publicly released information on IBM finances, can be found at the
following URL: http://www.ibm.com/annualreport/.

Northrop Grumman’s financial capacity

Northrop Grumman Systems Corporation is a wholly owned subsidiary of Northrop Grumman
Corporation. Northrop Grumman is a leading global company providing innovative systems,
products, and solutions in aerospace, electronics, information systems, and technical services
to government and commercial customers. Northrop Grumman Corporation is publicly traded
(trading symbol NOC) and files consolidated, audited annual reports with the SEC. The financial
results provided in the annual report convey Northrop Grumman'’s stability and fiscal strength.
Northrop Grumman Annual Reports can be found at the following website:
http://investor.northropgrumman.com/phoenix.zhtml?c=112386&p=irol-financialreports.

The Independent Auditor's Report and audited financial statements, including any management
letters associated with the Auditor’'s Report with the applicable notes are included in the 2016
Annual Report and 10k SEC Report.

Northrop Grumman'’s record of strong cash flow exemplifies their financial stability and capacity
to finance operations and meet the obligations without risk to the State of Arkansas. Table 7
below summarizes Northrop Grumman Corporation's financial highlights for the past 3 years.

Table 7.  Northrop Grumman financial highlights
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3.3 Financial References
The Vendor should provide references that can verify the standing of the Vendor.

Instructions: List credit references of the Vendor. Do not change any of the completed cells.
Any changes to the completed cells could lead to the disqualification of the Proposal.

Table 8. Credit References

3.4 Corporate Guarantee

If the Vendor is substantially owned or controlled, in whole or in part, by one or more other
legal entities, the Vendor should submit the information required under the “Financial
Capacity” section above for each such entity, including the most recent financial statement for
each such entity. The Vendor should also include a statement that the entity or entities will
unconditionally guarantee performance by the Vendor for each and every obligation,
warranty, covenant, term and condition of the Contract. If DHS determines that an entity does
not have sufficient financial resources to guarantee the Vendor’s performance, DHS may
require the Vendor to obtain another acceptable financial instrument or resource from such
entity, or to obtain an acceptable guarantee from another entity with sufficient financial
resources to guarantee performance.
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Instructions: Provide any additional information requested, and the unconditional guarantee
by the owning/controlling entities.

Not applicable.

4.0 General Assumptions

Instructions: Document the assumptions related to this Response Template in the following
Table. Add rows as necessary. Do not change any of the completed cells. Any changes to the
completed cells could lead to the disqualification of the Proposal.

Table 9. Vendor Experience Assumptions

IBM made no assumptions regarding this response template.
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1.0 Engagement Organization and Staffing Plan

The Vendor should describe the integrated Project Organization and Staffing Plan required to
execute the proposed approach and create the deliverables required for the Engagement.
This section should include details of the Vendor’s team, proposed use of subcontractors, and
the Vendor's expectations of DHS resources. This section should include a visual
representation of the Vendor engagement including the reporting structure. The Vendor
should also describe the required staffing of business and technical resources DHS must
provide to support the delivery of the services and creation of all deliverables. The Plan
should include the number of resources (both business and technical), anticipated role and
responsibilities, level of participation and necessary capabilities/skills for both DHS and
Vendor resources. The Staffing Plan should highlight the staff performing the roles required to
deliver the scope of services outlined in the RFP.

Key Project Personnel identified in the Proposal for the engagement are considered to be the
core Vendor resources and are therefore expected to be the major participants in all
procurement activities (e.g. oral presentations) and services delivery activities. If the Vendor
is selected, its Key Project Personnel cannot be replaced without prior DHS approval during
the life cycle of the Project.

DHS has the right to require Vendor replacement of Key Personnel or any person in the
Vendor's team (including subcontractors) for any reason not limited to inadequate skills, team
work, and responsive attitude etc. barring EEO guidelines.

Instructions: Provide a Staffing Plan and associated organization chart detailing the number
of personnel, level, roles and responsibilities, and team reporting relationships, and identify
the approach to providing “shoulder-to-shoulder” links for key staff roles between Vendor staff
and DHS staff. Show proposed Vendor personnel hours by phase, by personnel level, and by
role for the entire engagement. ldentify all Key Project Personnel for the Vendor, personnel
for DHS and their proposed roles. Additionally, the response should include an assessment of
DHS’ current staffing plan (outlined in the RFP).

At IBM, we understand that the quality delivery of a project depends on the organization of the
project resources in a structure that is well defined and yet flexible. Our proposed organizational
framework is built on structured roles and clearly identified responsibilities. Our organizational
structure promotes continuous learning and increases resource use through sharing of
resources and assets across teams. This structure forms the framewaork for the distribution of
project tasks and the measurement and reporting of progress of these tasks against the planned
project schedule.

Project success is based on the following key factors:

e Assembling the right group of people.
o Defining roles and responsibilities.
¢ Communicating and collaborating.

We will enable success by assembling the right team, with the right skill sets, and the right
resources at the right time. To achieve this, we will forecast and assign resources based on
needs aligned to the project plan and schedule. Full time employees (FTES) are based on hours
forecasted during months in which the personnel are assigned to the project. We have
estimated a typical month to range between 160-180 hours.
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Our organizational breakdown structure identifies the team organization and defines the
following areas:

e The hierarchical reporting relationships within the proposed structure.
e The project tasks for which each team is responsible.
e The grouping of specialized skills within the project teams.

The following figure represents the IBM team organizational structure for the IE-BM project:

Figure 1: IBM team organization chart

We have structured our organization to have clear accountability for tasks, while sharing resources and
experience across the project, as needed.

The organizational structure listed illustrates each position in terms of the other and their
hierarchy. The structure also identifies the various units that comprise the project team.

In the section below, we describe the job descriptions of the various roles and how they
contribute to the overall project success.

A brief description of the individual teams and the tasks and deliverables they are responsible
for producing is described in the following paragraphs. The Master Schedule includes these
tasks along with the timeline and the responsible party.

Engagement Director

The Engagement Director on the IBM side works closely with the IE-BM Executive team on the
Cuaram Investment Roadmap and the strategic and tactical priorities of the Integration Vision.
Organizational, financial, and technical decision-making authority and committing the team to
the planned tasks is the prerogative of the IBM Engagement Director, a seasoned veteran with
oversight authority on similar large-scale Caram HHS engagements and a day-to-day contact
with C-level executives within the State organization.

Project Management Office (PMO) team

The PMO team works closely with the stateside executives and the IBM project leadership and
helps manage the contract as prescribed in the Service Level Agreements (SLAs) and as
stipulated by the contract deliverables management list. The PMO team has primary
responsibility of managing the project schedule, is also responsible for collecting the statuses
from the various teams, and producing the consolidated weekly and monthly status reports that
include the planned vs actual reporting, cost, and schedule variances, risk, and issues
identified. The PMO team is also responsible for updating the project plans that include risk
management plan, communications management plan, stakeholder management plan,
deliverables management plan, schedule management plan, quality management plan, staffing
plan, implementation plan, change management plan, and turnover and operations
management plan. The PMO team is made up of the PMO lead, the Master Scheduler, and the
Office Assistant, which can be seen below.
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Figure 2: PMO Team

The PMO team will be responsible for managing the project administrative duties.
Project Manager

The IBM Project Manager is a hands-on leader, communicator, and a Clram-centric practitioner
that works directly with the stateside Project Manager and manages the day-to-day affairs of the
project personnel and monitors and reports on the progress made against the planned tasks.
Project risk and issues are analyzed and resolved by the Project Manager in close coordination
with the stateside counterpart. This may involve assigning additional resources to a task,
approving alternate approaches to not deviate from the vision or the project schedule, and
motivating the labor force.

Architect

The Caram Architect has hands-on experience in using the Ctiram out-of-the-box (OOTB)
functionality through configurations and minimal customizations to meet the organizational and
customer needs of a service organization. The Architect is a senior SOA Architect that advises
the state on architectural decisions and tool selections and configurations that affect the ability
to deliver and monitor the IE-BM implementation to the contractual standards and industry
leading practices using the Cdram platform

Infrastructure Team

The Infrastructure team enables the realization of the Functional team vision through the
development team tasks. The infrastructure team handles the automation of certain repeatable
tasks like automating the deployment process and controlling access to environments and
monitoring the health or the various technical environments. The team works very closely with
the development team and reports directly to the Project Manager. Continuous process
improvement through automation is one of the primary objectives of the Infrastructure team.
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Figure 3: Infrastructure Team: The Infrastructure team will be responsible for managing the deployments
and controlling access.

Functional team

The Functional team is made up of practitioners familiar with multiple social programs and policy
and with Caram OQOTB functionality including Intelligent Evidence Gathering (IEG), evidence
brokering, rules, workflow and tasks, and other CMS, FNS, and ACF guidelines. The Functional
team leads the requirements gathering and verification sessions and formulates the functional
design. They play the role of the Scrum Master during the Sprint cycle and work closely with the
Development team and the State Functional Subject Matter Experts (SMESs) who play the role of
Product Owners. They stay involved through the entire project lifecycle to facilitate that
requirements are being met and the system functions as designed when implemented.

Figure 4: Functional Team: Play the role of Scrum Mater during the Sprint cycles.
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Development team

The Development team is made up of skilled Caram Developers, who are very familiar with
Curam OOTB functionality and have hands-on experience integrating the modules in other
Cuaram implementations. The Development team is responsible for the configuration of the
Cuaram platform and helping the design stay close to the OOTB functionality except when the
State policies and procedures are different. The Development team is familiar with the MITA
seven standards and conditions and will follow the architectural pattern and development
standards established by IE-BM. The Development team is responsible for unit testing of their
code modules before deploying to higher environments. The Development team is also
responsible for the Date Warehousing and Bl report development and the ETL workflows.

Figure 5: Development Team -The Development team will be responsible for managing the configuration
and coding to meet the requirements.

Testing team

The Testing team is comprised of system testers, who are familiar with the Ctram functions and
the automated test tool suites. The Testing team works with the Functional and Development
teams to identify the appropriate test scenarios and work with the State testing team to setup
the Systems Integration Test (SIT) test cases and the automation for the regression test suites.
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Figure 6: Testing Team - The Testing team will be responsible for managing the end-to-end testing and
capability of system.

Organizational Change Management and Training team

The Organizational Change Management (CMO) and Training team reports to the IBM Project
Manager and is responsible for assessing the impacts of the proposed solution to existing
organizational policies and procedures and to the various user groups affected by the IE-BM
integration. The OCM team then proposes an OCM strategy and a training plan based on the
needs identified. The OCM team works closely with the functional and technical teams to
understand the proposed system functionality so that they can develop job aids and design and
develop the training curriculum. The team also collaborates with identified stateside field and
training staff in developing the Curriculum and delivering the Train the Trainer sessions.

Figure 7: OCM & Training Team - The OCM & Training team will be responsible for managing the
communication of our solution to the end users.

Although the organization structure is grouped by functional alignment the structure behaves
more like a matrix organization with individual Sprint Teams operating almost autonomously
through the implementation phases.

In the figure below, the Sprints are comprised of multi-disciplinary practitioners working together
from Visioning to Deployment. For example, Sprint 1 could be aligned with a program (SNAP,
TANF, Medicaid) or a feature (interface, Mobility, Integrated Application); for example,
Integrated Application. Sprint 1 uses a dedicated IBM Business Analyst as Scrum Master and
Developers and Test Engineers and State Functional SME who assumes the role of the Product
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Owner (serialized in the diagram). The Database Administrator (DBAS), Security Analysts and
the State Technical SMEs are shared resources who may split their time across multiple Sprints
based on the needs of a particular Sprint and the skills sets of the team member. A DBA in this
example supports multiple Sprints at the same time to maximize their utilization. This structure
can be seen below.

Figure 8: Sprint Team Structure

This type of an organization promotes collaboration within the teams and between teams and leads to
maximum resource utilization.

Once the functionality related to a particular Sprint is successfully deployed the practitioners
move on to the next planned Sprint cycle. The IBM Organization structure is flexible and
scalable. We will augment the teams as needed based on our staffing projections. If additional
developers are needed, we will tap into our deep bench strength. If additional testers are
needed, we will bring them onboard to support testing planning and execution. The IBM
Organizational Structure listed in Figure 1 will remain the same throughout the project although
the size of the individual teams may vary depending on the project staffing needs.

The IBM Project team is made up of practitioners with specialized skills playing specific roles
within the organizational structure. The table below provides a description of the role and the
types of skills needed to perform that role and the services on the contract delivered by the
roles.
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Table 1:

Engagement Director
for DDI and M&O

Project Management,
Contract Management, Scope
Management, Change
Management, Risk
Management, Stakeholder
Management, Vendor
Management

IBM Roles — Skills Description and Services Rendered

The IBM Engagement Manager
works closely with the State
Executive team on the Caram
Investment Roadmap and the
strategic and tactical priorities of
the IE-BM project. Integration
Vision. Organizational, financial,
and technical decision-making
authority and committing the team
to the planned tasks is the
prerogative of the IBM
Engagement Manager, who is
typically a seasoned veteran with
oversight authority on similar
large-scale Curam HHS
engagements and a day-to-day
contact with C-level executives
within the State organization.

Project Manager

Project Management,
Contract Management, Scope
Management, Change
Management, Risk
Management, Deliverables
Management, DDI Process
Management, Facilities
Management, Personnel
Management

The IBM Project Manager is a
hands-on leader, communicator,
and a Curam-centric practitioner
that works directly with the
stateside Project Manager and
manages the day-to-day affairs of
the project personnel and
monitors and reports on the
progress made against the
planned tasks. Project risk and
issues are analyzed and resolved
by the Project Manager in close
coordination with the stateside
counterpart. This may involve
assigning additional resources to
a task, approving alternate
approaches to not deviate from
the vision or the project schedule,
and motivating the labor force.

PMO Leader

Project Management,
Contract Management,
Deliverables Management,
Facilities Management,
Vendor Management,
Personnel Management

The PMO Leader works closely
with the stateside executives and
the IBM project leadership and
helps manage the contract as
prescribed in the SLAs and as
stipulated by the contract
deliverables management list. The
PMO Leader has primary
responsibility of managing the
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project schedule and is also
responsible for collecting the
statuses from the various teams
and producing the consolidated
weekly and monthly status reports
that include the planned vs actual
reporting, cost, and schedule
variances, risk, and issues
identified. The PMO Leader is also
responsible for updating the
project plans that include risk
management plan,
communications management
plan, stakeholder management
plan, deliverables management
plan, schedule management plan,
quality management plan, staffing
plan, implementation plan, change
management plan, and turnover
and operations management plan.

Security Infrastructure
Lead

Security Access
Management, HIPAA,
Design, Development.,
Deployment, Transition

Works with the Technical Director
and the Functional and
Development Team Leads in
developing protocols and process
to control access to sensitive PlII
and PHI data Is responsible for
developing the System Security
Plan. Works closely with the State
Security Administrators on
security provisioning for the
MMRP Phase 2 project.

Architecture Lead

DDI Process Management,
Risk Management, Security
Access Rights Management,
Configuration Management,
Technical Design Document
Management

Advises the State Executive team
and the project team regarding
decisions related to the Cdram
framework and roadmap and
planned customizations that may
deviate the implementation from
the OOTB solution. Works
collaboratively with the State on
reducing Technical risks related to
the development tasks. Shares
lessons learned from other states
doing similar Cdram Integration
work. Is up to date on technology
in the Integrated Eligibility space
including mobility, no touch
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eligibility and business intelligence
and analytics.

Integration Manager
and Functional Lead

Design, Development,

Solution Testing, Deliverables

Management, Risk
Escalation, Caram OOTB,
Medicaid SNAP, TANF
Policy, IE-BM Policies

The Integration Manager is a
seasoned practitioner familiar with
Medical Assistance, Cash and
Food Stamps policy and programs
and with Caram OOTB
functionality including IEG,
evidence brokering, rules,
workflow and tasks, and other
CMS, FNS and ACF guidelines.
The Functional Lead is primary
responsible for the requirements
gathering and verification sessions
and formulates the functional
design. Works closely with the
Development team to develop the
technical design specifications.
The Lead stays involved through
the entire project lifecycle to
facilitate that requirements are
being met and the system
functions as designed when
implemented.

Business Analyst

Design, Development,
Solution Testing,
Deliverables, Management,
Risk Identification, Caram
OOTB, Medicaid Policy

The Business Analyst has 5 or
more years of experience with
medical assistance policy and
programs and with Ciram OOTB
functionality including IEG,
evidence brokering, rules,
workflow and tasks, and other
CMS guidelines. The Senior
Business Analyst is also
responsible for the requirements
gathering and verification sessions
and formulates the functional
design. They work closely with the
Development team to develop the
technical design specifications.

Development - Lead

Design, Development,
Solution Testing,
Deliverables, Management,
Risk Escalation, Caram
OO0TB, Coding Standards,
IEG, Rules SLA's, ESB, ETL,
Cognos

Technologist who has lead teams
of 5 or more people in previous
HCR/CGIS (Health Care
Reform/Curam Global Income
Support) implementations in other
states. Provides leadership and
guidance to the development team
and helps them code to standards
and performance metrics set for in

10
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the Arkansas SLA's. Works
closely with the Functional and
Testing team leads to clarify and
guide design decisions and testing
scenarios. Possesses good
written and verbal communication
skills and can identify risks to
schedule and costs and escalates
them to Management attention.
Intimately familiar with
configuration management and
the deployment process.

Curam Developer

Design, Development,
Solution Testing, Risk
Identification, Defect Fixes,
Caram OOTB, Coding
Standards, SLA's, ESB, ETL,
Cognos, Curam IEG, Rules

Technologist with 7+ years of
experience in previous Clram
HCR/CGIS implementations in
other states. Intimately familiar
with configuration management
and the deployment process as
well as Curam development
standards and guidelines.
Experience in the full life cycle of
requirements through functional
design and testing.

Interface Developer

Design, Development,
Solution Testing, Clram
OOTB, Coding Standards,
SLA’s, ESB, IBM Integration
Bus

Interface developer with 7+ years
of experience developing
integrations in the social
enterprise management
application industry. Has
experience with full lifecycle
development activities from
requirements through design and
testing.

Testing Lead

Design, Development,
Solution Testing, Defect
Categorization, JIRA, Change
Management

The Testing Lead is familiar with
the Cdram functions and the
automated test tool suites. The
Testing Lead works with the
Functional and Development
teams to identify the appropriate
test scenarios and works with the
State testing team to obtain the
approvals needed to facilitate
adequate test coverage.

The Test Lead works with the
other Team leads to coordinate
and communicate activities during
the implementation phases.

11
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Tester

Design, Development,
Solution Testing, Defect
Categorization, JIRA

Conducts SIT and Joint SIT
Testing. Drafts the test cases.
Updates the automated test
suites. Documents defects with
adequate detail in the Test tool
suite. Supports User Acceptance
Testing (UAT) testing.

Training Lead

Curam Knowledge,
Communication
Management, |IE-BM Policies,
Curriculum Development,
Coordination with State
Testing team, Deliverables
Management

Works with the Functional, Testing
and State Policy and Training
teams to develop the Training
curriculum. Leads the Trainer the
Trainer sessions. Supports the
State Testing team on the End
User Training Delivery.
Incorporates the feedback from
the training sessions into the
curriculum.

Training Developer

Curam Knowledge,
Communication
Management, IE-BM Policies,
Curriculum Development,
Draft Training related
deliverables

Works with the Functional, Testing
and State Policy and Training
teams to assist in developing the
Training curriculum. Supports the
Trainer the Trainer sessions.
Incorporates the feedback from
the training sessions into
modifying the curriculum.

We will map the IBM team’s project organization to the State’s organization to allow for linkages
between key stakeholders and their IBM team counterparts. This process will create an
integrated project team that provides team members with details concerning proper points of
contact and an understanding of the project organization and decision-making authority. An
integrated project team facilitates communication and collaboration between the various
stakeholders. By reporting statuses from each of these teams, a holistic view of the project

status can be obtained and the dependencies between critical tasks within a team and across
teams managed appropriately. With singular points of contact identified from the State and the
vendor organizations for tasks, assigning responsibility and ownership will become clear.

The Arkansas and IBM joint team structure showing the shoulder-to-shoulder view is shown in
in the figure below. We will align the State and IBM team members with similar skill sets to
encourage collaboration and effective communication.
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Figure 9: A Joint IE-BM Team — IBM and the State Stakeholders: Shoulder to Shoulder

The table below lists the suggested skills for the State team roles to contribute to the project

team success.

Table 2. Recommended Skills

Project Owner

Project Manager

Business Lead

Technical Lead

Functional SMEs
(Product Owner)

Works closely with the IBM Engagement Director. Sets the vision for
the Project. Actively participates in the Steering Committee
Meetings. Mitigates Risks and Issues. Actively works to remove
roadblocks if encountered by the Project team

Works with the IBM Project Manager. Oversee day-to-day
operations. Manages the progress of tasks, reestablishes priorities,
and reallocates resources, as needed, based on progress of critical
tasks. A leader and a communicator.

Well versed in programs and policies across multiple programs. Has
hands on experience in Cdram and the Legacy systems. Is very
familiar with the field operations. Communicates and collaborates
with the Federal Agencies including CMS, FNS and ACF. Escalates
risks and issues to Project Management. Works well with the other
teams namely Development and Testing.

Works with the IBM Development Lead and the M&O Lead on a day
to day basis. Has a good understanding of Service Oriented
Architecture concepts. Is very familiar with the existing technology
landscape. Communicates with the Design and Testing teams.
Escalates risks and issues to the Management team. Understands
the SLA’s. Working knowledge of the Cdram platform.

Actively Participates in the Sprints as the Product Owner.
Understands the product backlog and the minimum viable product
and the iterative and incremental nature of the Agile Sprints.
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Provides the necessary feedback to the Sprint teams. Identifies
risks and issues and logs them in the risk register. Communicates
with the other Sprint Teams.

Technical SMEs Has a good understanding of Service Oriented Architecture

concepts. Is very familiar with the existing technology landscape.
Identifies risks and issues to the Management team. Understands
the SLA’s. Working knowledge of the Caram platform, Mainframe
legacy systems, Data Warehouse and Business Intelligence,
Cognos reporting.

OCM/Training Team | Possesses good communication skills. Understands adult learning

principles. Familiar with the programs and policies. Understands
Cuaram functionality and navigation. Knowledgeable with field
operations and procedures.

The IBM team has reviewed the State Project team Staffing requirements as listed in Table 10
of the RFP. We have compared your staff levels with the Stateside staffing requirements
projected from our Staffing Plan. Using this comparison and based on our experience in
previous engagements of the same size and complexity, IBM is satisfied with the projected
numbers for the State team. Here are a few recommendations related to staffing that we would
like to propose for your consideration:

State Functional SME’s will play the role of the Product Owner during the Sprint Cycles. The
Functional SME will need to have a good grasp of the overall design approach and Curam
OOTB functionality and be willing to actively participate in the Daily Stand-Up meetings.
There will be multiple Sprints for each Project Release with a State Functional SME actively
participating in each of the Sprints.

Since there are multiple programs identified in the scope of this RFP we recommend that
Functional SME’s are drawn from different program areas.

Since Caram will be the worker facing system, experience and knowledge of the Caram
system by the Functional Business Analysts (BA) is preferred.

During the UAT phase IBM recommends that end users participate as testers so that they
can get an early feel of the new solution and carry forward the knowledge gained from
testing to the field and play a role in championing the system and supporting their
colleagues post go-live. This type of approach worked well in our ConnectWellSD San
Diego project.

The IBM team assumes the State UAT testers familiarity with the defect categorization and
defect logging processes for effective UAT defect resolution.

IBM recommends Functional and Technical SMEs that are knowledgeable with the legacy
data structure for participation in the Conversion related design sessions.

The IBM Train-the-trainer sessions requires in-person participation of the State Trainers for
the duration of these sessions. IBM will work with the State in setting up the schedule but
assumes full and active participation from the State trainers for effective delivery of the
course content.

Availability of policy and program specialists on an as needed basis during the Vision
sessions so that eligibility rules can be formulated to meet Arkansas policies and statutes.
Availability of State technical resources for infrastructure and configuration management
troubleshooting and collaboration tasks.
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e State Project Management support and availability for Risks and Issues Management and
regular cadence of the Change Control Board.

2.0 Vendor Key Personnel

The Vendor should identify Key Personnel for the Engagement, as described in the RFP,
including:

® Name

Position in Vendor organization
Proposed role on Engagement

Focus of work effort

% of time dedicated to the Engagement

Experience in the proposed role

Qualifications for the proposed role
B Role in the last three (3) projects

Instructions: Complete the following Table detailing the Key Personnel identified for this
Engagement. Add rows as necessary. Do not change any of the completed cells. Any
changes to the completed cells could lead to the disqualification of the Proposal.

The key personnel will fill in the roles of the organizational structure depicted earlier. The figure
below shows these key personnel and their roles within the IBM structure. The reporting
hierarchy is also clearly represented.

Figure 10: Organizational Structure with Key Personnel

The key personnel from this organizational structure will allow for greater of knowledge sharing and
promote escalation strategies.
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Table 3. Proposed Vendor Key Personnel
Walter IBM Public Engagement  Program
Szyperski Sector Caram Director for DDI Management

Delivery Partnerand M&O

20

Fifteen

e 28 years of

professional
experience in
client support
and project
management.

28 years of
direct project
oversight and
authority over
ongoing
relationships
with clients
implementing
enterprise
solutions in
excess of 10
million.

Management of
integrated
eligibility
accounts that
have included
both DDI and
M&O for
multiple projects
including
successful and
ongoing Curam
programs in

Program
Executive

Program
Executive

Program
Executive
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Ennapadam A Associate Project Project 100
Padmanabhan Partner Manager Management

Twenty

Missouri, New
York, Nebraska,
and California

20 years of
project
management
experience.

14 years of
experience
leading the
implementation
of enterprise
solutions on
similar
technologies.
Seven years of
experience
implementing
solutions of
similar functional
scope.

PMP certified
professional
specializing in
ERP delivery
management
and project
management
(Cuaram, SAP,
and Oracle) with
over 25 years of

Project
Executive

Project
Manager

Integration
Manager
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Yogi Ganesan Senior Integration DDI 100
Managing Manager and
Consultant Functional
Lead

Fifteen

professional
experience in
both the public

and private

sectors.

Four years of

Cdram

experience.

18 years of ¢ Integration
experience in Manager and
the Health and Functional Lead
Human Services  |ntegration
domain. Manager and

15 years leading  Functional Lead
various phases Quality

Qf the _ Assurance
implementation Management
of enterprise Advisor
solutions on

J2EE, .NET and
Cloud platforms.

15 years of
experience
implementing
solutions
Custom and
COTS of similar
functional scope.

Project
Management
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James Collier Senior Training Lead Training 100
Managing
Consultant
Gaurang Senior Test Lead Testing 100
Mavani Managing
Consultant

Five and a half e

Over six

Professional
(PMP) certified.

Certified Scrum
Master (CSM)

from Scrum

Alliance.

18 years of e Training Lead
training e Training Lead

development
experience.

Over 5.5 years
of Training Lead
experience.
Training
strategies and
methodologies
SME.

Three years of
Cdram
experience.

e Training Lead

Over six years of ¢ Lead Business
experience as a Analyst
Testing Lead for o, Tegt Manager
projects similar
in size and
complexity to the
IE-BM solution.

Proven track
record of leading

Functional Lead

19



State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP

RFP #: SP-17-0012

Template T-4 — Vendor Engagement Organization and Staffing

Ramchandra
Takkar

Senior
Managing
Consultant

Technical Lead Development

100

Twelve

testing teams for
IBM on complex
system
implementations
such as the
ConnectWellSD
project.

IBM Cuaram
Certified
Business
Analyst v6.0.

12 years of
Experience as a
Technical Lead.

Ten years of
experience as a
Technical Lead
on complex
projects.

Nine years of
experience in
management.

Seven years of
experience
architecting and
designing
enterprise
solutions.

Solution
Architect

Technical Lead

Development
Lead
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Devananda Senior Architect Lead System 100
Muthakana Enterprise Architecture
Architect

Twelve

e Ten years of
Cdram
experience.

e Clram
Technical Lead
for the Arkansas
EEF project.

e TOGAF (The e Senior

Open Group) Enterprise
Certified Master  Architect

Architect. o Enterprise
e 20 plus years of  Architect
overall IT

. Enterprise
experience. Architect
e 16 years of
Cdram
experience.

e 15 years of
experience in
health and
human services
domain.

e 14 years of
experience
architecting and
designing
solutions.

e 12 years of
experience as
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Santharam Delivery Project Operations M&O 100
Hanumandhan Executive Manager
Siva Kumar Senior M&O Technical M&O 100
Veluru Managing Lead

Consultant

Six

Eight

an Architect

Lead.
Six years of ¢ Delivery Project
experience Executive

managing an N
M&O team for

an enterprise
solution within a
public-sector
client.

Over 13 years of
experience in
M&O.

Project
Management
Professional
(PMP) certified.

1.5 years of
Cdram
experience.

12 years of o
experience
architecting and
designing
enterprise
solutions.

Ten years of
experience in
Health and

Maintenance
and
Enhancement
Manager

Business Area

Manager

Technical
Architect

Technical
Architect

Technical
Architect
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Human Services
industry.

Implemented
and supported
multiple Caram
Projects in an
M&O capacity

Project
Management
Professional
(PMP) certified.

Clram
Technical
Architect for the
Arkansas EEF
project.

23



State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-4 — Vendor Engagement Organization and Staffing

2.1 Subcontractor Key Personnel

The Vendor should identify the Subcontractor Key Personnel for the Engagement including:
Name

Position in subcontractor organization

Proposed role on Engagement

Focus of work effort

% of time for that work effort

Experience in the proposed role

Qualifications for the proposed role
B Role in the last three (3) projects

This section should also detail the past work each listed person has had with the Vendor or
their staff.

Instructions: Provide a listing of the Subcontractor Key Personnel. This Table should be
replicated for each Subcontractor used. Add rows as necessary. Do not change any of the
completed cells. Any changes to the completed cells could lead to the disqualification of the
Proposal.
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Table 4. Proposed Subcontractor Key Personnel

James Scholz Infrastructure Security Security 100 20
Security Expert for DDI
Manager and M&O

o Certified Chief e Lead Cyber

Information Security ~ Security
Officer (C|CISO - Architect
CC-JS-786), and
Certified Homeland
Security Level IV )
(CHS-IV -106680) * Project

in addition to a Manager/ Cyber
Certified Subject Matter
Information Expert

Systems Security

Professional

(CISSP — 33371).

Over 40 years
implementing and
managing security
in an enterprise
environment.

e Senior Security
Analyst
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3.0 Staff Management

subcontractor staffing.

The Vendor should describe internal standards, policies and procedures regarding hiring,
professional development and human resource management, including processes for
ensuring that the Engagement will not be affected by fluctuations in Vendor staffing and other
assignments. The response should also include a discussion of the Vendor's management of

Instructions: Provide descriptions of the Vendor's Staff Management approach.

IBM's resource management approach will support project continuity and stability through staff
retention and replacement. Our three core tenets to resource management are shown in the

following table.
Table 5.

A Commitment from
key personnel to be
ready on day one

IBM’s three tenets for resource management

We have assembled a team that is highly committed to the
success of the State’s implementation.

The key personnel resources have a history of successfully
seeing projects through to completion.

Strategies to
minimize the impact if
staff members leave
the project

We will employ disciplined archiving of work products and
deliverables, redundancies where necessary, and succession
strategies for key personnel.

A culture that
promotes along-
term, satisfying,
career-focused
environment

We offer competitive benefit packages, internal and external
training and education programs, proactive management
development programs, career development centered on
empowerment, team-building, and a supportive environment that
builds trust and confidence.

The following figure illustrates IBM's structured approach for staffing the Arkansas IE-BM
project. This approach is straightforward and fast to eliminate adverse impacts to the project

schedule. This process works well, whether assembling the initial team or ramping up to meet
increased staffing needs.
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Figure 11: IBM Staffing Plan: Staff on Demand from a pool of IBM and Contracted Cdram Practitioners

It is no secret that Caram technical experience is a very niche group of skill-sets. Resources
with the requisite skills are both limited industry-wide and highly coveted. Fortunately, as the
services arm of IBM Curam, we have the strongest pool of resources available to support the
Arkansas Department of Human Services (DHS) Integrated Eligibility and Benefit Management
(IE-BM) implementation, of our competitors. Today, IBM has over 400 technical leaders
supporting Cdram engagements. We continue to grow and develop our Caram delivery practice,
requiring certifications and continuing education of our staff. Typically, IBM strives to rotate
technical staff from project to project annually, therefore, continually exposing our leading
resources to new and greater challenges.

Unlike our competition, IBM does not require subcontractors to obtain and retain the highly
specialized Curam skillsets required to meet project requirements for IE-BM. Very few firms
have the necessary skills and IBM certified personnel do support Cdram engagements.
However, for most, the ones that do have the requisite skills, it should be noted that IBM
maintains good relationships and master service agreements for sub-contract support. On
occasion, IBM will engage these firms for staff augmentation project support. A partial list of
contract firms that IBM has active agreements with currently and through which, we can easily
provide surge Curam staff include RedMane, eSystems, D2Sol, Diona, Stewards of Change,
and CMA.

For this specific engagement with IE-BM, IBM has chosen to primarily staff and execute this
contract with most internal IBM Curam professionals with staff augmentation support from our
teaming partner D2Sol. D2Sol is already aligned with an IBM core supplier and provides a
steady stream of highly-skilled Curam resources to IBM projects around the world today. IBM
will also bring on key incumbent eSystems personnel, at the State’s discretion.
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4.0 Training Policies and Procedures

The Vendor should describe its policies and procedures for providing education and training
for its personnel, both initially and ongoing.

Instructions: Describe Vendor's approach for training and ongoing education of its
personnel.

IBM staff and subcontractors are drawn from select resources who are regularly evaluated and
trained to provide relevant skill remain current and new skills are acquired.

High project performance begins with an effective, compliant, “one badge” onboarding
approach. In collaboration with the State, resource needs are identified based on system,
process, and resource skill requirements.

o Key resources will be reviewed and approved by the State prior to selection
o Non-key resources are selected by project and team leadership to fill the identified slots

Resources who join the project team will receive onboarding training which includes background
details and motivations for the project effort and outlines the scope and timeline of the project
from a high-level perspective. The project PMO will assign and track completion of necessary
Data Security & Privacy (DS&P), HIPPA, and project specific training required by both IBM and
the State.

e Yearly training requirements will be coordinated by the PMO
o Periodic training will be administered as determined necessary by the PMO, team leads,
and the State

Training is the same for both IBM and subcontractor staff and may include meetings, calls,
review of printed material, digital communications, and training documentation. The onboarding
effort will result in:

e Improved performance and productivity
e Improved confidence, reduced stress and confusion
e Higher retention rates

5.0 Staff Retention

The Vendor should provide assurances that it will retain the appropriate level of staff to
complete the scope of this engagement throughout the contract period. The Vendor should
describe its approach to staff retention, with specific attention to ensuring staff consistency
throughout the duration of the Engagement.

Instructions: Describe Vendor's process and methodology for retaining Vendor personnel
and ensuring that Key Personnel are consistently engaged on this Engagement. The Vendor
should also discuss steps they have/will take to minimize staff turn-over to avoid costly re-
training of Engagement resources.

To retain high-caliber personnel, we use retention techniques such as competitive salaries, spot
bonuses, preferential choice of assignment, promotions, and exceptional benefits. Many
industry studies have shown that compensation is just one factor in overall job satisfaction.
Other factors that have a high correlation with job satisfaction include teamwork and a
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collaborative environment, open communications, feedback, opportunities for growth, and
recognition, and we strive to provide these to our staff. For our leadership professionals, IBM
invests in leadership development programs that lead the industry and are recognized by
Forbes, ChiefExecutive.net, and others. Our Project Manager will use the following techniques
to support staff retention:

o Professional, accessible, and fair management: Our management team is available to staff
for discussion and resolution of issues, whether they are personal or business related.

e Performance standards: Our team will communicate performance standards to each
employee throughout their employment. Our experience shows that letting an employee
know exactly what is expected helps employees meet those expectations. We have found
that maintaining very high standards can lead to a sense of success and pride, key
elements in retention.

o Regular performance feedback: The Project Manager will monitor team performance from
observation, project results, and using feedback from the State. This feedback is shared
with the employee, thereby providing positive reinforcement for recognized superior
performance or providing the opportunity for performance improvement in targeted areas.

e Continuing education and training support: Our team encourages education for applicable
certifications and for degrees from accredited universities and colleges to equip our
employees with the latest qualifications and tools to achieve success.

e Recognition for exemplary performance employee reward and incentive program: As a
further retention and team-building tool, we will reward performance that exceeds the normal
job response.

IBM has been recognized as an employer of choice by many organizations and journals. We
have a local presence here in Little Rock and a history of working with many Arkansas
Businesses and Government Agencies. IBM was announced as an Employer of Choice for
Women (EOCFW) by the Equal Opportunity for Women in the Workplace Agency for the ninth
consecutive year in 2016.

IBM is one of only 15 organizations to have received the EOCFW citation every year since
2001, having demonstrated excellence in areas such as maternity leave, flexible work
arrangements, female manager representation and pay equity.

With IBM as your trusted advisor for this mission critical engagement, your staffing and turnover
related risks are minimized from the day we start the project, to the day we successfully
turnover the steady state operations to you.
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6.0 Engagement Organization and Staffing Assumptions

disqualification of the Proposal.

Instructions: Document all assumptions related to the response for Engagement
Organization and Staffing in the following Table. Add rows to the Table as necessary. Do not
change any of the completed cells. Any changes to the completed cells could lead to the

Table 6: Engagement Organization and Staffing Assumptions

Template T-11
Implementation Requirements
Approach Section 1.1 Project
Management

Designated State Staff
understanding of the Agile
mindset, the IBM
methodology and their role
and responsibilities within
the Sprint Cycles.

An understanding of
the Agile mindset
including self-
organizing teams,
feedback loops,
people over process,
minimum viable
product, iterative and
incremental
development cycles is
essential for the
success of the Sprint
Cycles and the overall
project.

Template T-11
Implementation Requirements
Approach Section 2.0
Approach to Planning the
Software Development Life
Cycle (SDLC)

Designated State Staff who
play the critical role of the
Product Owner are available
for Daily Stand up meetings
and actively participate in
ceremonies and backlog
grooming activities.

Business SMEs
typically take on the
role of the Product
Owner during a Sprint
Cycle. The Product
owner plays an active
role in ceremonies
and backlog grooming
activities.

Template T-11
Implementation Requirements
Approach Section 2.0
Approach to Planning the
Software Development Life
Cycle (SDLC)

The IBM and State teams
can co-locate as a single
team during the sprint cycle.

To enable constant
feedback loop and
improve the
efficiencies and
effectiveness of the
Sprint Teams, IBM
assumes that Sprint
team members can be
in the same physical
location.

Template T-11
Implementation Requirements
Approach Section 4.1
Requirements Validation and
System Design Methodology

Action Items and parking lot
issues identified during the
Visioning sessions are
resolved in a timely manner
by the responsible owners.

IBM Project Schedule
assumes the timely
decision making
during the Sprint cycle
for the completion of
the targeted user
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stories and not have
leave behinds.

Template T-11
Implementation Requirements
Approach Section 4.1
Requirements Validation and
System Design Methodology

Deliverables are approved
on time by the State
reviewers within the
timeframes agreed upon as
part of the PMO
Deliverables Management
Plan.

IBM Project team
assumes timely
approval of
deliverables by the
state review team to
meet its milestones
and timelines.

Template T-9 Technical
Requirements Approach
Section 3.4.2 Data Integration,
Quality and ETL (Extraction,
Transformation and Load)

Legacy data gaps and data
quality issues identified
during mock conversion are
resolved in a timely manner
by State Functional and
Technical SME’s that are
familiar with the policies and
the data structures in the
Mainframe system.

The identification of
the data gaps is the
responsibility of the
IBM-NG team. IBM
assumes that data
cleansing related
tasks in the source
systems are
performed by the
stateside SME's so
that data conversion
and cutover to Clram
is smooth and
supports the new
features and
functions.

Template T-11
Implementation Requirements
Approach Section 1.2 Risks
and Issues Management

Project Risks and Issues
that are escalated are
addressed by State
Leadership in a timely and
effective manner.

Identification of risks
is the responsibility of
the project team. IBM
will work with the
State Leadership on
the management of
the risks throughout
the project lifecycle.
However, IBM
assumes that roles
and responsibilities
clearly identified are
followed so that risk
owners can execute
the mitigation
strategies on time.

Template T-11
Implementation Requirements
Approach Section 3.2.1
Change/Release/Configuration

Project Change Requests
are analyzed for impacts
and are addressed in the
Change Control Board
meetings that occur in
regular cadence.

IBM assumes that the
approval of change
requests and the
deployment of
approved change
requests to production
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deployments are
based on impacts to
the business, system
components, project
timeline and costs and
will not introduce any
risks.

Template T-11
Implementation Requirements
Approach Section 3 User
Acceptance Testing

Availability of State staff that
are familiar with the design
decisions and the defect
categorization definitions
during the UAT phase.

IBM recommends end
users to participate in
the UAT phase so that
the operational issues
and potential gaps in
the system design can
be identified and
addressed. End users
also gain a better
understanding of the
system and can act as
Super users post
deployment and serve
as ambassadors of
the system.

10.

Template T-9 Technical
Requirements Approach
Section 2.8.1 Solution
Administration

Availability of Stateside
technical resources
including DBAs, Network
Administrators for
troubleshooting and
coordination needed to
adhere to the SLAs

The IBM project team
ability to meet and
exceed SLA'’s hinges
on timely
communication and
collaboration with the
Stateside
Infrastructure
specialists to
troubleshoot and
resolve issues.

11.

Template T-11
Implementation Requirements
Approach Section 7.3.2
Training Plan

Availability of State trainers
for Train the Trainer
sessions scheduled by the
IBM Training team

The IBM Training
team will schedule
multiple sessions to
deliver the Train the
Trainer approach
sessions and
assumes that the
entire State training
team be able to
participate in-person
during this hands-on
training sessions.

12.

Template T-11
Implementation Requirements

Availability of State Policy
and Operations staff to

The IBM OCM team
works hand in hand
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Approach Section 7.1
Organizational Change
Management

review and finalize the OCM
communications to field staff
during and after production
deployments.

with the State Policy
and Operations team
to deliver timely
messages about
system deployments,
new and improved
functionality, changes
to processes and
known system issues
and work-arounds.
Timely approval of
their draft work is vital
in getting the
message to the field
on time.

13.

Template T-9 Technical
Requirements Approach
Section 2.8.1 Solution
Administration

Availability of technical and
functional staff members
from external agencies
during Interface Testing.

The IBM team
assumes that the
external vendors will
be available for
Interface testing and
assumes that the
State team will be
responsible for
sharing the project
timelines and
coordinating with
these external parties.

14.

Template T-7 Functional
Requirements Approach
Section 1.3 Approach to Pre-
Screening

Timely decision making and
availability of Community
Action Agencies staff for
LIHEAP application
processing

The IBM Team
assumes that the
Community Action
Agencies can
consume the LIHEAP
application
information sent to
them from the IE-BM
system and are able
to process the
applications for timely
delivery of the
LIHEAP services.
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1.0 Staff Experience

The Vendor should provide a completed Staff Experience reference form (see Error! Reference
source not found.) for each proposed Key Personnel as indicated in the RFP (includes both
the Vendor and subcontractor staff).

Instructions: For each reference listed, indicate the client name and client contact information,
whether the engagement was for a public sector agency, project name, start and end dates the
team member performed the role, duration of the experience and an overview of the project
scope, focused on how it relates to the scope of this RFP. Duplicate Table 1 in its entirety, once
per Key Personnel. Do not change any of the completed cells. Any changes to the completed
cells could lead to the disqualification of the Proposal.

Table 1. DDI & M&O Engagement Director: Walter P. Szyperski

Team Member Name: Walter P. Szyperski

Walter is a Partner within IBM’s Global Business Services
(GBS) group. He currently leads the GBS Watson Health
Curam practice. Walter has 28 years of experience successfully
helping clients design and implement transformational IT
systems. Much of his career has been focused on delivery
excellence, which is an array of activities to help facilitate
solutions, estimates, and implementation meet or exceed client
expectations. Walter will ultimately be responsible for the
success of the IE-BM implementation and has the following
characteristics:

Description of Skill Sets and e Walter has 20 years of direct project oversight and
Experience authority over ongoing relationships with clients
implementing enterprise solutions ranging from $40 million
to $80 million.

e 20 years managing integrated eligibility accounts that have
included both Design, Development, Implementation (DDI)
and Maintenance and Operations (M&QO) for multiple
projects similar in scope to IE-BM including successful and
thriving Ctram programs in Missouri, New York, and
California.

e 28 years of professional experience in implementations
and client support.

Proposed Project Role for RFP Engagement Director Subcontractor N
#: SP-17-0012 g9ag (YIN)?

Years’ Experience in Role: 15

Client Name County of San Diego

Client Point of

Nick Macchione — Director of Health and Human Services Agency
Contact
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Client Address

1600 Pacific Highway, Suite 206, San Diego, CA 92101

Client Phone

(619) 515-6545

Client Email

nick.macchione@sdcounty.ca.gov

Public Sector Project Name C_onnect well San .
# of Employees 6,000 Y .. Diego — Person- centric

(Y/IN)? and Description .

care solution.
Date/Duration of
Start End

Staff (MM/YYYY) 04/2015 (MM/YYYY) Present
Involvement

Project Scope

In early 2015, the County of San Diego (CoSD) Health and Human Services
Agency embarked on a 24-month journey to implement a Cdram based
solution to support their Live Well San Diego vision. Teamed with IBM as the
prime Systems Integrator, CoSD has successfully implemented the
ConnectWellSD solution that uses Master Data Management (MDM),
interoperability, and purpose built Commercial Off the Shelf (COTS)
technology to deliver person-centric care to their clients. This was
accomplished through a three-phased capability release using our highly
collaborative hybrid agile methods, resulting in on time and on budget
deployments without a single severity 1 or severity 2 defect experienced in
production.

As the Project Executive, Walter serves as the primary point of contact for
CoSD leadership, governance bodies, and other executive sponsors for
activities related to contract administration, overall project management, and
scheduling, correspondence between CoSD and IBM, dispute resolution, and
status reporting to CoSD for the duration of contract. Walter is authorized to
commit resources on this engagement and is responsible for addressing
issues that cannot be resolved with IBM’s Project Manager and managing and
overseeing subcontractor relationships.

Staff Role on the
Project

Engagement Director

Client Name County of San Diego
Client Point of Carrie Hoff — Deputy Director of Health and Human Service Agency
Contact
Client Address 1255 Imperial Avenue, Suite 843, San Diego, CA 92101
Client Phone (619) 338-2862
Client Emall carrie.hoff@sdcounty.ca.gov

. . Connect Well San
# of Employees 6,000 Public Sector Y Project Na_m_e Diego — Person- centric

(Y/N)? and Description .
care solution.
Date/Duration of
Start End

Staff (MM/YYYY) 04/2015 (MM/YYYY) Present
Involvement
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Project Scope

In early 2015, the County of San Diego (CoSD) Health and Human Services
Agency embarked on a 24-month journey to implement a Ciram-based
solution to support their Live Well San Diego vision. Teamed with IBM as the
prime Systems Integrator, CoSD has successfully implemented the
ConnectWellSD solution that uses Master Data Management (MDM),
interoperability, and purpose built Commercial Off the Shelf (COTS)
technology to deliver person-centric care to their clients. This was
accomplished through a three-phased capability release using our highly
collaborative hybrid agile methods, resulting in on time and on budget
deployments without a single severity 1 or severity 2 defect experienced in
production.

As the Project Executive, Walter serves as the primary point of contact for
CoSD leadership, governance bodies, and other executive sponsors for
activities related to contract administration, overall project management, and
scheduling, correspondence between CoSD and IBM, dispute resolution, and
status reporting to CoSD for the duration of contract. Walter is authorized to
commit resources on this engagement and is responsible for addressing
issues that cannot be resolved with IBM’s Project Manager and managing and
overseeing subcontractor relationships.

Staff Role on the
Project

Engagement Director

Client Name County of San Diego

ggi?;gomt of Jack Pellegrino - Director, Department of Purchasing & Contracting
Client Address 5560 Overland Avenue, San Diego, CA 92123

Client Phone (858) 505-6565

Client Email jack.pellegrino@sdcounty.ca.gov

# of Employees 6,000 Public Sector Y Project Name g?enr:)eftggfs”oﬁ?zentric
ploy ' (Y/N)? and Description g .
care solution.
Date/Duration of
Start End
Staff (MM/YYYY) 04/2015 (MM/YYYY) Present
Involvement

Project Scope

In early 2015, the County of San Diego (CoSD) Health and Human Services
Agency embarked on a 24-month journey to implement a Ciram-based
solution to support their Live Well San Diego vision. Teamed with IBM as the
prime Systems Integrator, CoSD has successfully implemented the
ConnectWellSD solution that uses Master Data Management (MDM),
interoperability, and purpose built Commercial Off the Shelf (COTS)
technology to deliver person-centric care to their clients. This was
accomplished through a three-phased capability release using our highly
collaborative hybrid agile methods, resulting in on time and on budget
deployments without a single severity 1 or severity 2 defect experienced in

production.
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As the Project Executive, Walter serves as the primary point of contact for
CoSD leadership, governance bodies, and other executive sponsors for
activities related to contract administration, overall project management, and
scheduling, correspondence between CoSD and IBM, dispute resolution, and
status reporting to CoSD for the duration of contract. Walter is authorized to
commit resources on this engagement and is responsible for addressing
issues that cannot be resolved with IBM’s Project Manager and managing and
overseeing subcontractor relationships.

Staff Role on the
Project

Engagement Director

Certifications (if applicable)

PMI/PMP Member ID#: 2325934

Earned Date: 03/05/2012 Expiration Date: 03/31/2018

Other Member ID#:

Earned Date: Expiration Date:

Table 2. Project Manager: Ennapadam A. Padmanabhan

Team Member Name: Ennapadam A. Padmanabhan

Pad is an Associate Partner and Program Executive in IBM’s
GBS - Public Sector Enterprise Applications practice. His skill
sets and experiences include the following components:

o 22 years of experience leading the implementation of
enterprise solutions. These include Eligibility and
Enrollment Systems at the State of Missouri (MEDES
Project) and the State of Minnesota (MNSure). Both
engagements successfully implemented the Clram
product. Additionally, Pad has worked at the Federal Level
at the Center for Medicare and Medicaid (CMS) and the
USDA implementing Oracle solutions.

e Seven years of experience implementing solutions of
similar functional scope as IE-BM. Both at the State of
Minnesota (MNSure) and at the State of Missouri
(MEDES), Pad implemented Curam solutions focusing on
the Affordable Care Act (ACA) and MAGI functionality. The
overall scope of the State of Missouri MEDES program is
roughly similar in size and complexity to the State of
Arkansas IE-BM program as envisioned in the RFP.

e 22 years of client support and project management
experience.

Description of Skill Sets and
Experience

. Subcontractor
Project Manager (Y/N)? N

Proposed Project Role for RFP
#: SP-17-0012

Years’ Experience in Role: 22
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Client Name State of Missouri
glcl)?]?;gomt of Paula Peters - Project Director, Information Technology Services Division

Client Address

301 West High Street, Room 280, PO Box 809, Jefferson City, MO 65102-
0809

Client Phone

(573) 526-5214

Client Email

Paula.peters@oa.mo.gov

MEDES — A complex

Involvement

Public Sector Project Name MAGI implementation
# of Employees 150 (Y/N)? Y and Description for the State of
Missouri.
Date/Duration of
Start End
Staff (MM/YYYY) 05/2015 (MMIYYYY) Present

Project Scope

In Missouri, IBM assumed the role of lead System Integrator (SI) in May of
2015. Missouri purchased the full suite of Ciram modules in 2013 and
embarked on a journey to implement HCR (MAGI), CGIS, SNAP, TANF, and
other modules over a multi-year schedule. Missouri decided in May 2015 to
replace their Sl, and IBM was awarded that work. The MEDES project
includes the implementation of MAGI functionality including Change in
Circumstance functionality for the MO-MEDES program and Maintenance and
Operations (M&O) support of the MEDES system in production.

Under Pad's leadership as the Project Executive, IBM has successfully
managed the M&O function since taking over as the Sl. Since the Fall of
2015, IBM has released new functionality every four to six weeks. Additionally,
MEDES went live in August 2016 with the complex Change in Circumstance
functionality. The base Curam system was upgraded to version 6.2 in
December 2016. The current plan calls for implementation of several new
programs by 3Q 2017 including the following list:

e Reasonable Opportunity Functionality.

e Single Sign-on Functionality.

e Quick Denial Functionality.

e Transitional Medicaid.

o Presumptive Eligibility.

e Prior Quarter Functionality.

¢ Annual Renewals.

e Show Me Healthy Babies.

o Verify Lawful Presence (VLP 2 and 3).

During his tenure at MEDES, Pad successfully assumed responsibilities for all
the items required in the IE-BM RFP. Specifically, Pad functioned as the

single point of contact for IBM with the State executives. On several
occasions, Pad provided innovative solutions to keep the program moving on
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State-mandated aggressive schedules. These included the following
components:

Aggressively employing the IBM product organization to resolve key
defects in accelerated fashion.

Managing the resource load to dynamic spikes and lull during the
program.

Establishing priorities in a collaborative fashion through regular meetings
with the stakeholders and regular reporting on progress.

Establishing an agile development framework to accelerate remediation
of defects by business priority.

Pad’s work on the program resulted in the following key benefits for the State:
Effective account transfer interface with CMS with the failing records
reduced by 96% compared to when IBM assumed responsibilities.
Implementation of key MAGI functionality in an extremely aggressive
timeline (see previous list).

Reduced records on the bypass file, a workaround employed by the prior
contractor, by over 80%.

Key state performance metrics all showed vast improvement over the two
years.

Redeployment of 30% of staff to other productive tasks because of IBM
deployed functionality.

Efficient management of subcontractor staff allowing IBM to staff project
with required talent for the State’s complex programs (Curam, rules,
Informatica, data analysis, project management, and testing automation).

Staff Role on the
Project

Project Executive

Client Name State of Missouri
Client Point of John McCarver
Contact

Client Address

301 West High Street, Room 280, PO Box 809, Jefferson City, MO 65102-
0809

Client Phone (573) 680-5971

Client Email John.e.McCarver@dss.mo.gov
MEDES — A complex

Public Sector Project Name MAGI implementation

# of Employees 150 (Y/IN)? Y and Description for the State of
Missouri.

Date/Duration of

Start End
Staff (MM/YYYY) 02/2015 (MM/YYYY) Present
Involvement

Project Scope

In Missouri, IBM assumed the role of lead System Integrator (SI) in May of
2015. Missouri purchased the full suite of Caram modules in 2013 and
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embarked on a journey to implement HCR (MAGI), CGIS, SNAP, TANF, and
other modules over a multi-year schedule. Missouri decided in May 2015 to
replace their Sl, and IBM was awarded that work. The MEDES project
includes the implementation of MAGI functionality including Change in
Circumstance functionality for the MO-MEDES program and Maintenance and
Operations (M&O) support of the MEDES system in production.

Under Pad's leadership as the Project Executive, IBM has successfully
managed the M&O function since taking over as the Sl. Since the Fall of
2015, IBM has released new functionality every four to six weeks. Additionally,
MEDES went live in August 2016 with the complex Change in Circumstance
functionality. The base Curam system was upgraded to version 6.2 in
December 2016. The current plan calls for implementation of several new
programs by 3Q 2017 including the following list:

¢ Reasonable Opportunity Functionality.

¢ Single Sign-on Functionality.

e Quick Denial Functionality.

e Transitional Medicaid.

o Presumptive Eligibility.

e Prior Quarter Functionality.

e Annual Renewals.

e Show Me Healthy Babies.

o Verify Lawful Presence (VLP 2 and 3).

During his tenure at MEDES, Pad successfully assumed responsibilities for all
the items required in the IE-BM RFP. Specifically, Pad functioned as the
single point of contact for IBM with the State executives. On several
occasions, Pad provided innovative solutions to keep the program moving on

State-mandated aggressive schedules. These included the following
components:

e Aggressively employing the IBM product organization to resolve key
defects in accelerated fashion.

¢ Managing the resource load to dynamic spikes and lull during the
program.

o Establishing priorities in a collaborative fashion through regular meetings
with the stakeholders and regular reporting on progress.

o Establishing an agile development framework to accelerate remediation
of defects by business priority.

Pad’s work on the program resulted in the following key benefits for the State:

o Effective account transfer interface with CMS with the failing records
reduced by 96% compared to when IBM assumed responsibilities.

¢ Implementation of key MAGI functionality in an extremely aggressive
timeline (see previous list).

e Reduced records on the bypass file, a workaround employed by the prior
contractor, by over 80%.
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o Key state performance metrics all showed vast improvement over the two

years.

Redeployment of 30% of staff to other productive tasks because of IBM
deployed functionality.

Efficient management of subcontractor staff allowing IBM to staff project
with required talent for the State’s complex programs (Curam, rules,
Informatica, data analysis, project management, and testing automation).

Staff Role on the
Project

Project Executive

Client Name State of Minnesota

Client Point of Deb Tibstra

Contact

Client Address 540 Cedar Street, St Paul, MN, 55155

Client Phone (651) 755-7326

Client Email deb.tibstra@state.mn.us
MNSure -
Implementation of

# of Emplovees 70 Public Sector v Project Name MAGI functionality and

ploy (YIN)? and Descriptionthe MNHIX exchange

for the State of
Minnesota.

Date/Duration of

Start End
Staff (MM/YYYY) 06/2014 (MMIYYYY) 02/2015
Involvement

Project Scope

MNSure is an implementation of MAGI functionality and the Health Care
Exchange (MNHIX) exchange for the State of Minnesota. Pad functioned as
the Project Manager and Executive for a highly-visible ACA State MNHIX
implementation using Curam. He successfully directed a 60-member team to
implement important exchange functionality and eligibility functionality
involving the case worker and the citizen portal. This implementation also
included integration with several Federal sources such as MMIS and the
Federal Data Hub. Pad managed relationships with diverse vendors and state
teams to reach consensus on scope and manage and deliver to the agreed
upon project plan.

Under Pad's leadership as the Project Executive, IBM successfully turned
around the MNHIX program, and was instrumental in a very successful open
enrolment on MNHIX for the year 2015. This led to successful renewals in
each of the following years. Pad discharged all the responsibilities outlined in
this RFP for the IE-BM Project Manager including aggressively managing the
IBM resources and activities to enable a very successful outcome for the
State. Pad has been meticulous in maintaining constant contact at the State
management and executive levels in reporting status, issues, and options to
remedy issues. Pad functioned as the single point of contact for IBM with the
State executives. On several occasions, Pad provided innovative solutions to
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keep the program moving on State-mandated aggressive schedules. These

included the following:

e Aggressively employing the IBM product organization to resolve key
defects in accelerated fashion.

e Managing the resource load to dynamic spikes and lull during the
program.

e Establishing priorities in a collaborative fashion through regular meetings
with the stakeholders and regular reporting on progress.

e Establishing an agile development framework to accelerate remediation
of defects by business priority.

Staff Role on the
Project

Project Executive
Certifications (if applicable)
PMI/PMP Member ID#: 1726320
Earned Date: 06/27/2014 Expiration Date: 06/26/2020
Other Member ID#:

Earned Date: Expiration Date:
Table 3. Integration and Functional Lead Yogi Ganesan
Team Member Name: Yogi Ganesan

Yogi has worked in implementations for Health and Human
Services (HHS) for 18 years of a similar functional scope as IE-
BM. For 12 of those years, he has been leading project teams
on complex system implementations. The following list
showcases his skill sets and experiences:

e Project Management Professional (PMP) certified.
Description of Skill Sets and Certified Scrgm Master and Scrum Alliance.
Experience e Integrated Eligibility Systems.

e Legacy conversion and cut-over.

e COTS implementations.

e Patient Protection and Affordable Care Act (PPACA).

e Child Welfare and Child Care Licensing Systems.

e Date Warehousing and Business Intelligence.

e Agile methodology.

Proposed Project Role for RFP : : Subcontractor
# SP.17-0012 Integration and Functional Lead (YIN)? N
Years’ Experience in Role: 12

Client Name Ohio Department of Job and Family Services
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Client Point of

Bill Ennis, Data Warehousing Manager

Contact

Client Address 4200 E. Fifth Ave. Columbus, OH 43219
Client Phone 25

Client Email Y

Ohio SACWIS
Enhancements and
Data Warehousing
Project - An automated

Public Sector Project Name case management tool

Involvement

# of Employees 25 (YIN)? Y and Descriptionthat supports social
workers' foster care and
adoptions assistance
case management
practice.

Date/Duration of

Start End
Staff (MM/YYYY) 02/2011 (MMIYYYY) 11/2012

Project Scope

The Ohio Statewide Automated Child Welfare Information System (SACWIS)
is an automated case management tool that supports social workers' foster
care and adoptions assistance case management practice. The system tracks
an average of 250,000 intakes per year and payments totaling $450 million
per annum that are paid out to service providers and adoptive parents. An
iterative test-driven development approach has been adopted and the monthly,
deployments add value to the caseworkers and management staff alike.

As the Deputy Project Manager and Functional Manager, Yogi was
responsible for day-to-day operations, deliverables, and invoices totaling $6
million per annum. He coordinated testing and development efforts with cross
functional teams using an iterative, incremental agile approach using the HP
Quality Center tool. Yogi managed the monthly on time, under budget product
release cycles that address all functional requirements. He also led the Joint
Application Design (JAD) Sessions with State SMAs and performed technical
and business systems analysis of project requirements that exceeded the
overall project objectives.

Furthermore, Yogi helped develop use case scenarios, prepared status
reports and delivered presentations to project sponsors. He provided
organizational transformation and improvement; data warehouse and master
data management to support Business Intelligence initiatives to measure
program performance and deliver superior client services and formulate new
public policies. In addition, he managed development of reporting cubes and
created a robust and dynamic user reporting capability using the Query Studio
tool and coordinated data governance strategies with State Project
Management Office (PMO).

Staff Role on the
Project

Deputy Project Manager and Functional Manager

10
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Client Name Maine Department of Human Services
glcl)?]?;gomt of Anthony Pelotte, Director Division of Business Technology
Client Address 11 State House Station, 19 Union Street, Augusta, ME 04333
Client Phone (207) 624-4168

Client Email anthony.pelotte@maine.gov

# of Employees

State of Maine IT
Applications,
Infrastructure, and
Business Processes
20 Public Sector N Project Name Modernization Project
(YIN)? and Description Phase | - Achieve
baseline integration
with the Federally

Facilitated Marketplace

(FFM) for the ACA.
Date/Duration of
Start End
Staff (MM/YYYY) 06/2013 (MMIYYYY) 01/2014
Involvement

Project Scope

The State of Maine Department of Health and Human Services’ (DHHS)
objective for the IT Applications, Infrastructure, and Business Processes
Modernization Project Phase one is to implement the design
recommendations that KPMG developed in the initial phase of the project to
achieve baseline integration with the FFM for the ACA.

To assist the State in its execution of Phase one, the project provided the
following services:

e Program management assistance (PMA).

¢ Requirements definition and functional and technical design development
assistance (in the form of a combined business requirements definitions
[BRD] and system requirements specifications [SRS]).

e Quality assurance (QA) and quality testing.
¢ 0O&M planning assistance.
e Organizational change management (OCM) assistance.

As the Functional Lead and Testing Manager, Yogi used an enterprise
architecture approach to business process modeling, requirements gathering,
use case, and test case elaboration using the open source SPARX EA tool.
He was responsible for the changes needed to the Rules Engine within the
existing Integrated Eligibility system, ACES, to accommodate the MAGI MA
household composition and facilitate eligibility rules changes align with the
business requirements of the ACA. He led the Client Self Service Web Portal
(My Maine Connection) related changes to support the single streamlined
application and no wrong door policy of CMS. He also defined the test
approach and methodology for the account transfer testing with CMS. In

11
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addition, he conducted QA of the test approach and use case and test
scenario development assistance.

Staff Role on the
Project

Functional Lead and Testing Manager

Client Name Wisconsin Department of Human Services

glcl)?]?;gomt of Jason Wutt

Client Address WRMA Inc 12300 Twinbrook Parkway, Suite 310, Rockville, MD 20852
Client Phone (262) 443-9328

Client Email jwutt@wrma.com

WISACWIS — The CGI
solution operates in a

Service Oriented

Public Sector Project Name

# of Employees 50 (YIN)? Y and DescriptionArCh'teCture (SOA),
with core components
following the standard
web service protocols.

Date/Duration of

Start End
Staff (MM/YYYY) 12/2006 (MMIYYYY) 06/2007
Involvement

Project Scope

The SACWIS application is an open, vendor neutral web-based solution built
on open standards and open source. The solution operates in a SOA, with
core components following the standard web service protocols. The SACWIS
solution has a cumulative total of over 75,000 production hours, has
processed more than 80 million production transactions, and has distributed
over $1 billion dollars in payments to child welfare providers.

As the Functional Group Lead, Yogi was responsible for developing the object
model for the assessment related change order and analyzing changes to the
existing SACWIS functionality including Federal NCANDS report generation.
He developed and implemented a transition plan for technical knowledge
transfer to the State operations team. Yogi managed the expectations of the
WISACWIS project team with a clear understanding of the Project Sponsor’s
project objectives and led focus groups of SMAs to achieve organizational
changes for integrated systems and business processes. Furthermore, Yogi
verified that the configured solution addressed all the child welfare functional
requirements as part of help desk triage.

Staff Role on the
Project

Certifications (if

Functional Group Lead

applicable)

PMI/PMP

Member ID#: 1507647

Earned Date: 05/18/2012

Expiration Date: 05/17/2018

12
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Agile Scrum
Master

Member ID#: 000209144

Earned Date: 08/29/2012

Expiration Date: 08/28/2018

Table 4.

Training Lead: James Collier

Team Member Name:

James Collier

Experience

Description of Skill Sets and

James has been leading training teams for IBM on complex
system implementations in similar size and scope as IE-BM for
over 10 years. Since joining IBM in 1998, James has worked in
several capacities including instructional design, course-ware
development, project management, consulting, and recruiting
and hiring. He has provided leadership and creative solutions
for the development of training and reference material for both
traditional classroom training and distance learning. James led
all training and knowledge transfer planning, material
development delivery for multiple engagements including
clients such as the County of San Diego Health and Human
Services Agency, Equinix, Inc, and the Florida Department of
Children and Families. This includes preparing for the
deployment of the solution to the full organization.

#: SP-17-0012

Proposed Project Role for RFP

Subcontractor

Training Lead (YIN)?

Years’ Experience in Role:

10

Client Name County of San Diego Health and Human Services Agency
Client Point of Francisco Puentes, Staff Development Coordinator
Contact
Client Address 1255 Imperial Avenue, Suite 740, San Diego, CA 92101
Client Phone (619) 338-2788
Client Email Francisco.puentes@sdcounty.ca.gov
. . Connect Well San
Public Sector Project Name . .
# of Employees 6 (Y/N)? Y and Description Diego — Rerson- centric
care solution.
Date/Duration of
Start End
Staff (MM/YYYY) 04/2015 (MMIYYYY) 12/2016
Involvement

Project Scope

The County of San Diego has key objectives of supporting residents to
become healthy, safe, and thriving. To achieve these objectives, the County
recognizes that it must increase information sharing capabilities to increase
coordination across programs, reduce duplication and rework by staff and
customers, and manage services and resources effectively. Spanning more
than 4,000 square miles, and home to over 3,000,000 residents, San Diego
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County is one of the largest metropolitan and rural regions in the country. In
support of this initiative, ConnectWellSD provides the functionality necessary
to manage referrals and collaboration across County agencies and in-depth
reporting capabilities to better inform critical decision making.

As the Training Lead, James managed the end-to-end implementation of
training for the ConnectWellSD project. The Training team was responsible for
developing and delivering web based, virtual learning, and instructor-led
training courses across all three system functional release phases to the full
organizational system user base. User security groups were implemented
access level to system functionality, and training was organized around those
levels. The release and deployment of system functionality included the
following phases:

Phase one: Customer search, basic referrals, and basic reports.

Phase two: Advanced referrals, collaborative service delivery, expanded
customer search, alerts, and shared reports.

Phase three: Expanded customer search, expanded alerts, notifications,
and advanced population based shared analytics.

Working collaboratively with County training counterparts, the IBM team
facilitated the County had the tools, knowledge, and capability to maintain and
continuously deliver the prepared training beyond the life of the contract.
James led training and knowledge transfer planning, material, and delivery on
this engagement. He also prepared for the deployment of the solution to the
full organization.

Staff Role on the
Project

Training Lead

Client Name Equinix, Inc.

Client Point of R . . . . .
Julie Biberstein, Director, Business Operations, Americas

Contact

Client Address One Lagoon Drive, 4th Floor, Redwood City, CA 94065

Client Phone (650) 598-6165

Client Emall jbiberstein@equinix.com

REIT and SWIFT -
Upgrade the Equinix
. . finance system to
# of Employees 6 Public Sector N Project Na_m_e Oracle R12 and enable
(Y/N)? and Description .

a REIT reporting
structure for IRS tax
purposes.

Date/Duration of

Start End
Staff (MM/YYYY) 11/2013 (MMIYYYY) 06/2014
Involvement
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Project Scope

Equinix provides network-neutral data centers (Internet Business Exchange
[IBX]) and interconnection services. The company offers collocation, traffic
exchange, and outsourced IT infrastructure solutions to enterprises, content
companies, Sls, and over 600 network service providers worldwide. Equinix
operates 98 data centers across 38 major metropolitan areas in 12 countries
in North America, Europe, Asia-Pacific, and South America. To transform
Equinix’s tax structure to a Real Estate Investment Trust (REIT), IBM was
hired to upgrade the Equinix finance system to Oracle R12 and enable a REIT
reporting structure for IRS tax purposes.

As the Training Lead, James managed a team of developers in a cross-border
engagement that enabled the end-to-end implementation of training in support
of the Oracle R12 upgrade. Following the Assess, Design, Develop,
Implement, and Evaluate (ADDIE) methodology, he performed an audience
analysis, developed a training strategy and training prototype, and
documented standards and templates to enable the consistent implementation
of training for the resources on his team.

With five of the seven resources on his team off-shore from IBM India, James
effectively coordinated activities between on- and off-shore teams to deliver
26 instructor-led training courses, three web-based courses, and 78 system
simulation exercise demonstrations.

Implemented through Train-the-Trainer, James’ Training team supported the
planning and logistics for delivery and conducted an effective hand-off, so the
client was able to maintain developed material and continue to deliver on-
going training sessions.

Throughout the life of the engagement, James fostered and maintained a
collaborative relationship with the client and effectively managed expectations
per the project schedule. James led training and knowledge transfer planning,
material, and delivery on this engagement. He also prepared for the
deployment of the solution to the full organization.

Staff Role on the
Project

Training Lead

Client Name Florida Department of Children and Families

ggi?;gomt of Linda Radigan, M.Ed., Case Practice Specialist, Office of Child Welfare
Client Address 1317 Winewood Blvd., Bldg. 1, Room 302-M, Tallahassee, FL 32399
Client Phone (850) 717-4679 Desk, (850) 321-1492 Cell

Client Emall Linda.Radigan@myflfamilies.com
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# of Employees

Activation Phase

Enhancements -
Transform Florida’s
15 Public Sector v Project Name child welfare system of
(Y/N)? and Description care to work more

effectively with children
and families towards
achieving child safety.

Date/Duration of
Staff
Involvement

Start End
(MM/YYYY) 07/2013 (MM/YYYY) 11/2013

Project Scope

The Child Protection Enhancement and SACWIS Compliance Project
addressed the needs of over 1,500 Child Protective Investigators who needed
the proper tools and decision supports to understand child and family
functioning and safety. The vision was to transform Florida’s child welfare
system of care to work more effectively with children and families towards
achieving child safety. Updates to Department of Children and Families’
(DCF) Florida Safe Families Network (FSFN) web-based case management
application complement the safety methodology, providing DCF workers and
supervisors with a powerful tool for assessing safety in the holistic context of
overall family functioning. Enhancements to FSFN enable DCF staff to create
and maintain case records in a widespread manner, while minimizing
duplicate data entry. As part of the Child Protection Enhancement and
SACWIS Compliance Project, IBM was tasked with the development of web-
based training modules to familiarize DCF field and supervisory staff with the
updates and enhancements to FSFN application functionality related to the
enhanced safety methodology.

FSFN was a troubled project for training when James assumed the Training
Lead role after several previous leads were not able to effectively engage with
the State. After reviewing the documented scope, timeline, and overall effort,
James engaged immediately with the client to validate assumptions and
expectations around the scope. This led to an expansion of the training team
from six on-site resources to eight resources on-site and seven resources off-
site to meet requirements and delivery timelines.

The Training team developed and delivered 19 complex eLearning modules to
over 5,000 state-wide Child Case Investigators and Child Case Managers in
4.5 months and created a very positive atmosphere of mutual respect with the
client for the amount of quality material produced in such a short period of
time. Each training milestone was achieved on-time and to high client
satisfaction. The success of the Training team strengthened the relationship
with the client, which paved the way for additional contract work beyond the
M&O period.

From the beginning, James established a strong and healthy collaborative
relationship with the client and maintained that positive collaboration through
the end of the contract. James led training and knowledge transfer planning,
material, and delivery on this engagement. He also prepared for the
deployment of the solution to the full organization.
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Staff Role on the
Project

Certifications (if applicable)

Training Lead

PMI/PMP Member ID#:

Earned Date:

Expiration Date:

Other Member |D#:

Earned Date:

Expiration Date:

Table 5.  Testing Lead: Gaurang Mavani

Team Member Name:

Gaurang Mavani

Description of Skill Sets and
Experience

Gaurang is a Senior Managing Consultant within IBM’s Watson
Health practice with over 15 years of experience in design,
development, testing, and delivery. He has a proven track
record of successfully leading testing teams for IBM on complex
system implementations in the public Sector including
implementations for the County of San Diego Health and
Human Services Agency, the New York City Housing Authority,
and the New Jersey Department of Pensions and Benefits. His
strengths include leading and managing testing, functional, and
development teams for external clients in Caram, Oracle CRM,
and SAP ERP. Gaurang is a Caram V.6 certified Business
Analyst and has multiple Oracle certifications.

Gaurang’s skill sets and experiences exceed the expected
gualifications for the Testing Lead position. He has over six
years of experience as a Testing Lead for projects similar in
size and complexity as IE-BM within the public sector.

Proposed Project Role for RFP Testina Lead Subcontractor N
#: SP-17-0012 g (YIN)?

Years’ Experience in Role: 6

Client Name County of San Diego Health and Human Services Agency
Client Point of John Vogel, Technical PM and Client Counterpart

Contact

Client Address 1255 Imperial Avenue, Suite 740, San Diego, CA 92101
Client Phone (619) 338-2848

Client Email John.vogel@sdcounty.ca.gov
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# of Employees 7 Public Sector Y Project Name g%nr:)eftlglgfsllc)ifiZentric
ploy (Y/N)? and Description 9 .
care solution.
Date/Duration of
Start End
Staff (MMIYYYY) 04/2015 (MMIYYYY) 10/2016
Involvement

Project Scope

The County of San Diego has key objectives of supporting residents to
become healthy, safe, and thriving. To achieve these objectives, the County
recognizes that it must increase information sharing capabilities to increase
coordination across programs, reduce duplication and rework by staff and
customers, and manage services and resources effectively. Spanning more
than 4,000 square miles, and home to over 3,000,000 residents, San Diego
County is one of the largest metropolitan and rural regions in the country. In
support of this initiative, ConnectWellSD provides the functionality necessary
to manage referrals and collaboration across County agencies and in-depth
reporting capabilities to better inform critical decision making. The Caram
product was used in San Diego to implement Case Management, Task
Management and MDT.

Gaurang led the testing team for the end-to-end implementation of the
ConnectWellSD project. Gaurang was responsible for developing the project
testing strategy and the test plan for each phase of the project. The testing
team worked collaboratively with the client counterpart across all phases of
the project. The testing team facilitated that the testing effort aligned with
business requirements. Gaurang enabled the County to have complete
visibility to the test process and results by verifying the test plan and
processes were coordinated with all stakeholders and facilitating
documentation and resolution of issues discovered throughout the entire
testing process. Gaurang led the user acceptance testing (UAT), guiding the
client with strategic and technical insight. He was also the point of contact for
issue identification, analysis, and resolution.

Staff Role on the
Project

Test Lead

Client Name New York City Housing Authority
ggi?;gomt of Kondal Jinna, Project Manager
Client Address 250 Broadway, New York, New York
Client Phone (248) 761-1387

Client Email kondalj@gmail.com
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NYCHA NICE - End-to-
end Oracle Siebel CRM
Solution Case

Public Sector Project Name Management for

# of Employees 25 (Y/N)? Y and Description managing application
intake process to
determine applicant
eligibility.

Date/Duration of

Start End

IStaff (MM/YYYY) 11/2008 (MMIYYYY) 02/2011

nvolvement

Project Scope

Implementing an end-to-end Oracle Siebel CRM Solution Case Management
for managing application intake process to determine applicant eligibility for
NYC housing. The solution included Oracle Siebel CRM, a document
management system, and an asset management system. IBM’s 80-member
implementation team supported the City of New York’s users.

As the Test Lead, Gaurang managed a team of onshore and offshore
members during system test. Additionally, Gaurang completed the following
actions:

Planned and executed testing activities including SIT, UAT, regression,
performance testing, and security testing.

Developed and managed the defect management process.

Managed, coordinated, and reported statuses to the project stakeholders
on a weekly basis.

Led all testing activities including planning, documentation, and
execution.

Verified the test plan and process was coordinated with all stakeholders.

Facilitated the documentation and resolution of issues discovered during
the testing process.

e Served as the point of contact for UAT.

Staff Role on the
Project

Test Lead

Client Name NJ Department of Pensions and Benefits
Client Point of A .

Contact Vid Dikert, Project Manager

Client Address 50 West State St, PO Box 295, Trenton, NJ
Client Phone (609) 752 4897

Client Emall Vid.Dikert@treas.nj.gov
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Siebel Upgrade - Siebel
Public Sector Project Name Case Management

# of Employees 6 (Y/IN)? Y and Description Software and Hardware
Platforms Upgrades.

Date/Duration of

Start End
Staff (MM/YYYY) 10/2012 (MMIYYYY) 02/2013
Involvement

Project Scope

The program involved upgrading the case management solution to the latest
version of Siebel Public Sector Case Management. IBM’s ten-member team
supported the effort, which was integrated with New Jersey’s financial system.

As the Test Lead, Gaurang developed the test strategy and plan for the
upgrade by identifying the impact areas for the product upgrade on the new
hardware platform. Based on the areas of impact, the test scripts were
designed, created, and executed. The test results were documented along
with the defects. The strategy, the plan, the test scripts, and the test execution
results were shared with all the stakeholders. Gaurang coordinated with the
project team and the client team for issue resolution and closure.

Despite tight schedules, the testing effort was successfully completed on time
and within budget with the highest quality. Gaurang was the project team’s
point of contact for all the testing activities and lead to a successful go live.

Staff Role on the

Project

Certifications (if

Test Lead

applicable)

IBM Curam
Certified

Business Analyst
v6.0

Member ID#: N/A

Earned Date: 04/20/2013 |Expiration Date: N/A

Oracle Siebel 8
Certified
Business Analyst

Member ID#: N/A

Earned Date: 10/14/2012 |Expiration Date: N/A

Oracle Business
Intelligent
Enterprise
Certified
Consultant 10g

Member ID#: N/A

Earned Date: 11/18/2012 |Expiration Date: N/A

Oracle Siebel 8
Certified Core
Consultant

Member ID#: N/A

Earned Date: 10/10/2012 |Expiration Date: N/A
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Table 6. Technical Lead: Ramchandra Takkar

Team Member Name:

Ramchandra Takkar

Description of Skill Sets and
Experience

Ramchandra is a Technical Lead in IBM’'s Watson Health
practice. He has ten years of experience on complex projects
and nine years of experience as a Technical Lead in a
management role. Ramchandra has ten years of experience
architecting/designing enterprise solutions and specializes in
architecting solutions, analysis, and problem solving, project
management, and people management. Ramchandra has
seven years of end-to-end delivery and operational
management experience with the Caram product. He also has
three years of experience consulting clients implementing and
customizing the Caram product as part of an enterprise solution
within the public sector. Ramchandra has strong leadership
skills, is a quick learner, and has nine years of people
management at IBM. Furthermore, Ramchandra is a certified
Cuaram Business Process Analyst making him very experienced
on the Caram product.

#: SP-17-0012

Proposed Project Role for RFP

. Subcontractor
Technical Lead (YIN)? N

Years’ Experience in Role:

10

Client Name Arkansas Department of Health and Human Services
ggi?;gomt of Ali Yavuzer, Enterprise Systems Director

Client Address 425 West Capitol Avenue, Little Rock, Arkansas 72201
Client Phone (501) 638-3150

Client Email Ali.yavuzer@arkansas.gov
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# of Employees

Eligibility and
Enroliment Framework
(EEF) - Provides the
functionality necessary
to manage applications,
personal information,
maintain rules and
3 Public Sector v Project Name workflow, provide
(Y/IN)? and Description determination on their
application and
collaboration across
State and Federal
system and in-depth
reporting capabilities to
better inform critical
decision making.

Date/Duration of
Staff
Involvement

Start End
(MM/YYYY) 06/2016 (MMIYYYY) Present

Project Scope

The State of Arkansas has key objectives of supporting residents to become
healthy, safe, and thriving. To achieve these objectives, the State recognizes
that it must assess their citizen’s circumstances better, implement their
policies properly in the system, and coordinate with various systems. They
wish to reduce duplication and rework by staff and customers and manage
services and resources effectively. In support of this initiative, Eligibility and
Enrollment Framework (EEF) provides the functionality necessary to manage
applications, personal information, maintain rules and workflow, provide
determination on their application and collaboration across State and Federal
system and in-depth reporting capabilities to better inform critical decision
making.

As the Technical Lead, Ramchandra leads the IBM technical team for the EEF
project. Ramchandra is responsible for all technical aspects of the solution,
including establishing documentation and coding standards for the project
team and ensuring the team adheres to standards. He is available to the DDI
project team for consultation of future enhancements and oversees the
development of all technical documentation. In addition, Ramchandra
familiarizes himself with the technical design of all the components and has a
solution-wide view verifying each component and module works together to
address technical requirements.

The IBM team was responsible for reviewing functional and technical design,
providing expert advice on how to customize the Caram product, how to use
out-of-the-box (OOTB) features to meet State of Arkansas requirements.
Working collaboratively with the SlI, the IBM team facilitated that the State had
the tools, knowledge, and capability to maintain and continuously deliver the
features and functionality required to meet business needs.

Staff Role on the
Project

Technical Lead
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Client Name South Carolina Department of Health and Human Services
glcl)?]?;gomt of Timothy Cozine, Project Coordinator

Client Address 1801 Main St, Columbia, SC 29201

Client Phone (803) 898-4577

Client Email cozine@scdhhs.gov

# of Employees

Member Management
(MM) - Provides the
functionality necessary
to manage client
applications, their
personal information,
maintain rules and

4 Public Sector v Project Name workflow, provide
(YIN)? and Description determination on their
application and
collaboration across
State and Federal
system and in-depth
reporting capabilities to
better inform critical
decision making.

Date/Duration of
Staff
Involvement

Start End
(MM/YYYY) 11/2014 (MM/YYYY) 05/2016

Project Scope

The State of South Carolina has key objectives of better health, better care,
and better lives for their residents. To achieve these objectives, the State
recognizes that it must assess their citizen’s circumstances better, implement
their policies properly in the system, and coordinate with various systems.
They also wish to reduce duplication and rework by staff and customers and
manage services and resources effectively. In support of this initiative,
Member Management (MM) provides the functionality necessary to manage
client applications, personal information, maintain rules and workflow, provide
determination on their application and collaboration across State and Federal
system and in-depth reporting capabilities to better inform critical decision
making.

As the Technical Lead, Ramchandra led the IBM technical team for the MM
project. Ram was responsible for all technical aspects of the solution,
including establishing documentation and coding standards for the project
team and verifying the team adhered to standards. He was available to the
DDI project teams for consultation of future enhancements and oversaw the
development of all technical documentation. In addition, Ram familiarized
himself with the technical design of all the components and had a solution-
wide view facilitating each component or module worked together to address
technical requirements.
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Ramchandra was responsible for reviewing functional and technical design
and providing advice on how to customize the Curam product and how to use
OOTB features to meet State of South Carolina requirements. He also worked
collaboratively with the SI, and the IBM team verified the State had the tools,
knowledge, and capability to maintain and continuously delivery the features
and functionality required to meet their business needs.

Staff Role on the
Project

Technical Lead

Client Name Arkansas Department of Health and Human Services
gl(;i?;gomt of Susan Burton, EEF Business Operations Manager
Client Address 425 West Capitol Avenue, Little Rock, Arkansas 72201
Client Phone (501) 537-9728

Client Email Susan.burton@dhs.arkansas.gov

# of Employees

Eligibility and
Enroliment Framework
(EEF) - Provides the
functionality necessary
to manage clients’
applications, their
personal information,
maintain rules and
workflow, provide
determination on their
application and
collaboration across
State and Federal
system and in-depth
reporting capabilities to
better inform critical
decision making.

Public Sector
(Y/N)?

Project Name

18 and Description

Y

Date/Duration of
Staff
Involvement

End
(MM/YYYY)

Start

(MMIyyyy) 07/2014

10/2014

Project Scope

The State of Arkansas has key objectives of supporting residents to become
healthy, safe, and thriving. To achieve these objectives, the State recognizes
that it must assess their citizen’s circumstances better, implement their
policies properly in the system, and coordinate with various systems. They
wish to reduce duplication and rework by staff and customers and manage
services and resources effectively. In support of this initiative, Eligibility and
Enroliment Framework (EEF) provides the functionality necessary to manage
applications, personal information, maintain rules and workflow, provide
determination on their application and collaboration across State and Federal
system and in-depth reporting capabilities to better inform critical decision
making.
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As the Technical Lead, Ramchandra leads the IBM technical team for the EEF
project. Ramchandra is responsible for all technical aspects of the solution,
including establishing documentation and coding standards for the project
team and ensuring the team adheres to standards. He is available to the DDI
project team for consultation of future enhancements and oversees the
development of all technical documentation. In addition, Ramchandra
familiarizes himself with the technical design of all the components and has a
solution-wide view verifying each component and module works together to
address technical requirements.

The development team was responsible for creating technical design,
developing the code for defined requirements, and unit testing the features
using the Curam product. Working collaboratively with the Developer and the
IBM team, Ramchandra verified the State had the tools and knowledge to
develop features needed, as per the business requirements.

Staff Role on the
Project

Technical Lead

Certifications (if applicable)

PMI/PMP

Member ID#: N/A

Earned Date: Expiration Date:

Cudram Business
Process Analyst

Member ID#: N/A

Earned Date: 04/2014 Expiration Date: N/A

Table 7. Architect Lead: Devananda Muthakana

Team Member Name: Devananda Muthakana

Experience

Description of Skill Sets and

Devananda is an Enterprise Solution Architect. His experience
spans architecting and delivering enterprise solutions on
traditional (on premise), cloud, and mobile platforms. He also
has extensive experience in architecting complex integrations
on projects involving Curam and other enterprise products.
The following list showcases his skill sets and other
experiences:

e TOGAF (The Open Group) certified Master Architect.
e 20 plus years of overall IT experience.
e 16 years of Clram experience.

e 15 years of experience in health and human services
domain.

e 14 years of experience architecting and designing
solutions.

e 12 years of experience as an Architect Lead.
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#: SP-17-0012

Proposed Project Role for RFP

Subcontractor

Architect Lead (YIN)?

Years’ Experience in Role:

12

Client Name South Carolina Department of Health and Human Services
glcl)?]?;gomt of Rhonda Morrison, Project Director, Department of HHS
Client Address 1801 Main Street Suite 1100, Columbia, SC 29201
Client Phone 803-543-7803

Client Email Morrison@scdhhs.gov

Member Management
Replacement Program

(MMRP) — Provides an

Public Sector Project Name

# of Employees 8500 (YIN)? Y and Descriptionmtegrated soplal_
services application
intake and eligibility
determination system.

Date/Duration of

Start End
Staff (MM/YYYY) 02/2017 (MM/YYYY) Present
Involvement

Project Scope

In the state of South Carolina, IBM supports the delivery of the Member
Management Replacement Program (MMRP) project using the Clram
software as the framework solution. The objective of MMRP is to provide an
integrated social services application intake and eligibility determination
system that automates many of the business processes that are now manual.
IBM provides DDI, O&M, PMO, and OCM and training support services.
MMRP is a MAGI Medicaid implementation using IBM Caram. It is an
integration of Clram with ESB, document management system, and other
State and Federal systems.

In this project, Dev completed the following actions:

Lead the project architecture team providing technology vision and
guidance to the implementation team.

Managed design and direction for several development tracks in parallel.

Advised the infrastructure and interface teams.

Staff Role on the
Project

Enterprise Architect

Client Name County of San Diego, CA
Client Point of Deborah Marquette, Project Manager, Department of HHS
Contact

Client Address

1255 Imperial Avenue, San Diego, CA 92101
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Client Phone 619-338-2737
Client Email Deborah.Marquette @sdcounty.ca.gov
. : Connect Well San
# of Employees 7000 Public Sector Y Project Ngmg Diego — Person- centric
(Y/N)? and Description .
care solution.
Date/Duration of
Start End
Staff (MM/YYYY) 03/2015 (MMIYYYY) In progress
Involvement

Project Scope

The County of San Diego has key objectives of supporting residents to
become healthy, safe, and thriving. To achieve these objectives, the County
recognizes that it must increase information sharing capabilities to increase
coordination across programs, reduce duplication and rework by staff and
customers, and manage services and resources effectively. Spanning more
than 4,000 square miles, and home to over 3,000,000 residents, San Diego
County is one of the largest metropolitan and rural regions in the country. In
support of this initiative, ConnectWellSD provides the functionality necessary
to manage referrals and collaboration across County agencies and in-depth
reporting capabilities to better inform critical decision making. The system is
serving about 700,000 citizens of the County of San Diego. It is a person-
centric model providing 360-degree view of citizens to case workers and self-
service functionality to citizens.

In this project, Dev completed the following actions:

o Played the Lead Architect role guiding the technology implementation and

people management.
Used Curam, Cognos, MDM and SOA technology to build the solution.

Involved in architecting Clram interfaces for integration with source
systems and external interfaces.

Staff Role on the
Project

Enterprise Architect

Client Name Otsuka America Pharmaceuticals
Client Point of : .
Contact Chuong Nguyen, Architect, ODH Project
Client Address 508 Carnegie Center, Princeton, NJ 08540
Client Phone (408) 835-9577
Client Emall chguyen@xceptify.com
. . Otsuka Digital Health —

# of Employees 25330 Public Sector N Project Name Worker Compensation

(Y/N)? and Description M

anagement.
Date/Duration of
Start End

Staff (MM/YYYY) 06/2013 (MMIYYYY) 12/2014
Involvement
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Project Scope

Caram implementation for Worker Compensation Management, which used
Cuaram for Care Management as well as IBM Integration Bus, Cognos, and
Data Stage. The system was designed to serve about 200 thousand workers
and to present a 360-degree view of patient and perform care management
functionality. The Cdram modules included Core, Provider Management and
Outcome Management.

Dev was an Enterprise Architect and Workflow Specialist for the Ciram
Workers Compensation Module (CWC) implementation. In this capacity, he
was the Lead Architect providing technology guidance and Curam SMA and
Integration Lead.

Staff Role on the
Project

Enterprise Architect

Client Name Product management and strategy help for several clients
ggi?;gomt of Pratul Gupta, Product Manager, Sales

Client Address 13800 Coppermine Road, Herndon, VA 20171
Client Phone (781) 791-7630

Client Email Pratul.gupta@us.ibm.com

Public Sector Project Name

# of Employees 700 (YIN)? N and Description Product management
Date/Duration of
Start End
iStaff (MM/YYYY) 04/2008 (MMIYYYY) 05/2013
nvolvement

Project Scope

o Worked with several clients including the State of Arkansas gathering

requirements for product enhancements.

¢ Helped clients with performance issues and Cdram upgrades.

Staff Role on the
Project

Curam Product Manager

Client Name WorkSafe BC
Client Point of :
Contact Chuong Nguyen, Architect, CMS
Client Address Chuong Nguyen, Architect, CMS
Client Phone (408) 835-9577
Client Emall chguyen@xceptify.com
Public Sector Project Name Claims management

# of Employees 5000 (Y/N)? Y and Description solution
Date/Duration of

Start End
Staff (MM/YYYY) 01/2006 (MMIYYYY) 03/2008
Involvement
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. e Cuaram implementation for Worker Compensation Management.
Project Scope

o System designed to serve about 200 thousand workers.

Staff Role on the

: Curam Architect
Project

Certifications (if applicable)

PMI/PMP Member ID#:
Earned Date: Expiration Date:
TOGAF Member ID#: 88549
Earned Date: 06/15/2016 Expiration Date: 06/15/2019

Table 8. M&O Operations Manager: Santharam Hanumandhan

Team Member Name: Santharam Hanumandhan

Santharam is a Delivery Project Executive. He has more than
19 years of experience in the IT industry. His experience
includes M&O, program management, project management,
people management, transition management, and support of
application software. He has successfully managed large M&O
teams conducting support, takeover, and transition activities.
Santharam managed State and Local contracts for the last
seven years for the State of California and Missouri. Santharam
Description of Skill Sets and is certified in project management, has strong leadership skills,
Experience is a quick learner, and has 12 years of people management at
IBM. Santharam also has an expert level certification in
Managing Projects and Programs from the IBM Project
Management Center of Excellence.

Santharam has 16 years of business application M&O
experience, including 7 years of end-to-end delivery and
operational management experience for large accounts and six
years of experience managing an M&O team for an enterprise
solution within a public-sector client.

Proposed Project Role for RFP Subcontractor

#: SP-17-0012 M&O Manager (YIN)? N
Years’ Experience in Role: 16

Client Name State of Missouri

ggi?;gomt of Paula Peters, Project Director, Information Technology Services Division

Client Address Jefferson City, MO
Client Phone (573) 526-5214
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Client Email Paula.Peters@oa.mo.gov
MEDES — A complex
Public Sector Project Name MAGI implementation
# of Employees 45 (Y/N)? Y and Descriptionfor the State of
Missouri.
Date/Duration of
Start End
Staff (MM/YYYY) 05/2015 (MM/YYYY) Present
Involvement

Project Scope

05/2015

In Missouri, IBM assumed the role of lead Sl in May of 2015. Missouri
purchased the full suite of Caram modules in 2013 and embarked on a
journey to implement HCR (MAGI), CGIS, SNAP, TANF, and other modules
over a multi-year schedule. The State decided in May 2015 to replace their Sl,
and IBM was awarded that work.

The MEDES project includes the implementation of MAGI functionality
including Change in Circumstance functionality for the MO-MEDES program
and M&O support of the MEDES system in production.

IBM is providing application and infrastructure M&O support to the MEDES
system, which is built upon the IBM Curam product. IBM took over this
contract from an incumbent integrator. The IBM team performs
implementation and development activities along with M&O services.
Santharam is the lead for M&O services as a Delivery Project Executive.

As the Delivery Project Executive, Santharam served as a liaison with the
State of Missouri for M&O activities and was available and responsive to
requests for consultation and assistance. He established and maintained
positive client relationships and provided timely and informed responses to
operational and administrative inquiries that arose. He successfully managed
staff assigned to all day-to-day M&O activities.

Furthermore, Santharam successfully coordinated and managed
enhancement requests and changes to solutions on the MEDES engagement.
He played an active role in day-to-day management of the accounts to be
knowledgeable and aware of all issues, concerns, and requirements.
Santharam’s collaborative approach allowed him to facilitate productive
meetings with State staff on a regular basis to provide oral and written status
reports and other information as required. He also helped manage
relationships with subcontractors and partner vendors on this engagement.

Santharam was responsible for delivery and oversight of M&O work with the
State. He also managed the customer relationship and served as the overall
delivery point of contact for M&O work. He assisted in project financial
management and strategic planning as well. Furthermore, he performed
people management for all IBM India resource and coordinated people
management activities for IBM US resources.

Santharam coordinated vendor management for all vendor resources within
the project team. He led solution building activities for all proposals under
M&O work and participated in project governance with Sector executives and
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State PMO team. He also planned staff fulfillment for project work and led
process improvement and financial forecasting for IBM management.

Staff Role on the
Project

Delivery Project Executive

Client Name State of CA Under prime Xerox

Client Point of Mart Tannner, CIO MMIS contract

Contact

Client Address 840 Still water road, West Sacramento CA 95605

Client Phone (916) 373-2795

Client Email Mart. Tanner@Xerox.com
CAMMIS — Migrate
application and

. . transition application
# of Employees 120 Public Sector 120 Project Na_m(_e support from the
(Y/N)? and Description; o

incumbent organization
and move into steady
state operation.

Date/Duration of

Start End
Staff (MM/YYYY) 09/2011 (MMIYYYY) 05/2015
Involvement

Project Scope

CAMMIS is led by Affiliated Computer Systems (ACS) as a prime vendor for
the Department of Health Care Services in the State of California. The IBM
team worked as a business partner for Application Management Services
(AMS) in the legacy application area. The project scope was to migrate
application and transition application support from the incumbent organization
and move into Steady State operation.

After taking over in Steady State, as Maintenance and Enhancement
Manager, Santharam took over managing the delivery of IBM’s scope of work
for the SDN work stream in CAMMIS contract between Xerox and IBM.
Santharam served as a liaison with the State of California and Xerox for M&O
activities and was available and responsive to requests for consultation and
assistance. He established and maintained positive client relationships and
provided timely and informed responses to operational and administrative
inquiries that arose. He successfully managed staff assigned to all day-to-day
M&O activities.

Furthermore, Santharam successfully coordinated and managed
enhancement requests and changes to solutions on the CAMMIS
engagement. He played an active role in day-to-day management of the
accounts to be knowledgeable and aware of all issues, concerns, and
requirements. Santharam’s collaborative approach allowed him to facilitate
productive meetings with State staff on a regular basis to provide oral and
written status reports and other information as required. He also helped

manage relationships with subcontractors and vendors on this engagement.
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As part of the IBM management team, Santharam was involved in the overall
governance of the project, which involved enhancement, operation, and the
replacement project. Santharam worked directly with the customer team in
managing this T&M contract work stream and represented the IBM team
during day-to-day interaction with immediate client Xerox and to the end client
DHCS (Department of Health Care Services). The following list includes his
primary responsibilities in this role:

e Managed an end of end deliver of SDN work stream with delivery
oversight, project financial, and growth of work stream.

¢ Interfaced with Xerox, the prime vendor in this contract, and the user the
Department of Healthcare Services in day-to-day delivery.

o Participated in executive governance for legacy operation and represent
the IBM team.

¢ Planed and managed IBM work by following agreed upon processes and
executing work as per the IBM delivery process.

o Directed Project Manager and Program Managers in delivery work
products following internal governance and reports to client teams (Xerox
and DHCS) and to IBM executive management.

e Led the process improvement initiative at the account level and was
responsible for identifying and executing improvement initiatives.

o Performed people management responsibilities for IBM India resources
working on the SDN work stream.

o Worked on industry level and account level new business opportunities to
scope work in AMS contracts.

o Ledthe CAMMIS project LEAN initiative and represented the project team
activities in LEAN North America community.

e Provided support for staffing fulfillment at the account level in CAMMIS by
closely working with the IBM resource fulfillment team of both IBM India
and IBM US.

Staff Role on the
Project

Business Area Manager

Client Name State of CA Under prime Xerox
ggi?;gomt of David Losin, System Group Director, CAMMIS
Client Address 840 Still water road, West Sacramento CA 95605
Client Phone (678) 457-8794

Client Email David.Losin@Xerox.com
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CAMMIS — Migrate
application and
. . transition application
# of Employees 45 Public Sector Y Project Na_m(_e support from the
(Y/IN)? and Description o

incumbent organization
and move into steady
state operation.

Date/Duration of

Start End
Staff (MM/YYYY) 05/2010 (MMIYYYY) 09/2011
Involvement

Project Scope

CAMMIS is led by ACS as a prime vendor for the Department of Health Care
Services in the State of California. The IBM team worked as a business
partner for AMS in the legacy application area. The project scope was to
migrate application and transition application support from the incumbent
organization and move into Steady State operation.

Santharam served as a liaison with DHCS, ACS, and CGI for M&O activities
and was available and responsive to requests for consultation and assistance.
He established and maintained positive client relationships and provided
timely and informed responses to operational and administrative inquiries that
arose. He successfully managed staff assigned to all day-to-day M&O
activities.

Furthermore, Santharam successfully coordinated and managed
enhancement requests and changes to solutions on the CAMMIS
engagement. He played an active role in day-to-day management of the
accounts to be knowledgeable and aware of all issues, concerns, and
requirements. Santharam’s collaborative approach allowed him to facilitate
productive meetings with State staff on a regular basis to provide oral and
written status reports and other information as required. He also helped
manage relationships with subcontractors and partner vendors on this
engagement.

Santharam was involved as a Business Area Manager for all mid-range
applications to stand-up in the new IBM data center and to transition
application knowledge to the new IBM team. This involved scoping the work
related to takeover and working with both internal stakeholders like the IBM
SO team, IBM T&T team, and with other business partners like DHCS, ACS,
and CGl.

He reported to the IBM DPE and prime vendor on the progress of the project.
He also coordinated and managed issue resolution with IBM SO and the ACS
team.

Furthermore, Santharam conducted resource fulfillment activities for the entire
CAMMIS AMS team and was the single point of contact for the IBM
application team from a resource hiring perspective. Additionally, he
represented the IBM midrange application team during communication and
status reporting meetings to DHCS. He also provided updates on weekly
progress to IBM senior management.
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Staff Role on the
Project

Certifications (if applicable)

Business Area Manager

PMI/PMP Member ID#: 1251773

Earned Date: 04/24/2009 Expiration Date: 04/23/2018

Other Member |D#:

Earned Date:

Expiration Date:

Table 9. M&O Technical Lead:

Siva Kumar Veluru

Team Member Name:

Siva Kumar Veluru

Description of Skill Sets and
Experience

Siva is a Senior Managing Consultant in the IBM Watson
Health — Caram Group with over 12 years of experience in IT
services architecting and designing enterprise solutions. Siva is
a Curam Certified Developer (CCD), a Curam Certified
Professional (CCP), and a Project Management Professional
(PMP). Siva has successfully implemented and led multiple
Caram projects in an M&O capacity and has over 10 years of
experience in the HHS Industry. Siva was awarded the Curam
Outstanding Performer for the year 2007 for his contribution to
the Electronic Resource and Eligibility Product — State of Utah’s
Social Welfare project. He was also awarded the IBM LAB
Services award for the year 2012 for his contribution to the
North Carolina Families Accessing Services through
Technology (NC FAST) project. Siva is a Sun Certified Java
Programmer (SCJP) and a Sun Certified Web Component
Developer (SCWCD). He is a confident and focused consultant,
who has demonstrated strong verbal and written
communication skills with proven ability to work well as part of a
team and individually to produce quality results.

Proposed Project Role for RFP , Subcontractor
# SP-17-0012 M&O Technical Lead (YIN)? N
Years’ Experience in Role: 12

Information Technology Division — North Carolina Department of Health and

Client Name Human Services

Client Point of .

Contact Jeff Wimberley

Client Address 79 TW Alexander Drive, Durham, NC 27709
Client Phone (919) 813-5100

Client Emall jeff.wimberley@dhhs.nc.gov
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# of Employees

North Carolina Families
Accessing Services
through Technology
(NC FAST) - A
statewide integrated
eligibility and case
management system
Public Sector v Project Name provides access to
(Y/IN)? and Description Carolinians seeking
information about or
seeking services
offered by the NC
DHHS. Programs
include TANF, SNAP,
Medicaid, LIHEAP, and
Child Services.

200+

Date/Duration of
Staff
Involvement

Start 08/2015 End

(MM/YYYY) (MM/YYYY) — Tresent

Project Scope

North Carolina Families Accessing Services through Technology (NC FAST)
is a program designed to improve the way the NC Department of Health and
Human Services and county departments of social services do business. NC
FAST introduces new technological tools and business processes that will
enable workers to spend less time on administrative tasks and more time
assisting families. The following are the economic benefit programs
implemented as part of this assignment: Child Care, Low Income Energy
Assistance Program (LIEAP), and Crisis Intervention Program (CIP).

As a Technical Architect, Siva is responsible for implementing Child Care,
Low Income Energy Assistance, and Crisis Intervention Programs through
Caram solutions in the State of North Carolina. Siva plays an important role in
architecting and designing the solution. He provides detailed application
knowledge in support of complex application issues and incidents on this
engagement and reviews potential changes from a technical perspective and
provided technical design and assessments. Siva was available to the project
team for consultation on future enhancements on this engagement.

NC started the Child Care implementation based out of the IBM Curam Child
Care module and derived all the customizations and enhancements based on
the available features in the product, but IBM Caram de-scoped the Child
Care solution and withdrew the support. Siva played a vital role finding
reusable components from the de-scoped solution and enhancing further to fit
well with NC’s business. He also guided the team to reuse features from other
Curam modules including Caram Global Income Support Suite (CGISS),
Curam Provider Management (CPM), and Funded Program Management and
service plans. With a greater effort, the NC Child Care project turned out to be
a complete solution and much superior then the de-scoped IBM Curam OOTB
Child Care solution that can be reused by any other State.
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Siva is playing a key role in the production rollout process. Currently, it is in
pilot production for four counties and in the next six months, the rest of the
counties will be rolled out. Siva’s primary focus is on stabilizing the application
by improving the responsiveness, performance, and user experience by
looking at the trends of the application usage, feedback from stakeholders,
and automated and performance test results. He also focuses on integrating
the child care program with other production projects SNAP, TANF, and
Medicaid.

Staff Role on the
Project

Technical Architect

Client Name Arkansas Department of Human Services
ggi?;gomt of Susan Burton — DHS Program/Policy Director
Client Address 425 W Capitol Ave, 9th Floor, Little Rock, AR 72201
Client Phone (501) 537-9728

Client Email Susan.Burton@dhs.arkansas.gov

# of Employees

Eligibility and
Enroliment Framework
(EEF) — Provides the
functionality necessary
to manage Clients
applications, their
personal information,
maintain rules and
workflow, provide
determination on their
application and
collaboration across
State and Federal
system and in-depth
reporting capabilities to
better inform critical
decision making.

Public Sector

v Project Name
(YIN)?

100+ and Description

Date/Duration of
Staff
Involvement

End
(MM/YYYY)

Start

(MMIYyyy) 07/2014

07/2015

Project Scope

The scope of the EEF project includes development of systems to support
determination of Medicaid and State Children’s Health Insurance Program
(SCHIP) eligibility and enrollment, which is required to support compliance
with the Patient Protection and ACA.

As a Technical Architect, Siva was responsible for guiding the team on
implementing MAGI Medicaid with the Cdram HCR solution in the State of
Arkansas. Siva played an important role in architecting and designing the
solution. He provided detailed application knowledge in support of complex
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application issues and incidents on this engagement and reviewed potential
changes from a technical perspective and provided technical design and
assessments. Siva was available to the project team for consultation on future
enhancements on this engagement.

Siva helped the team understand the Cliram OOTB features and re-use them
with no or minor customizations. He played a key role enhancing the OOTB
Person Match to fit well with the project. He also played an important role
assisting Northrop Grumman in FNS conversion. He worked with the
Infrastructure team on setting up purging and archiving jobs to control the
database growth. He helped the deployment team streamline the process by
customizing Curam tools that help migrate changes to production.

Staff Role on the
Project

Technical Architect

Client Name North Carolina Department of Health and Human Services

Client Point of Jeff Wimberley — Lead Architect, Information Technology Division, Office of
Contact NC FAST

Client Address 79 TW Alexander Drive, Durham, NC 27709

Client Phone (919) 813-5100

Client Email jeff.wimberley@dhhs.nc.gov

# of Employees

North Carolina Families
Accessing Services
through Technology
(NC FAST) - A
statewide integrated
eligibility and
comprehensive case
management system
provides access to
Carolinians seeking
information about or
seeking services
offered by the NC
DHHS. Programs
include TANF, SNAP,
Medicaid, LIHEAP, and
Child Services.

Public Sector

v Project Name
(Y/N)?

200+ and Description

Date/Duration of
Staff
Involvement

End
(MM/YYYY)

Start

MMIYYYY) 06/2014

04/2012

Project Scope

North Carolina Families Accessing Services through Technology (NC FAST)
is a program designed to improve the way the NC Department of Health and
Human Services and county departments of social services do business. NC
FAST introduces new technological tools and business processes that will
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enable workers to spend less time on administrative tasks and more time
assisting families.

Following are the economic benefit programs implemented as part of this
assignment: Food and Nutrition Services, Medicaid, Health Care Exchange,
Work First, Special Assistance, and Refugee Assistance.

As a Technical Architect on this engagement, Siva was responsible for
implementing SNAP, TANF, and Medicaid by using Cdram solutions in the
State of North Carolina. Siva played an important role in architecting and
designing the solution. He provided detailed application knowledge in support
of complex application issues and incidents on this engagement and reviewed
potential changes from a technical perspective and provided technical design
and assessments. Siva was available to the project team for consultation on
future enhancements on this engagement.

Siva played an important role in the rollout process of the SNAP application to
100 counties. As this was the first program that went live with Caram in NC,
he put a greater effort in stabilizing the application and improving performance
and user experience. He helped conversion teams migrate existing cases for
SNAP and Medicaid with greater accuracy and less intervention from workers.
He educated the application development teams on OOTB SNAP and
Medicaid features, which helped them avoid unnecessary customizations. He
worked very closely with business, development, and infrastructure teams to
deliver a productive application.

Staff Role on the
Project

Technical Architect

Certifications (if applicable)

PMI/PMP Member ID#: 1482344
Earned Date: 01/16/2012 Expiration Date: 01/16/2018
Other Member ID#:
Earned Date: Expiration Date:

Table 10. M&O Security Expert: James Scholz

Team Member Name: James Scholz

James is a highly qualified cyber security expert with more than
40 years of experience in the IT industry. He has over 15 years
of experience implementing and managing security in
enterprise solutions. James is a seasoned and highly
experienced cyber security professional in IT architectures
credited with experience in the design, development, and
implementation of many industry programs and security
disciplines including Critical Infrastructure Protection (CIP),
International Organization for Standardization (ISO), Federal
Information Security Management Act (FISMA), National
Institute of Standards and technology (NIST), Minimum

Description of Skill Sets and
Experience
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Acceptable Risk Standards for Exchanges (MARS-E), 10CFR
Nuclear Regulatory Commission Standards, Nuclear Energy
Institute (NEI), North American Electric Reliability Corporation
(NERC), North American Energy Stands Board (NAESB),
Intelligence Community Directive (ICD) 705, Internal Revenue
Service (IRS) 1075, and National Industrial Security Program
Operating Manual (NISPOM).

For the Arkansas Department of Human Services (DHS),
James recently developed the Enterprise Architecture Model for
incorporating service management and delivery using a security
model for the DHS, Office of Systems and Technologies. He
has led three separate audits including IRS, SNAP/ANSWER IT|
system and the Eligibility and Enrollment Framework (EEF) for
ACA compliance.

James’ skill sets and experience exceed the expected
gualifications for the Security Expert position including the
following components:
o Certified Chief Information Security Officer (C|CISO - CC-
JS-786), and Certified Homeland Security Level IV (CHS-
IV -106680) in addition to a Certified Information Systems
Security Professional (CISSP — 33371).

e Over 40 years implementing and managing security in an
enterprise environment.

Proposed Project Role for RFP
#. SP-17-0012

. Subcontractor
Security Expert — DDI and M&O (YIN)? Y

Years’ Experience in Role:

20

Client Name Southwest Power Pool (SPP)
Client Point of , , ,
Contact Mark Bowling, Director of Security
Client Address 201 Worthen Dr, Little Rock, AR 72223
Client Phone (501) 326-5167

Client Email m.d.bowling@att.net
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SPP - Oversees the
bulk electric grid and
wholesale power
market in the Central
US on behalf of a

Public Sector Project Name diverse group of utilities

# of Employees 500+ (Y/IN)? Y and Descriptionand transmission
companies in 14 states.
The project involved
developing security
measures to protect the
infrastructure.

Date/Duration of

Start End
iStaﬁ‘ (MM/YYYY) 12/2015 (MMIYYYY) 02/2016
nvolvement

Project Scope

James provided guidance and leadership in developing Bulk Electric System
(BES) cyber assets documentation that outlined a methodical process to
follow for Critical Infrastructure Protection (CIP) compliance. He developed a
plan for the CIP transition from version three to version five. He guided team
members in identifying and evaluating architecture for BES cyber assets by
developing project plans and implementing a new cyber security team. James
defined the requirements for Identity Access Management (IAM) and
managed the vendor selection process. James assisted an inexperienced
manager in understanding the steps and processes in rebuilding a secure
infrastructure and aided the management team in understanding and
supporting the requirements of the North American Electric Reliability
Corporation (NERC) security controls.

Staff Role on the
Project

Senior Security Analyst and IT Cyber Security Team

Client Name LNO, Inc.

ggi?;gomt of Michael Benson, Vice President
Client Address 4811 Technology Dr, Martinez, GA 30907
Client Phone (706) 922-8890

Client Email Mike.benson@Ino-inc.com
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LNO, Inc. - Focuses on
tactical and strategic
command, control,
communications, and
computer information

Public Sector Project Name systems projects.

# of Employees 500 (Y/IN)? Y and Description Development of a
curriculum for the Cyber
School of Excellence
and develop plans to
achieve a secure
facility.

Date/Duration of

Start End
iStaﬁ‘ (MM/YYYY) 09/2014 (MMIYYYY) 07/2015
nvolvement

Project Scope

James served as the Project Manager and Cyber SMA for eight developers
designing and implementing the Cyber Center of Excellence and Cyber
Protection Teams (CPT). He provided guidance for the Special
Compartmental Information Facility (SCIF) development and accreditation to
support the CPTs. James led his team of developers in developing
deliverables for a 400-hour CPT in five weeks. He served as the lead for the
Cyber Critical Task Site Selection Board (CTSSB) to coordinate the required
elements for the development of a multi-service training course. James
provided leadership, mentoring, and direction as the course SMA for the
development team to implement course design for the CPTs. His ability to
mentor junior personnel in information security and guide their understanding
of the requirements was instrumental in expediting the course production.

James provided guidance on the Cyber Network Defense course
requirements, course selection, and its presentation as a specialty course that
moved to Ft. Gordon as a Military Occupational Specialty (MOS). The
production of this curriculum fulfilled a requirement within the US Army. James|
was also an active member of the FBI InfraGard Program fulfilling the role of
Sector Chief for the Nuclear Sector.

Staff Role on the
Project

Project Manager and Cyber SMA

Client Name Emirate Nuclear Energy Corporation
Client Point of . . .

Contact Terik Al Shamsi, Security Manager
Client Address Abu Dhabi, United Arab Emirate
Client Phone 011+971-50-442-8824

Client Email talshamsi@hotmail.com
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Public Sector Project Name Security design for a
# of Employees 1900 (Y/N)? Y and Description nuclear power plant.
Date/Duration of
Start End
Staff (MM/YYYY) 10/2012 (MMIYYYY) 08/2014
Involvement

Project Scope

James provided guidance for the security compliance management team
developing procedures, personnel, and processes for the classified and
business information categorization, marking, and storage procedures and
personnel. James assisted the Emirates in the integration of NIST Special
Publication 800 Series, 10 CFR 73.54, and NEI 08-09 compliance based
programs for compliance by designing and managing the build-out of the
Classified Information Facility. James worked directly with the project
management team presenting security projects to verify proper corporate
direction and future growth of information, personnel, and physical security
programs. James mentored junior and senior personnel in the information
security arena to assist and guide them to understand the ISO, NIST (FISMA),
IAEA, and Abu Dhabi Government requirements for security of information
and facilities. He developed a validation and compliance program with
Government standards developed from NIST 800-53 requirements. He also
served on a team of 13 personnel to determine the target set development
and planning for Critical Digital Assets (CDA) within the protected zones of the
nuclear power plant. James worked with the security and emergency
preparedness teams and provided guidance on development of the escalation
procedures for reporting, responding to, and controlling a nuclear incident.
James introduced a “self-assessment” program for professional, section, and
personal growth to develop roadmaps for the nuclear security requirements
training and sustainment. In his off hours, James taught an Integrated Civil
Security, Critical Infrastructure Protection Master’s-level course at Khalifa
University as a volunteer developer and instructor.

Staff Role on the
Project

Security Management and Facility Security Officer; Cyber Information Security

Specialist

Certifications (if applicable)

Professional

PMI/PMP Member ID#:
Earned Date: Expiration Date:
Certified
Information
Systems Member ID#: 33371
Security

Earned Date: 2002 Expiration Date: N/A

Certified Chief
Information
Security Officer

Member ID#: CCISO - CC-JS-786

Earned Date: 2014 Expiration Date: N/A
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Certified
Homeland
Security — Level
\%

Member ID#: CHS-IV -106680

Earned Date: 2014 Expiration Date: N/A

Arkansas
InfraGard
Alliance — Member ID#: 10050296
Nuclear Sector
Chief

Earned Date: 2011 Expiration Date: N/A
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2.0 Resumes

The Vendor should attach professional resumes of all proposed Key Personnel to this section of

the Proposal.

Each resume should demonstrate experience germane to the position proposed. The resume
should include work on projects cited under the Vendor’s corporate experience, and the specific
functions performed on such projects.

Instructions: Provide a resume for each proposed Key Personnel.

Engagement and Executive Director for DDI and M&O: Walter Szyperski

Professional experience

Profile

Professional History

Walter is a Partner within IBM’'s Global Business Services (GBS)
group and currently leads the GBS Curam practice in the US Public
Sector. As the Caram practice leader, Walter is focuses ensuring
each Cdram implementation is client-centered and meets IBM’s
standard of Delivery Excellence.

Walter has over 28 years of professional experience in design and
implementation of COTS and complex technology solutions, quality
assurance management, and project management. He has
dedicated his career to helping public and private sector
organizations transform their processes and technology to become
a more effective, efficient and citizen centric business operation.
For 20 years, he has managed large-scale implementations in the
US sectors of Federal, State, and Local and healthcare ranging
from $40 million to $80 million. He has overseen integrated
eligibility programs that have included both DDI and M&O for
multiple HSS programs including successful and ongoing Ciram
programs in New York, Missouri, South Carolina, and California.

As the executive on the Caram programs in New York, Missouri,
South Carolina, and California, Walter served as the primary point
of contact between leadership and State Executive Sponsors for
activities related to contract administration, overall project
management and scheduling, correspondence between the Client
and IBM, dispute resolution, and status reporting.

12/2010 - To date
IBM, United States of America
Service Area Partner

Walter is developing a qualitative portfolio of IT consulting programs
in federal and state and local markets. He provides delivery
leadership on Caram programs that include: San Diego
ConnectWell, Missouri Eligibility Determination and Enroliment
System, New York Health Homes, and California Department of
Industrial Relations. He has led PeopleSoft ERP engagements and
has turned around troubled programs, particularly within the
Healthcare Industry. Walter works with resource development
managers and account teams to effectively manage staffing
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requirements and recruiting efforts. Walter has successfully grown
teams of consultants in the areas of Oracle and SAP ERP, business
intelligence, Siebel CRM and Curam for Social Services. He also
provides leadership and participates directly in multiple sales efforts
through client relationship development, RFI and RFP responses,
orals presentations, contract negotiations, prototype/demo and
business solution development.

11/2005 - 12/2010
Computer Sciences Corporation, United States of America
Oracle ERP Managing Partner

Walter developed a team of highly skilled Oracle and PeopleSoft
ERP professionals through the combination of experienced hiring,
internal transfers and entry level development. He closely
monitored our government opportunity pipeline to accurately
forecast resource demand and maximize staff utilization. Walter
established and maintained vendor relationships to asset
development and joint opportunity pursuits. He assembled delivery
teams, provided solution architecture services and project oversight
for client

09/2000 - 11/2005
Accenture, United States of America
Practice Lead

Walter managed internal investments of over $5 million to develop
industry specific market offerings using leading Commercial Off-
The-Shelf (COTS) software products such as SAP, Siebel and
OBIEE. This included the development of an integrated tax
administration solution that utilizes SAP (PSCD, CRM and
NetWeaver), Microsoft products (e.g. BizTalk Sever and .NET) and
other 3rd party products (e.g. Adobe). He also assembled delivery
teams and provided project oversight for engagements such as: DC
Office of Tax & Revenue, MI Dept. of Treasury, KS Dept. of Human
Resources, CO Dept. of Labor and Employment, Dept. of
Education, Internal Revenue Service, US Postal Service, General
Dynamics (Dept. of Defense contract). Walter also supported
multiple sales efforts. This included COTS product selection that
included Siebel Public Sector, Analytics and UCM; developing a
robust case management demo based on several business
scenarios created by our subject matter experts.

11/1999 - 9/2000
Accenture, United States of America
Delivery Manager, DC Office of Tax and Revenue (OTR)

Walter developed an Implementation Plan and Product Test Plan
for the Integrated Tax System project. He led a team of
subcontractors in the development of a Data Purification Plan for
the conversion of legacy tax data. Walter developed and executed a
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Key Skills

Education

Quialifications

detailed work plan for the design, build and deployment phases of
the solution delivery. In addition, he managed a 50+ member team
of Accenture and government employees in the off-site
development of the integrated tax administration system.

8/1995 - 11/1999
Accenture, United States of America
Program Manager, Tennessee Dept. of Revenue (TDOR)

Walter developed detailed project estimates and work plans for the
integration and conversion of 33 personal and business taxes into
one administrative system. He also managed a over 50 member
team of Accenture and government employees in the on-site and
off-site development of an integrated tax administration system. In
addition, Walter oversaw project financial administration and
reported our performance to executive leadership monthly.

05/1994 - 07/1995

Electronic Data Systems, United States of America

Senior Systems Engineer

Walter provided systems development and technical support for the
SSPO warehouse. He evaluated vendor hardware and software
products and developed a prototype for the implementation of radio
frequency technology on the warehouse floor. Furthermore, Walter
provided production support of the inventory control system for the
20x7 picking, packing and shipping operation in the SSPO
warehouse.

Industries:

— Government, Public.

— Health and Human Services.
— Education.

— Telecommunications.

— Financial.

Process and Functional skills:

— Project management, team leadership.
— Training: Strategy, design, development, logistics, delivery, and
evaluation.

Technical skills:

— Windows and Mac.
— Microsoft Office (Word, Excel, PowerPoint, Access, Project,
Visio).

BS in Information Systems Management
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Languages

Buffalo State College, 1989
English Fluent

Other relevant information

Certifications

Clearances

Project Management Professional, PMP®
TS SCI with Full Scope Polygraph

Project Manager: Ennapadam A Padmanabhan

Professional experience

Profile

Professional
History

Pad is an Associate Partner and Program Executive in IBM’'s GBS - Public
Sector Enterprise Applications practice. Pad is a PMP certified
professional specializing in ERP delivery management and project
management (Caram, SAP, and Oracle) with over 25 years of professional
experience in both the public and private sectors. He has specific
experience in directing healthcare and Affordable Care Act (ACA) Caram
implementations. These implementations include the ACA implementation
at the MNSure project in St. Paul, Minnesota, where he led a complex
project that spanned Medicaid, State sponsored programs, and QHPs
(Qualified Health Plans) and more recently as Program Executive for the
State of Missouri MEDES program.

Pad has 22 years of client support and project management experience
and 14 years of experience leading the implementation of enterprise
solutions. Moreover, he has seven years of experience implementing
solutions of similar functional scope to the IE-BM. Pad has vast
experience providing onsite management for projects and being the chief
liaison for clients throughout the duration of the project lifecycle. In his
management roles, Pad has worked closely with both the clients and the
internal teams to create and maintain project timelines on track, respond
to resolve client inquiries, and keep client abreast of project milestones.

Pad is a seasoned general manager who combines vision, strategic
orientation, methodology and detail focus in the execution of projects and
operations to deliver outstanding business value to clients.

04/2015 - To date

Project Executive, 22 months

State if Missouri — MEDES

Project Description: Pad is the Project Executive for an extremely complex

MAGI implementation for the State of Missouri. In MO, IBM assumed the
role of lead System Integrator in May of 2015. Missouri purchased the full
suite of Caram modules in 2013 and embarked on a journey to implement
HCR (MAGI), CGIS, SNAP, TANF and other modules over a multiyear
schedule. The state made a decision in May 2015 to replace their System
Integrator and IBM was awarded that work.

Under Pad's leadership, IBM has successfully managed the M&O function
since taking over as the Sl. Since the Fall of 2015, IBM has a release of
new functionality every 4 to 6 weeks. Additionally, MEDES went live in
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August 2016 with the extreme complex Change in Circumstance
functionality. The base Curam system was upgraded to version 6.2 in
December 2016. The current plan calls for implementation of several new
programs by 2Q 2017.

05/2014 - 04/2015

Project Executive, 12 months
Minnesota Department of Health
MNSure Implementation

Project Description: Pad functioned as the Project Manager/Executive for
a highly-visible

Affordable Care Act (ACA) State Health Care Exchange (MNHIX)
implementation using IBM

Curam. He successfully directed a 60-member team to implement
important Exchange

Functionality and Eligibility functionality involving the case worker and the
citizen portal. This implementation also included integration with several
Fed Sources such as MMIS and the Federal Data Hub. Pad managed
relationships with diverse vendors and state teams to reach consensus on
scope and manage/deliver to the agreed upon project plan.

03/2014 - 05/2014

Integration Manager, Three months
Department of Veterans Affairs
HRIS - PeopleSoft Implementation

Project Description: Pad functioned as the Integration Manager
responsible for coordinating the requirements from the VA, and as a
program liaison between the VA Business Office, the IBM team, and the
VA Austin Information Technology Center (AITC). The VA program
involved design, configuration, development, and implementation of the
PeopleSoft HR and Payroll system for the VA department. He facilitated
that the VA program was kept on schedule given that various components
of the testing occurred and needed to be coordinated with VA/IBM and the
AITC. Pad’s role involved significant coordination and negotiation with the
various parties to facilitate that the overall program milestones were met.
IBM successfully passed all tests from AITC for the T5 (initial) phase of
the program on time.

12/2009 - 03/2014

Program Manager, 52 months

IBM - Blue Harmony - China /Germany Deployment — SAP
Implementation

Blue Harmony - Release 1.0/ Wave 1
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Project Description: The Blue Harmony program involved replacing
systems across IBM’s hardware, software, and services business across
all countries and standardizing them on an IBM/SAP platform. Pad
functioned as the Program Manager for end-to-end Information

Management activities in the data quality and migration work stream for
the Blue Harmony

Release 1.0 China and Germany Deployments. He successfully led the
planning and designing and implementation of all data quality and
migration activities. Additionally, Pad was the key focal point in the
planning and coordination activities for the Brazil, UK, and Hong Kong
implementations.

10/2008 - 07/2009

Strategic Planning Manager, Ten months
Center for Medicare and Medicaid Services
HIGLAS - Strategic Planning

Project Description: Developed the Strategic Vision for the HIGLAS
Program for the next five years. The vision includes the entire gamut of
HIGLAS including Data Architecture, Reporting Architecture, Infrastructure
Analysis, Compliance and Security and Program Governance. Pad
developed a roadmap to position the HIGLAS program for future success
with contractors and claims volumes projected to almost triple over the
next 5 years. Worked closely with all key CMS directors and executives in
developing the Vision.

06/2001 - 11/2008

Project Manager, 90 months

USDA

Integrated Acquisition System (IAS)

Project Description: Pad directed a team of over 25 consultants.
Responsible for architectural vision of the program. Advised client
management on program options, developed five-year strategic plan.
Directed Requirements and Releases (R&R), O&M, and customer care
teams. This involved directing Release

Management activities for five key USDA releases and planning,
execution and monitoring for all release activity.

Pad also directed a major effort integrating an Oracle-based
eProcurement system to PRISM and Compuserach and to the legacy
Financial system using IBM WebSphere suite of products. He managed
the development of this integration. The entire projected was delivered
within time and budget.

04/2001 - 06/2001
Business Analyst, Three months
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Bristol-Myers
Global Demand Planning

Project Description: Pad developed a design for a global demand web
application for a major pharmaceutical company. The design was done
completely in

Universal Modeling Language (UML). The development environment was
IBM WebSphere and Visual Age for Java. The backend database was
Oracle 8i. This implementation’s key critical success factor is the reduction
of inventory by 6% through careful demand planning.

03/2000 - 04/2001

Technology Manager, 14 months
Lend Lease

REI

Project Description: Pad functioned as Technology Manager, overseeing
the

design and development of conversions, interfaces, and customizations
for an R11 Oracle

Financials implementation for a major Real Estate Investment Trust. The
customizations involved extensive Oracle 111 workflow design and
development. The modules implemented were general ledger (GL),
accounts payable (AP) and fixed asset (FA). The implementation

of this system resulted in proper allocation of accounting costs to joint
venture capital

Partners as well as a 5% reduction in accounts payable costs.

10/1997 - 03/2000

Test Manager, 30 months
COD

DRMS

Project Description: Pad directed the testing effort in the build and test
phase of Oracle Financials (R10.7) for a major city government, which
involved managing a team of 10 test analysts through the testing phase.
Work products included developing test plans, executing test plans for
both the system test and acceptance test phases, maintaining a bug list
and co-coordinating/prioritizing resolution to that list.

The implementation resulted in completely revamping the city’s financial
system with a state-of-the-art ERP package and resulted in great
improvement in productivity and a dramatic reduction in vendor payment
cycle.

11/1991 - 10/1997
Lead Designer, 73 months
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Key Skills

Education

Quialifications

Languages

Syntel, Inc
DTE Energy

Project Description: Designed and coordinated development of a
comprehensive customer billing package that encompasses residential,
industrial, and commercial customers for a major Midwestern utility. The
system involved Oracle Tools, and all design and development and
documentation was done on Designer/Developer 2000, resulting in
accurate billing for residential, industrial, and commercial customers and
increased timely receivables. Pad designed and developed a system for
tracking the line crew performance in responding to outages for a major
utility.

— Project management.

— Cdaram.

— Affordable Care Act.

— Proposal writing and client management.
—  Worldwide SAP implementation.

— Oracle Systems implementation.

— Database design.

— Implementing ERP packages

— Integration with existing systems.

— Oracle technologies, Oracle applications.
— Business process re-design.

Masters in Science in Computer Science
Indian Institute of Technology, India, 1984

English Fluent
Tamil Fluent
Hindi Basic
French Basic

Integration Manager / Functional Lead — Yogi Ganesan

Professional experience

Profile

Yogi is Senior Managing Consultant in IBM’'s GBS practice. He is a high
energy, client centric, technology professional with deep experience in the
Health and Human Services industry. Yogi has helped public service
organizations achieve their mission by improving business processes,
empowering human capital and maximizing IT adoption for the last 18
years. He is a certified Project Management Professional (PMP) and
Certified Scrum Master (CSM).

Yogi is well versed in leading various phases of the SDLC using Waterfall,
Agile and Hybrid Agile methodologies. Yogi has hands on experience
leading projects teams in the Health and Human Services domain using
multiple technology stacks including J2EE, .NET and Cloud Platforms.
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Professional
History

Yogi has worked in Integrated Eligibility Systems in multiple states
including Tennessee, Maine, Pennsylvania, Ohio and Missouri.

Yogi has led initiatives that included FFM Account Transfer, CMS1115
Waiver programs, ESAP for SNAP and Employment and Training
programs for TANF. He has led workshops and JAD sessions to map
business process with requirements. He is good communicator and a
hands-on leader.

10/2016- To date

Integration Lead and Functional Lead, 7 months
State of Missouri

MEDES

Project Description: In 2013 IBM competed, and lost an RFP for the
implementation of Caram at the State of Missouri. A competitor,
EngagePoint. was the winning bidder. In 2014, EngagePoint was failing to
meet its obligations and the State contacted IBM to perform an
assessment of the Curam architecture being deployed by this integrator.
IBM completed the assessment and provided a report to the State. In May
of 2015 the State Commissioner’s office contacted IBM and informed us
that a decision had been made to terminate EngagePoint’s contract. We
were awarded an initial 30-day transition contract, followed by a 120-day
contract to do an assessment for Project-1, MEDES Implementation. This
led to a subsequent award of a fixed priced $23M contract and a T&M
Maintenance and Operations (M&O) contract, to which IBM is currently
performing on both.

IBM has turned the failed implementation around and is succeeding on all
fronts with the State of Missouri at this time. IBM recently conducted an
Assessment to enable additional Caram functionality for the state. Several
new contract modifications are in flight with releases for new functionality
underway. Additionally, we have designed an SSO solution to be
implemented in 2016 and are in the midst of a project to upgrade to the
Out of the Box (OOTB) Curam version-6.2 at this time. The State of
Missouri is a shining example of IBM'’s ability to take over and turn around
a troubled integration project. We are providing leadership and technical
supremacy to the state of Missouri while enabling client success and
achieving high customer satisfaction.

As the Integration / Functional Lead, Yogi leads the Verify Lawful
Presence Initiative from Project Initiation to Deployment. He coordinates
with the State on Dev Ops type defect prioritization and deployment
strategy to resolve outstanding defects based on business impacts.
Furthermore, Yogi implements Hybrid Agile methods and practices using
JIRA, provides leadership and mentoring to junior staff, and manages
stakeholder involvement.

04/2016 - 07/2016

Functional Lead, Three months

State of Ohio

Ohio Child Licensing and Quality System
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Project Description: The OCLQS project supports the State’s Early
Childhood and ELCG reform agenda of “Higher Quality Early Childhood
Programs for Young Children through Integrated and Coordinated
Systems by reducing manual and redundant processes and consolidate
multiple disjointed applications. Child Care Licensing is currently
administered by 2 State Departments — JFS and ODE. As an added
caveat, Family Based Day Care programs (1- 6 Children) are licensed by
the 88 County JFS agencies that they reside in. The solution is being
developed on the Salesforce.com platform using a Hybrid Agile
methodology.

As the Functional Lead, Yogi was responsible for

¢ Mapping the business processes to the requirements to facilitate that
the configured solution addresses all the functional requirements

¢ Integration of the various functional design components, for a
solution-wide view to facilitate component/module work together to
address the functional requirements and Use Cases

o Developing and managing a test-driven development methodology.

09/2015 - 03/2016

Quality Assurance Management Advisor, Seven months
State of Oregon

Oregon Department of Justice — Child Support

Project Description: The Oregon Child support system project is a multi-
year child support system development and implementation project where
functionality was transferred from the States of California, New Jersey and
Michigan to Oregon.

As the Quality Assurance Management Advisor, Yogi is responsible for
the quality oversight and timely delivery of the Deliverables and Plans
from the PMO, Technical and Functional teams within this large-scale
business transformation project. He is also responsible for developing
content for the Joint Technical Design Sessions that pick up from where
the functional Joint Application Design Sessions left off. The session
content is tailored based on the fit gap analysis results regarding the
transferability of the different transfer system design and documentation
components from California, Michigan and New Jersey.

04/2015 - 09/2015

Initiative Manager, Six months

Commonwealth of Pennsylvania

Integrated Eligibility (iCIS) — ACA Modifications

Project Description: DHS is pursuing the establishment of the Family
Planning Services program provided for under ACA. In order to achieve
this within a compressed timeline, a phased approach is being followed.

Phase 1 — Targeted system modifications
Two key components:

o Allow for the creation of Non-Continuous Eligibility segments (NCES)
using the existing PSF10 category.
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e A one-time system process to extend the Non-Continuous Eligibility
segments (NCEs) of previous SelectPlan for Women recipients that
were not subsequently enrolled in MA/PCO

Phase 2 — System Automation and Worker Efficiencies

This phase will include additional system modifications to implement the
new Family Planning program within the system through the establishment
of a new program status code, eligibility rules, and system generated
correspondence.

As the initiative manager, Yogi was responsible for delivering the project
from project charter through system implementation. He was also
responsible for managing a cross functional team leveraging a delivery
center and shared services models and client communications, risk
management and operational management.

01/2015 - 04/2015

Data Collection Manager, Three months
Commonwealth of Pennsylvania
HealthChoices Expansion

Project Description: With the change in administration following the
gubernatorial elections, Governor Wolf and the Commonwealth reached a
decision to transition from the Healthy PA program to a more conventional
form of Medicaid Expansion. This will be accomplished through the
following key objectives:

¢ Benefit Package Changes. The current Healthy, Healthy Plus, and
PCO benefit packages will be revised into a single ‘Adult’ benefit
package.

e Eligibility and Enroliment Updates. Changes will be made to
discontinue PCO enroliment, remove medical frailty evaluation (health
screening, clinical validation, claims determination, and passive
rules), and align with a single 'Adult' benefit package.

e Transition of Existing Recipients. Existing recipients will be
transitioned to Traditional MA, Health Choices and aligned with the
revised ‘Adult’ benefit package.

As the Data Collection Manager, Yogi was responsible for system
modification to streamline the intake/enroliment process to support a
traditional Medicaid expansion with the elimination of health screening and
associated validation process. He also managed system changes to
remove medical frailty from within the eligibility determination and benefit
calculation segments.

03/2014 - 12/2014

Data Collection and Interfaces Manager, Nine months
Commonwealth of Pennsylvania

Healthy Pennsylvania (HPA)

Project Description: Healthy Pennsylvania was Governor Corbett’s plan to
facilitate that Pennsylvanians h increased access to quality, affordable
health care. The Healthy Pennsylvania plan focuses on three key health
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care priorities: improving access, ensuring quality, and providing
affordability. It touches all areas of health care to encourage better care
coordination for patients, providers, and insurers.

As the Data Collection and Interfaces Manager, Yogi was responsible for

System modifications needed to introduce a new health screening tool as

part of the initial application and annual renewal process that helps identify

the appropriate benefit plan that would serve the applicant needs based

on their health conditions. Yogi also facilitated the collection of data to

support the reporting associated with the CMS 1115 Demonstration

Waiver approval period and the hypotheses of the Healthy PA initiative

with:

¢ Increase health care access for Pennsylvanians through the Healthy
PA Private Coverage Option

e Implementing the Encouraging Employment Program to improve
health outcomes and move people out of poverty

¢ Implementing a unique incentive plan to encourage personal
accountability incentivize healthy behaviors and develop cost-
conscious consumer behavior in the consumption of health care
services

e Utilizing a health screening tool for all adult participants, both initially
and periodically, will help identify the benefit plan that appropriate
serves their needs

¢ Design and Development of the new interfaces for validating the self-
attested Health Screening Information and the Medical Frailty
Indicator based on Claims information to the iCIS enterprise required
to support Healthy Pennsylvania

¢ Project Management and Leadership functions to oversee the 360 full
time staff within the project

06/2013 - 01/2014

Solution Architect, Six months

State of Maine

IT Applications, Infrastructure, and Business Processes
Modernization Project Phase 1

Project Description: The State of Maine Department of Health and Human
Services (DHHS’s) objective for the IT Applications, Infrastructure, and
Business Processes Modernization Project Phase 1 is to implement the
design recommendations KPMG developed in the initial phase of the
project to achieve baseline integration with the Federally Facilitated
Marketplace (FFM) for the Affordable Care Act. To assist the State in its
execution of Phase 1, the following services were provided:

e Program Management Assistance (PMA)

¢ Requirements Definition and Functional and Technical Design
Development Assistance (in the form of a combined Business
Requirements Definitions (BRD) and System Requirements
Specifications (SRS))

e Quality Assurance (QA) and Quality Testing

e Operations and Maintenance Planning Assistance
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¢ Organizational Change Management (OCM) Assistance

As the Solution Architect, Yogi used an Enterprise Architecture approach
to Business Process Modeling, Requirements Gathering, Use Case and
Test Case elaboration using the open source SPARX EA tool. He was
responsible for the changes needed to the Rules Engine within the
existing Integrated Eligibility system, ACES to accommodate the MAGI tax
and other ACA changes.

e Using an Enterprise Architecture approach to Business Process
Modeling, Requirements Gathering, Use Case and Test Case
elaboration using the open source SPARX EA tool.

o Responsible for the changes needed to the Rules Engine within the
existing Integrated Eligibility system, ACES to accommodate the
MAGI MA household composition and eligibility rules changes aligns
with the business requirements of the ACA

o Federally Facilitated Marketplace FFM Account Transfer bidirectional
exchange of application data including data mapping and staging
approach based on the existing infrastructure and timing constraints

o Client Self Service Web Portal (My Maine Connection) related
changes to support the single streamlined application and no wrong
door policy of CMS

e Defined the test approach and methodology for the Account Transfer
testing with CMS

¢ QA of the test approach and Use case and Test scenario
development assistance

Technical Environment: Oracle 10G, J2EE, EJB’s, Dot project,
Subversion, MS Project, Move IT FTP, Apache

12/2012 - 01/2014

Program Advisor, 13 months

State of Ohio

Ohio Public Employees Retirement System — Program Assurance

Project Description: KPMG was engaged to act as an OPERS advocate
in a program assurance role while providing objective, independent
oversight and monitoring of the Our Way Forward program. KPMG is
expected to help facilitate the success of the program by working
collaboratively with the executive program sponsor, a systems integrator,
program and project management, and staff to stay apprised of the
progress and direction. Program Assurance includes the following

activities:
e Advise and monitor the OWF Solution and Systems Integration RFP
process

¢ Independent verification and validation (IV &V) of Key deliverables

e Monitor Standards compliance (adherence to BPR design,
methodologies, established project processes and standards,
technology standards, etc.)

e Monitor program accounting and budget management

e Monitor the implementation of the process recommendations and their
benefits and validate against the OWF business case
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e Provide on-going Project Status and Risk Assessment Reports
¢ While performing the duties above, identify and evaluate
issues/risks/conflicts which are not being adequately addressed

As Program Advisor, Yogi evaluated the coding and unit testing processes
and standards of the Systems Integration vendor against Industry
standards and averages. He helped develop Project Governance and
Metrics reporting protocols with an Agile like iterative development
approach and assisted with the Performance testing approach with the
existing topology considerations and Composite Services

12/2012 - 04/2013

PMO and Risk Manager, Five months
XEROX

TN Vision Integration Project

Project Description: KPMG provided PMO support including development
and execution of project related tasks, Risks and Issue Management,
Testing Assessment and Support, Internal Quality Assurance and Review
of Project Deliverables and Work Products to Xerox for the Vision
Integration Project (VIP) in Tennessee. The VIP project is an Integrated
Eligibility System that determines eligibility determination and benefits
calculation for multiple programs including TANF, SNAP, Child Care
Assistance and assists with Voters Registration and Overpayment Claims
and Recovery. The VIP System was envisioned to interface with over 100
external sources and is designed to support 2500 DHS workers and 2
million clients.

As PMO Manager/Risk Manager, Yogi was responsible for planning the
project for Xerox to lay out a road map detailing the feasibility of the VIP
project including cost and time estimates and associated risks and
confidence levels for successful statewide implementation. Yogi also
made strategic observations and recommendations to improve the defect
resolution process and throughput within the End to End Testing phase.
Furthermore, Yogi played a critical role in restructuring the Project wide
Risk Management Process to include an actionable response strategy. In
addition, he evaluated Performance and Scalability options for the Rules
Engine.

02/2011 - 11/2012

Functional Project Manager, 9 months
State of Ohio

Ohio SACWIS, ODJFS

Project Description: The Ohio SACWIS (Statewide Automated Child
Welfare Information System) is a comprehensive automated case
management tool that supports social workers' foster care and adoptions
assistance case management practice. The system tracks an average of
250,000 intakes per year and payments totaling $450 million per annum
are paid out to Service Providers and Adoptive Parents. An iterative test-
driven development approach has been adopted and the monthly
deployments add value to the caseworkers and management staff alike.
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As a Functional Project Manager, Yogi was Responsible for day to day
operations, deliverables and invoices totaling $6 million per annum.

o Responsible for day to day operations, deliverables and invoices
totaling $6 million per annum.

e Coordinate testing and development efforts with cross functional
teams using an iterative, incremental Agile approach using the HP
Quality Center tool.

¢ Manage the monthly on time, under budget product release cycles that
addresses all the functional requirements.

e Lead the Joint Application Design (JAD) Sessions with State SMA’s
and performed technical and business systems analysis of project
requirements that exceeded the overall project objectives

¢ Help develop use case scenarios, prepare status reports and deliver
presentations to project sponsors.

e Provided organizational transformation and improvement; data
warehouse and master data management to support Business
Intelligence initiatives to measure program performance and deliver
superior client services and formulate new public policies.

¢ Managed development of reporting cubes and created a robust and
dynamic end user reporting capability using the Query Studio tool.

¢ Coordinated data governance strategies with State PMO

07/2007 - 02/2011

Release Manager, 2 years and 8 months
State of Ohio

ODJFS

Project Description: Step Up to Quality (SUTQ) is Ohio's voluntary quality
rating system for ODJFS licensed child care programs. SUTQ recognizes
early care and education programs that exceed quality benchmarks over
and above Ohio's licensing standards. Supports and awards are available
to assist programs in achieving and maintaining a Star Rating. An iterative
development approach that has led to a hybrid application, with a
Microsoft Access user interface for screens and reports sitting on top of a
Microsoft SQL Server back-end database. This combination has allowed
the Step-Up Licensing Specialists (SULS) to perform and record onsite
verification visits at facilities even when no wireless internet connections
are available. The SULS can work off-line with all the functionality of the
SUTQ database available to them. When there is internet access, a point-
and-click process was made available to synchronize their data with the
central server. This is bi-directional synchronization using SQL Server
Merge Replication, with data uploaded to and downloaded from the central
server back to the SULS laptops.

As the Release Manager, Yogi contributed to the SUTQ program across
all phases of the Software Development Life Cycle. Tasks performed
included gathering and documenting system and business process
requirements as a starting point for the design and development of
database solutions. In addition, Yogi managed user support and issue
escalation during system installation, ensuring that user experience was
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incorporated in design and fixes. Furthermore, he developed performance
measures and metrics to demonstrate added value of organizational
changes and new applications. His development duties included
configuring and migrating software to production.

12/2006 - 06/2007

Functional Group Lead, Six months
Wisconsin DFS

eWISACWIS

Project Description: The CGlI SACWIS application is an open, vendor
neutral web-based solution built on open standards and open source. The
CGl solution operates in a Service Oriented Architecture (SOA), with core
components following the standard web service protocols. The SACWIS
solution has a cumulative total of 75,000+ production hours and has
processed more than 80 million production transactions and has
distributed over $1 billion dollars in payments to child welfare providers.

As the Functional Group Lead, Yogi was responsible for developing the
object model for the Assessment related change order and analyzing
changes to the existing functionality including Federal NCANDS reports.
Yogi also developed and implemented a Transition plan and produced
future state user and training documentation. Furthermore, he led focus
groups to achieve organizational changes for integrated systems and
business processes.

06/2006 - 11/2006

Intake Design Lead, Five months
Florida DHS

FSFN

Project Description: The FSFN Intake module supports 225 counselors
and is used to record an average of 1200 calls a day. It supports the 24-7
operation of the DCF Hotline, that handles all calls alleging institutional
and in-home abuse, neglect and exploitation of children and disabled
adults in the state of Florida. The Intake module also documents service
referrals and other types of voluntary service requests.

As the Intake Design Lead, Yogi leveraged presentation and group
facilitation skills and brought together a diverse set of individuals that
included case workers, supervisors, administrators, and IT professionals
during the Joint Application Design (JAD) sessions with the Department
and the various Community based Care Agencies. Yogi also delivered
recommendations relating to future state business processes and staffing
roles and responsibilities with the new workflow process. Moreover, Yogi
was responsible for developing a comprehensive test plan and providing
experience with the legacy data conversion efforts.

10/2005 - 05/2006
Functional Group Lead, Seven months
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Wisconsin DFS
eWISACWIS

Project Description:

The CGI SACWIS application is an open, vendor neutral web-based
solution built on open standards and open source. The CGI solution
operates in a Service Oriented Architecture (SOA), with core components
following the standard web service protocols. The SACWIS solution has a
cumulative total of 75,000+ production hours and has processed more
than 80 million production transactions and has distributed over $1 billion
dollars in payments to child welfare providers.

As the Functional Group Lead, Yogi identified the transactions and the
data elements that fell under the HIPAA federal compliance aegis and
tracked the viewing of this data by users within the system. Yogi also
conducted interviews of key stakeholders to develop vision and mission in
relation to organizational change and process improvement and facilitate
acceptance. Furthermore, Yogi managed the Application Help Desk in a
part-time capacity and handled all calls that came from the system users
involving application related issues ranging from ‘How Do I’ type questions
to software failures and future enhancement requests.

07/2004 - 09/2005

Rollout Manager, 14 months
New Jersey DHS

NJ SPIRIT

Project Description: NJ SPIRIT (New Jersey Statewide Protective
Investigation Reporting and Information Tool), was a $70 million project
funded in part from Federal Grants. NJ SPIRIT merges case management
and data collection tool s to help the Department of Children and Families
easily produce reports on the aggregate condition of the child welfare
system within the State of New Jersey. The system also promotes better
connectivity between the state attorney general's office and DYFS.

As the Rollout Manager, Yogi was responsible for preparing user support
materials and providing on-site support at the Statewide Central Call
Center for post-production deployment. Yogi also developed the System
Implementation Guide. Moreover, Yogi identified and trained Super Users
to setup an escalation process based on existing policies and procedures.

06/2001 - 06/2003

Implementation Manager, Two years
Wisconsin DFS

WISACWIS

Project Description: The AMS SACWIS application is an open, vendor
neutral web-based solution built on open standards and open source. The
AMS solution operates in a Service Oriented Architecture (SOA), with core
components following the standard web service protocols. The SACWIS
solution has a cumulative total of 75,000+ production hours and has
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Key Skills

Education

Quialifications

processed more than 80 million production transactions and has
distributed over $1 billion dollars in payments to child welfare providers.

As the Implementation Manager, Yogi prepared the designated counties
for implementation of the WiSACWIS application. This included all areas
of implementation readiness including Organizational Readiness,
Technical Readiness, Data Readiness and User Readiness. In addition,
Yogi coordinated efforts with key stakeholder and County administrators.
He also worked with the County Directors in customizing templates and
system notifications based on their local policies and needs.

04/1999 - 05/2001

Implementation Team Lead, 2 years 1 month
OHIO DJFS

elCMS

Project Description: Integrated Client Management System (ICMS), ICMS
was the first web-enabled case management system, which facilitated
information sharing across Ohio’s various human services legacy
information systems, and enabled caseworkers to better coordinate and
deliver services to the State’s public assistance clients. This project was
part of Ohio’s effort with the historic Welfare to Work Legislation of the
1990’s.

As the Implementation Team Lead, Yogi directed and participated in BPR
efforts with client teams to capture and enhance client work processes,
creating improved communication and organizational understanding of
work methods. Additionally, Yogi developed and implemented business
process reengineering and change management strategies/plans for the
ICMS system user support network resulting in improved service delivery
and acceptance in 88 counties. Furthermore, Yogi created the
implementation strategy and plan for statewide county user support
network to achieve federally mandate goals with the work requirements
required for TANF adults.

Function and specialization:

Public Sector, Large Scale System Implementation, SDLC, Project
Management, Proposal Development, Business Process Reengineering
(BPR), Business Development, Integrated Eligibility (IES), Affordable Care
Act (ACA), Health Insurance Exchange (HIX), Independent Verification
and Validation Services (IV&V), Data Warehousing(DW) & Business
Intelligence (BI), Child Welfare (SACWIS), Federal Reporting (CMS, FNS,
ACF) Public Sector, Large Scale System Implementation, SDLC, Project
Management, Proposal Development, Business Process Reengineering
(BPR), Business Development, Integrated Eligibility (IES), Affordable Care
Act (ACA), Health Insurance Exchange (HIX), Independent Verification
and Validation Services (IV&V), Data Warehousing(DW) and Business
Intelligence (BI), Child Welfare (SACWIS), and Federal Reporting (CMS,
FNS, ACF)

BS in Civil Engineering
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Languages

Anna University, College of Engineering, Chennai India, 1996
Project Management Professional, Project Management Institute, 2012
Certified Scrum Master, Scrum Alliance, 2012

English Fluent

Training Lead: James Collier

Professional experience

Profile

Professional
History

James is a Senior Managing Consultant in the IBM GBS Talent and
Engagement practice. Since joining IBM in 1998, James has worked in
several capacities including instructional design, course-ware
development, project management, consulting, and recruiting and hiring.
He has provided leadership and creative solutions for the development of
training and reference material for both traditional classroom training and
distance learning. In his current role, he is responsible for managing and
consulting on large and medium custom content learning development
projects for both internal and external clients on Oracle, SAP, Cldram, and
Watson solutions. James is extremely flexible and confident in his abilities
to develop training for client systems.

James is an organized self-starter and is always eager to find the most
effective approach to learning. He is a positive leader and mentor to his
teams and values project success and the growth of individual team
members as factors in his own success. His ability to develop and
maintain meaningful and collaborative client relationships makes him a
valuable asset on program leadership teams.

While with IBM, James has made several innovative patent applications
and received a completed patent award for an IBM methodology used to
perform analysis of delivery methods to job roles. This is a well-known
methodology within the IBM training community and is utilized on many
IBM engagements.

12/1998 - To date
IBM, United States of America
Training Consultant, Subject Matter Expert

James manages large training development and delivery efforts for both
public and private sector clients. He has delivered many solutions to solve
specific needs in a continuous effort to minimize cost and maximize
effectiveness for both project and system end user.

02/1997 - 12/1998
Leading Check Manufacturing Company
Institutional Data Support and Training Developer

James provided support services to financial institutions in the use of a
custom automated ordering system. He established a flagship support
services desk for an SAP implementation and assisted in the development
of both instructor-led and distance learning to train personnel in SAP.
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Assignment
History

02/2017 - To date

Training Lead, One month

Visa Inc.

Finance Technology Programs Alignment

Project Description: Visa Inc. has multiple large-scale implementation
projects (Visa Inc/Visa Europe Integration, Project Costing, Procurement,
and Expenses) running concurrently in FY17 that may impact several,
common stakeholder groups across the organization. To optimize on cost,
guality, time, and coordination efforts, James joined the Change
Management team to develop and deliver a strategic training plan that will
unify the approach to training across all 2017 Finance projects. The
training plan is scheduled for delivery to Visa at the end of March.

04/2015 - 12/2016

Training Lead, 19 months

County of San Diego
ConnectWellSD (formerly CoSDIE)

Project Description: The County of San Diego has key objectives of
supporting residents to become healthy, safe, and thriving. To achieve
these objectives, the County recognizes that it must increase information
sharing capabilities to: increase coordination across programs, reduce
duplication and rework by staff and customers, and manage services and
resources effectively. Spanning more than 4,000 square miles, and home
to over 3,000,000 residents, San Diego County is one of the largest
metropolitan and rural regions in the country. In support of this initiative,
ConnectWellSD provides the functionality necessary to manage referrals
and collaboration across County agencies and in-depth reporting
capabilities to better inform critical decision making.

James managed the end-to-end implementation of training for the
ConnectWellSD project. The Training Team was responsible for
developing and delivering web based, virtual learning, and instructor led
training courses across all three system functional release phases.
Working collaboratively with County training counterparts, the IBM team
facilitated the County had the tools, knowledge, and capability to maintain
and continuously delivery the prepared training beyond the life of the
contract.

Beginning with the development of a firm client relationship that continued
throughout the program, James led a team of six IBM training developers
through the ADDIE (Assess, Design, Develop, Implement, and Evaluate)
methodology to create 22 eLearning courses, eight webinars, 39 system
simulation, 35 job aids, and 12 quick reference guides.

The Training Team was the area of least concern to program and client
leadership as training development, delivery, and client expectations were
effectively managed to drive a successful conclusion in support of positive
system user adoption and acceptance.

01/2015 - 04/2015
Training Lead, Four months
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Veteran’s Health Administration
Clinical Reasoning System Assessment (CRSA) [Watson]

Project Description: IBM is providing support services to implement an
existing, in-production Reasoning System as a Clinical Reasoning Service
(CRS) for assessment purposes, encompassing: contractor program
management, software/hardware support, testing, configuration,
integration, programmatic improvement, documentation, and safe harbor
pilot deployment of the system solution as a service. These services will
allow VA to assess the question: In what ways can a leading CRS help
improve patient care, efficiency and outcomes within the VA clinical
environment?

For this engagement James established initial client confidence to training
with support from the IBM project leadership. Conducted an initial
requirement review with the client to baseline the training development
effort. Built the initial document outline and identified information sources
for content to fold into the training guide. Managed team members
contributing to the development of the guide, including both training team
specific resources as well as Subject Matter Experts from other project
work streams. Developed the system training guide for use of the custom
VHA user interface to the Watson EMR Assistant (EMRA) and the Watson
Discovery Adviser (WDA). Supported training team members through the
completion of the CRSA training guide.

11/2014 - 04/2015

Training Lead, Six months

IBM Corporate Citizenship and Corporate Affairs
IBM SafetyNet

Project Description: The SafetyNet project was sponsored by the internal
IBM organization Corporate Citizenship and Corporate Affairs (CCCA).
The scope of the Ciram SafetyNet project was to replace the legacy
SafetyNet system with a Cldram based solution including all current
SafetyNet features which provide client, contract/program, and reporting
functionality to non-profit organizations in New York. The technical team
developed the IBM SafetyNet solution as a Program as a Service (PaaS)
asset that will benefit future Ciram engagements.

James led a team of four remote training developers through this end-to-
end initiative. All material development was completed in collaboration
with the project BA team and the client and included planned review and
feedback sessions to facilitate compliance with program direction and
accuracy of the intended program messages.

The team delivered a blended solution which consisted of one web-based
course and five instructor led classroom courses with 20 system
simulations and nine quick reference guides to support the adoption and
integration of the new IBM SafetyNet solution into the New York non-profit
community. The effort began with an audience analysis and strategy
development, and ending with end user training delivery through a Train-
the-Trainer program and hand-off of material to client personnel.
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Under Mr. Collier’ leadership, the project concluded successfully with the
CCCA client able to maintain the completed training material and continue
training delivery as new non-profits are brought on to the IBM SafetyNet
system.

08/2014 - 11/2014

Training Lead, Four months

Nebraska Medicaid Eligibility and Enroliment Solution
Wipro EES

Project Description: IBM is working to offer the Nebraska Medicaid and
Long-Term Care (MLTC) program an eligibility and enrollment solution
designed specifically to meet the needs of the Nebraska MLTC program.

As Training Lead for the Nebraska Medicaid Eligibility and Enroliment
Solution, James has laid the planning groundwork for the training effort
following the ADDIE (Analyze, Design, Development, Implement, and
Evaluate) ISD (Instructional Systems Design) model. At this time, the
project is just getting started as leadership and work stream engagement
with the state is in the process of being established.

06/2014 - 08/2014

Training Strategist, Three months
VeriFone

Shared Service Center Consolidation

Project Description: VeriFone has 5,600 employees worldwide, and
partners with local distributors to deliver innovative payment solutions in
150 countries. To centralize financial processes following recent global
expansion initiatives, the Finance Shared Service Strategy (FSSC)
Program sought to address these issues and improve the efficiency,
effectiveness, measurement and scalability of transaction processing
related functions through the design and implementation of a Financial
Shared Services Center(s).

James was a learning strategist on the consolidation effort. VeriFone
moved from local financial services to a region shared services model.
James provided training strategy guidance to set vision recommendations
to realize the future vision for VeriFone.

11/2013 - 06/2014

Training Lead, Eight months

Equinix

REIT/SWIFT

Project Description: Equinix, Inc. is an American public corporation that
provides carrier-neutral data centers and internet exchanges. Equinix
provides network-neutral data centers (IBX or “Internet Business
Exchange”) and interconnection services. The company offers collocation,
traffic exchange and outsourced IT infrastructure solutions to enterprises,
content companies, systems integrators and over 600 network service
providers worldwide. Equinix operates 98 data centers across 38 major
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metropolitan areas in 12 countries in North America, Europe, Asia-Pacific
and South America. To transformed Equinix’s tax structure to a Real
Estate Investment Trust (REIT), IBM was hired to update the Equinix
finance system to enable a REIT reporting structure for IRS tax purposes.

James managed a team of seven developers in a cross-border
engagement that enabled the end-to-end implementation of training in
support of the R12 upgrade. Following the ADDIE (Assess, Design,
Develop, Implement, and Evaluate) methodology, he performed an
audience analysis, developed a training strategy, training prototype, and
documented standards and templates to enable the consistent
implementation of training for the resources on his team.

From the beginning of the project and throughout the life of the
engagement, James fostered and maintained a collaborative relationship
with the client and effectively managed expectations according to the
project schedule.

With five of the seven resources on his team off-shore from IBM India,
James effectively coordinated activities between on-shore and off-shore
teams.

The team developed 26 instructor led training courses, three web-based
courses, and 78 system simulations.

Implemented through Train-the-Trainer, Mr. Collier’ Training Team
supported the planning and logistics for delivery and conducted an
effective hand-off so the client was able to maintain developed material
and continue to deliver on-going training sessions.

07/2013 - 11/2013

Training Lead, Five months

Florida Department of Children and Families
FSFN Activation Phase Enhancements

Project Description: The Child Protection Enhancement and SACWIS
Compliance Project addressed the needs of over 1,500 Child Protective
Investigators who needed the proper tools and decision supports to
understand child and family functioning and safety. The vision was to
transform Florida’s child welfare system of care to work more effectively
with children and families towards achieving child safety. Updates to
DCF'’s Florida Safe Families Network (FSFN) web-based case
management application complement the safety methodology, providing
Department of Children and Families (DCF) workers and supervisors with
a powerful tool for assessing safety in the holistic context of overall family
functioning. Enhancements to FSFN enable DCF staff to create and
maintain case records in a comprehensive manner, while minimizing
duplicate data entry. As part of the Child Protection Enhancement and
SACWIS Compliance Project, IBM was tasked with the development of
Web-based training modules to familiarize DCF field and supervisory staff
with the updates and enhancements to FSFN application functionality
related to the enhanced safety methodology.

James was asked to assume the role of Training Lead to improve the
health of a difficult project after four other leads were dismissed by the
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client for various reasons. After reviewing the scope, timeline, and overall
effort, James expanded the training team from six on-site resources to
eight resources on-site and seven resources off-site to meet requirements,
expectations, and delivery timelines. From the beginning, James
established a strong and healthy collaborative relationship with the client
and maintained that positive collaboration through the end of the contract.

The team developed 19 complex eLearning modules to over 5,000 state-
wide Child Case Investigators and Child Case Managers in 4.5 months
and created a very positive atmosphere of mutual respect with the client
for the amount of quality material produced in such a short period of time.
Each training milestone was achieved on-time and to the highest client
satisfaction. The success of the Training Team strengthened the
relationship with the client which paved the way for additional contract
work beyond the M&O period.

10/2011 - 06/2013

Training Lead, 21 months
LifeCell

Oracle R12 Implementation

Project Description: LifeCell is a subsidiary of Kinetic Concepts Inc. (KCI).
LifeCell develops and markets tissue repairs products for use in
reconstructive, urogynecologic and orthopedic surgical procedures.
LifeCell’s six sigma initiatives identified the improvement of inventory
accuracy, electronic batch record for FDA compliance, Order to invoice,
procurement, and streamlined Finance as an organizational priority.

LifeCell selected IBM for the implementation of Oracle R12.1.3. This
implementation included two operating units (US and Canada), one
manufacturing location, one distribution warehouse and 1500 consignment
locations. The Oracle R12 implementation reduced the customization of
the packaged application and reduce the manual paper work by
implementing Oracle MES for electronic batch record system. The LifeCell
project was a highly FDA regulated implementation and complex
manufacturing processes.

James managed the end-to-end implementation of training for the LifeCell
project on this cross-border engagement. Following the ADDIE
methodology, James created the training strategy and development
schedule, standards and templates, and established a positive working
relationship with SMAs from the six functional areas (costing, finance,
logistics, manufacturing, order management, and purchasing). The
Training Team consisted of four total resources; James on-shore at the
client site and three off-shore developers from IBM India which James
effectively managed.

Mr. Collier’s effort led to the successful development of two web-based
courses, 30 instructor-led courses, and just over 170 system simulations.
The training effort concluded with a Train-the-Trainer program and the
successful hand-off of developed training material for the client to maintain
and continue to deliver.
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01/2011 - 09/2011
Training Lead, Nine months
VHA Chief Business Office

Project Description: The Veterans Health Administration (VHA) has more
than 235,000 employees and the country’s largest integrated healthcare
delivery network serving approximately 5.5 million veterans. The VHA’s
Chief Business Office (CBO) provides national leadership for advancing
business practices that support patient care and delivery of health
benefits, and is organized into three primary business lines, which include
Purchased Care, Revenue Operations, and Member Services.

James was the training lead for this engagement. He coordinated and
facilitated several training design workshops for Fee, Customer Service,
and Eligibility and worked closely with his project team and client
representatives to develop thirteen hours of web based training courses
for new hire personnel.

05/2010 - 11/2010
Training Lead, Seven months
VHA Revenue Academy

Project Description: The Veterans Health Administration (VHA) is
undergoing a consolidation of all its revenue functions whereby they are
regionalizing those functions into Consolidated Patient Account Centers
(CPACs) across the US. IBM was subcontracted through Altarum Institute
to develop nine Basic Job Skills training courses. These courses were
primarily instructor led classroom training, and included system simulation
exercises to supplement the classroom instruction.

James started this project as the lead developer for the VHA Revenue
Academy training development team and concluded the project as the
training lead. While on the project, he provided training development
guidance and support, provided lead technical support for document and
simulation development and converted two existing Revenue Academy
courses into the same consistent delivery format as other project courses.
James assumed leadership responsibilities toward the latter half of the
engagement as standing leadership transitioned to other IBM client efforts.
He was highly regarded by peers, leadership, and client representatives
and delivered quality products within the constraints of the program.

01/2009 - 05/2010
Training Lead, 17 months
US Census Bureau

DRIS Coverage Follow-Up

Project Description: The U.S. Census Bureau is the primary source of
basic statistics about the population and economy of the nation and is
known for the Decennial census of population and housing. As the Census
DRIS 2010 integrator, IBM developed custom applications to support
contact center personnel in validating paper and electronic data with
census respondents.
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James was the Training Lead for this engagement. As the Training Lead,

he was responsible for the planning, development, and delivery of training
material to support the roll-out of the DRIS Coverage Follow-Up program.

He led a team of seven training developers through successful completion
and delivery of training to DRIS end users.

James was also responsible for the mechanics behind and supported the
development of individual learning components that made up the training
curriculum. He setup and implemented the Learning Management System
and Virtual Classroom environment for end user training delivery. As the
LMS administrator, James created the curriculum structure and learning
framework in the LMS, loaded and maintained courses, instructors, and
end users in the system, and provided reporting results to project
leadership throughout the life of the curriculum roll out. He also provided
SMA advice and maintained project team relationships for cross team
integration with training. His knowledge of the project and familiarity with
project systems made him a valuable resource in support of training.

01/2006 - 01/2009

Training Lead, 37 months

U.S. Air Force

Financial Management Transformation (SAF/FMT)

Project Description: The Assistant Secretary of the Air Force for Financial
Management and Comptroller (SAF/FM) engaged IBM to be its strategic
advisor in defining and implementing its Strategic Planning and
Transformation Program (SAF/FMT). With IBM’s guidance, the Air Force’s
CFO organization developed a strategic vision for moving this 10,000-
person organization from a transactional focus toward greater emphasis
on strategic advice to Air Force commanders, while improving customer
service and becoming more efficient.

James led a team of consultants to develop training and education in
support of multiple lanes of FM Transformation. Balancing workload
against available resources led to the development of a custom
development application to rapidly produce web-based training which
made it possible for developers to create 103 courses in nine months. All
web based courses were loaded to an Air Force LMS for delivery to the
end user population. James was responsible for the development,
maintenance, and delivery of web based courses through the LMS to the
end user. New and updated courses were made available in the online
course catalog for individual registration as well as manager assignment
of specific training courses.

09/2005 - 12/2005

Training SMA, Four months
IBM Corporation

Entitled Software (ESW)

Project Description: James provided services that brought an existing SAP
context sensitive help system up to date with current development
standards. Project scope and timeline made it necessary to enlist
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additional consultant resources to complete the assignment in accordance
with client demands. The client was delighted with the results as the final
product was delivered on time and under budget.

02/2004 - 09/2005

Training SMA, 20 months

Sprint

Sprint/IBM Customer Care Partnership

Project Description: The Sprint / IBM Customer Care Partnership was
designed to transform Customer Solutions to provide a return to industry
leading customer satisfaction levels, $1.5B in cumulative cost savings
over 5 years, the ability to respond to changing customer, product and
business needs , improved management information and controls, and
develop more effective, productive, and satisfied employees.

James was charged to provide a technology roadmap for the learning
infrastructure and a comprehensive tools analysis with recommendations
on which tools would satisfy client training development and delivery
needs. His recommendations were well received and adopted as standard
practices to improve performance and customer satisfaction. He was part
of a team to develop the primary transformation training curriculum and
delivered it to all worldwide Sprint contact centers. The new curriculum
focused on the introduction of newly integrated operational technology
which was part of the company’s strategic change. James provided
SCORM conformant WBT courses to the Sprint LMS administrators for
posting. Once the courses were loaded to the SABA LMS, James
delivered Train-the-Trainer to key training personnel and ultimately
delivered end user training across the US, five locations in Canada, and
three locations in the Philippines. In addition to delivering training, James
provided technical support to field training personnel as necessary in the
use and administration of the SABA LMS.

09/2002 - 01/2004

Training SMA and User Security Alignment, 17 months
United States Government

Logistics Modernization Program

Project Description: The Wholesale Logistics Modernization Program
(WLMP) was a 10-year, $680M US Army (DOD) project to completely
modernize the Army wholesale logistics business processes through the
adoption and adaptation of commercial business practices and the
implementation of SAP R/3 as the technological underpinnings and
involves approximately 35,000 end users. Though IBM was not the
primary contract owner for this engagement, IBM does retain a recognized
presence and had been identified as a strong source of key skills needed
to further the goals of the project.

James developed the system by which the training development effort was
tracked and developed a relational database solution to integrate data
collected by various organizations to provide role-to-course mapping for
training. He was the key facilitator, integrator, developer, and architect of
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several systems used to manage data including enterprise resource
mapping, personnel data validation, role mapping, change control, training
scheduling, and user account management for both SAP and the custom
(home grown) learning management system. James excelled in the role of
Information/Data Coordinator and was essential to the success of the fully
integrated training program.

03/2002 - 09/2002

Training SMA, Seven months
IBM Corporation

Fulfillment Hardware

Project Description: James re-designed the Fulfillment Hardware intranet
web site to conform to intranet standards compliance.

03/2002 - 08/2002
Training SMA, Six months
IBM Corporation
Entitled Software

Project Description: James designed a solution for an HTML context
sensitive help system launched directly from SAP. He guided the interface
design through numerous updates and changes to meet the requirements
of this global client. James developed a process to convert training
documentation created with RWD InfoPak into HTML web format for on-
line delivery. This process was intended to benchmark future conversion
necessities from InfoPak to HTML.

12/2001 - 03/2002

Training SMA, Four months
IBM Corporation

Asset Financing

Project Description: James designed, developed and deployed an on-line
SAP documentation warehouse. The primary purpose of this warehouse
was to deploy developed training documentation to a global audience. The
training material is accessed by instructors who may print their classroom
material directly from this site. Secondary to the global distribution of the
classroom training material, this site evolved into an on-line help system
from which SAP users can access specific SAP transaction
documentation to assist in the everyday activity of running SAP as it was
installed at IBM Asset Financing.

08/2001 - 12/2001

Training SMA, Five months

GE Capital

GE Capital Dealroom

Project Description: Mr. collier designed, developed and deployed a client
specific on-line training course for the internal client application
“Dealroom”. This navigation and overview course was developed and
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delivered successfully against an aggressive project plan to the ultimate
satisfaction of the client.

02/2001 - 04/2001

Training SMA, Three months

IBM Corporation

Real Estate Site Operations (RESO)

Project Description: James designed, developed and deployed a client
specific web hosted on-line help system to house and maintain all
developed training documentation in PDF format for SAP user access
through the client intranet.

10/2000 - 06/2002
Training SMA, 21 months
IBM Corporation

Enterprise Application Training Solutions (EATS) Practice Database

Project Description: James designed, developed and deployed a Lotus
Notes database to better connect practice consultants with the tools and
information necessary to succeed on any client engagement.

02/2000 - 05/2001

Training SMA, 16 months

IBM Corporation

Global Financing, Global Asset Recovery System (GARS)

Project Description: James created and deployed a client specific web
hosted navigation course delivering basic classroom instruction in SAP
that offered student feedback and evaluations. He designed and
developed an on-line help system to compliment classroom training which
became the knowledge repository for up-to-date information on
procedures, role requirements, and system configuration changes. James
also contributed in the development of SAP Production Planning (PP)
classroom training material. He designed and developed a Microsoft
Access classroom scheduling database which has been used on several
other client engagements.

03/1999 - 12/1999
Training SMA, 10 months
Lucent Technologies

Project Description: James trained manufacturing shop management and
production floor operators in the use of MAX (Manufacturing Execution
System) - a custom application designed specifically for Lucent that
allowed the machine operator to easily enter data by scanning into SAP
without the user navigating through SAP to complete transactions. James
played key role in the development of classroom training material for the
MAX software application.
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Industries:

— Government, Public.
— Education.

— Telecommunications.
— Financial.

— Life Sciences.

Process and Functional Skills:

— Project Management, Team Leadership.

— Training: Strategy, Design, Development, Logistics, Delivery, and
Evaluation.

— Learning and Development: Adult, Blended, Distance, eLearning,
User Training, Instructor-Led Training, Virtual Classroom.

Key Skills
Technical Skills:

—  Windows and Mac.

— Microsoft Office (Word, Excel, PowerPoint, Access, Project, Visio).

— Adobe elLearning Suite (Dreamweaver, Home Site, Captivate,
Presenter).

— Articulate Storyline.

— Trivantis Lectora

— Oracle UPK, IBM Simulation Producer.

— Graphics Editor (Adobe Photo Shop).

— Web Development.

— Learning Management Systems (Adobe Connect LMS, Saba LMS,
Meridian LMS).

— Web Meetings / Distance Learning (Centra Symposium, IBM Smart
Cloud, Adobe Connect).

Education

BA in English Literature

ualifications
Q St. Mary’s University, San Antonio, Texas, United States of America, 1995
Languages English Fluent
Other relevant information

James received a patent for his innovation in the development of a training
strategy database application that applies the principles of IBM’s Roll Out
Strategy Analysis.

Other job-related
activities

Testing Lead: Gaurang Mavani
Professional experience

Profile Gaurang is a Senior Managing Consultant at IBM’s Watson Health
Consulting Services with the Cdram practice. Within Public Sector,
Gaurang has worked on HealthCare, Public Housing, Unemployment
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Assignment
History

Insurance and City Environmental Protection Agency Industry in multiple
roles. Gaurang has extensive experience leading and managing testing,
functional and development teams for external clients in Caram, Oracle
CRM and SAP ERP.

Gaurang has a proven track record of successfully leading testing teams
for IBM on complex system implementations for over six years. His
experiences include leading all testing activities including planning,
documentation, execution and ensuring test plans and processes are
coordinated with stakeholders. He facilitates documentation and resolution
of issues discovered during the testing process and has successfully
served as the point of contact (POC) for user acceptance testing (UAT) for
several clients including the County of San Diego Health and Human
Services Agency, the New York City Housing Authority, and the New
Jersey Department of Pensions and Benefits.

Gaurang has the following certifications:

IBM Caram Certified Professional Business Analyst. v6.0.
Oracle Siebel 8 Certified Business Analyst.

Oracle Siebel 8 Certified Core Consultant.

Oracle Business Intelligent Enterprise Certified Consultant 10g.

11/2016 - To date

Lead Business Analyst, Five months

Missouri Department of Health and Human Services

MO Eligibility Determination and Enrollment System (MEDES)

Project Description: MEDES is an extremely complex MAGI
implementation for the State of Missouri. In MO, IBM assumed the role of
lead System Integrator in May of 2015. Missouri purchased the full suite of
Curam modules in 2013 and embarked on a journey to implement HCR
(MAGI), CGIS, SNAP, TANF and other modules over a multiyear
schedule. MO decided in May 2015 to replace their System Integrator and
IBM was awarded that work.

As the Lead Business Analyst, Gaurang created the functional design
documents for the Federal Hub (Fed Hub) calls which include H 31 and H
9, which he reviewed and provided design recommendations for Prior
Quarter, Show Me Healthy Babies (SMHB) and Annual Renewals.
Additionally, Gaurang provided guidance to the test team for test case
design for the Fed Hub design documents.

04/2015 - 10/2016

Test Manager, 19 months

County of San Diego, California

County of San Diego Information Exchange Project

Project Description: The County of San Diego has key objectives of
supporting residents to become healthy, safe, and thriving. To achieve
these objectives, the County recognizes that it must increase information
sharing capabilities to: increase coordination across programs, reduce
duplication and rework by staff and customers, and manage services and
resources effectively. Spanning more than 4,000 square miles, and home
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to over 3,000,000 residents, San Diego County is one of the largest
metropolitan and rural regions in the country. In support of this initiative,
ConnectWellSD provides the functionality necessary to manage referrals
and collaboration across County agencies and in-depth reporting
capabilities to better inform critical decision making. The Caram product
was used in San Diego to implement Case Management, Task
Management and MDT.

Gaurang led the testing team for the end to end implementation of the
ConnectWellSD project. Gaurang was responsible for developing the
project testing strategy and the test plan for each phase of the project. The
testing team worked collaboratively with the client counterpart across all
phases of the project. The testing team facilitated that the testing effort
aligned with business requirements. Gaurang enabled the county to have
complete visibility to the test process and results by ensuring the test plan
and processes were coordinated with all stakeholders and ensuring
documentation and resolution of issues discovered throughout the entire
testing process. Gaurang led the UAT, guiding the client with strategic and
technical insight. He was also the point of contact for the POC, for issue
identification, analysis and resolution.

Furthermore, Gaurang led a team of 6 Full Time Employees (FTE’s),
evaluated and identified the testing tools for automated testing and
developed the Quality Assurance Process for the project. He developed
the Master Testing Strategy for the overall project and coordinated and
shared the test strategy, plan, design and execution with stakeholders.
Gaurang created the following plans for the three phases of the project:

Test Plan.

Security Test and Evaluation Plan.
System Recovery Test Plan.
Performance Test Plan.

In addition, Gaurang assisted the County in conducting the User
Acceptance Plan for each phase, completed the testing of each phase
under budget and on time, and successfully delivered quality deliverables
products consistently with highest client satisfaction.

08/2014 - 03/2015

Functional Lead, Eight months

State of Nebraska

NE Eligibility and Enrollment Solution

Project Description: The State of Nebraska’s Eligibility and Enroliment
solution (NE EES) involves implementing Ciram along with multiple
system components. The project is to modernize the existing eligibility and
enrollment system for Medicaid in Nebraska.

As the Functional Lead, Gaurang led a team of 4 FTE’s to document the
process flows for CMS Gate Review for AR (Architectural Review). He
identified issues and risks and worked with multiple client vendors to
support the CMS gate review process.

Gaurang identified processes which needed to be re-engineered for the
NE EE solution, organized and drew process flows based on the highest
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priority for re-engineering, and led the Business Process Re-Engineering
sessions with the client to socialize the To Be process flows. Moreover, he
identified Gaps and the impact to the current business processes as a part
of BPR.

05/2013 - 04/2014

Functional Lead, 12 months

Maryland State

MD Health Information Exchange Implementation (MDHIX)

Project Description: The project involves IBM Caram Social Enterprise
Application implementation for the Maryland Health Information Exchange
(MD HIX). The IBM team was responsible for design, development and
implementation of the Caram HCR application.

As the Functional Lead, Gaurang led the client reporting team by providing
guidance around Curam capabilities. Gaurang also led the IBM Curam
Functional Team by conducting requirement gathering sessions around
SHOP and Data Conversion functionality. He assessed the business
landscape and helped the client align business requirements with product
functionality. Gaurang collaborated across other areas including
development and test to support the delivery of multiple Caram releases.
He also planned for delivery of the Clram Releases.

02/2013 - 04/2013

Business Analyst, Three months

Clark County Social Services

CC Social Services ACES Project (CC SS ACES Project)

Project Description: Clark County has undertaken the Automated Case
Management and Eligibility System (ACES) to replace the existing legacy
system. The IBM team was responsible for designing, developing and
implementing the ACES application.

As a Business Analyst, Gaurang reviewed Business Requirements for
Creating and Managing Participant, reviewed the Business Requirements
for Task Management and understood the processes for CC SS Burial
Program through the Business Use Cases (BUC) and documented the
process flow in MS Visio for client review. He executed Test Scripts for
Work Packet 1 and 2 and owned, maintained and tracked the Actions
Items.

12/2012 - 02/2013

Test Lead. 3 months

CA State Government

CA Department of Industrial Relations (CA DIR) Liens Payment
System

Project Description: The State of California mandated the payment for
liens. To support the legislative mandate IBM designed, developed and
deployed the IBM Payment Systems and integrated it with the Case

Management System based on the Ciram Case management module.
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IBM integrated the solution with the CA DIRs file upload process and web
based lien creation system.

As the Test Lead, Gaurang identified issues and risks and provided the
mitigation plan. He developed testing strategy for Component Integration
test (CIT), System Test (ST) and User Acceptance Test (UAT) and
coordinated with the stakeholders. Gaurang planned and estimated the
timeline for test execution based on available resources for Release 0 and
Release 1 and recommended practices around testing to the client.
Furthermore, Gaurang developed an effective defect management
process and facilitated that the team adhered to the recommended
process, managed and guided the Client UAT testers to facilitate that they
documented the defects appropriately and in a timely manner, served as a
single point of contact for CIT, ST and UAT for the overall test initiative,
and created/managed the deployment for the Release 0 and Release 1.

09/2012 - 12/2012
Test Lead, Four months
NJ State Government. Department of Pensions and Benefits:

Project Description: The NJ Division of Pensions and Benefits (DPB) was
seeking to upgrade their Case Management and Tracking System which
was implemented by Oracle Siebel Case Management Software. IBM
deployed the Oracle Siebel upgrade to 8.2 project.

As the Test Lead, Gaurang planned resources, time and estimates for the
development and testing effort. He prepared Master Test Plan, Test
Summary and Test Reports as a part and shared the processes and
document with the stakeholders in the timely manner. He identified Issues,
risks and provided the mitigation plan, created the Deployment plan as a
part of IBM deliverable, and reviewed the User Interface, Screens, Views,
Applets, MVG'’s, obsolete fields to fix the errors in the screen navigation.

Additionally, Gaurang identified and fixed Siebel Ul issues impacted by the
upgrade, Web Templates, Screens, Views, and Applets. He planned and
executed UAT along with the client stakeholders, created Training
documentation for the User, worked with the Administration team to
facilitate that all the deployment activities were completed on time for a
successful go live, and guided, mentored and resolved intra team issues
to facilitate a successful delivery.

01/2012 - 09/2012

Lead Business Analyst, Nine months
American Airlines

AA Premium Services Remediation Project

Project Description: American Airlines observed severe decrease in their
loyalty program and were looking to remediate the issues. As a part of the
AA Premium Services Remediation Project, IBM provided governance and
oversight. The oversight was involved in the areas of technical design,
development / configuration of Oracle Siebel CRM, testing and
deployment.

7



State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-5 — Staff Experience

Gaurang analyzed as is business processes and provided specific and
actionable remediation recommendations. He tackled system defects and
technical issues, improved user perception, and addressed business and
IT Leadership concerns regarding system quality and fit. Gaurang played
a pivotal role finalizing the detailed remediation plan to perform JIRA
backlog cleanup, JIRA prioritization against Business Metrics, and
mapping prioritized JIRAS to releases. He provided recommendations on
tightening Program Governance for CRM applications, defined baseline
measures and frameworks for measurement, and led a team of GD
resources for defect remediation for three releases on time and within
budget.

07/2011 - 01/2012

Test Lead, 7 months
Medtronic Inc.

Siebel CRM Application

Project Description: Medtronic uses Oracle's Siebel Application in multiple
instances.

1. The CRM Group, Siebel is used to manage and maintain the
customers, contacts, devices and device registration information for
the implanted and explanted devices of the patient. The Siebel
application is multiple org, global implementation which includes their
Spinal, Cardiovascular, Corporate, Neuro divisions. It is integrated
with multiple applications which includes SAP, and American Express
Online services.

2. The CTMS (Clinical Trial Management System) group Siebel eClinical
is implemented to document the findings of a clinical trial for a subject.
Medtronic being a manufacturer of medical devices, needs to capture
the results of the clinical trial on the subject per site and per visit. IBM
led the maintenance and enhancement effort with a team of 150.

As the Test Lead, Gaurang led a 15-member testing team in India and the
Philippines focused on testing the Siebel CRM and Siebel CTMS
applications. Gaurang recommended Testing Methodologies and
Developed Processed to facilitate that the team conformed to the
processes. He created the Test Plan, Test Summary and Test Reports for
Siebel CRM, Siebel CTMS and Integration Testing effort and shared these
plans with the stakeholders.

Moreover, Gaurang identified issues, raised risks and provided mitigation
plans. He also provided time and resource estimates for the testing effort,
tracked, managed and facilitated defects were tracked and retested in a
timely manner. He served as a single point of contact for the project
stakeholders for SIT and UAT and guided, mentored and resolved issues
and concerns.

02/2011 - 05/2011

Lead Data Analyst, Four months

NYC Department of Environmental Protection
NYC DEP - Billing systems
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Project Description: The NY Department of Environment Protection
planned to implement the Hansen Enterprise Resource Planning (ERP)
application to replace the legacy billing system. IBM led the design of the
effort for the billing system.

As the Lead Data Analyst, Gaurang led the Data Mapping sessions to
gather data migration requirements and documented the requirements in
formal Data Mapping documents. He defined, documented and managed
the Change Request process around data migration requirements.
Additionally, Gaurang defined the testing strategy for data migration.

11/2008 - 01/2011

Test Lead, 27 months

New York City Housing Authority (NYCHA)
NYCHA - NYCHA Improving Customer Experience

Project Description: New York City Housing Authority (NYCHA) was
looking to replace their existing legacy system with state of the art
technology. IBM implemented an End to End Oracle Siebel CRM Solution
Case Management for managing application intake process to
determination if the applicant was eligible for NYC housing. The solution
included Oracle Siebel CRM, a document management system, and an
asset management system.

As the test lead, Gaurang effectively led the testing team with 15 FTESs.
He developed the test plan and the strategy for the project, reviewed the
test scripts and led the end to end execution of the test scripts.
Furthermore, he owned, identified and executed tests to validate the data
migration from legacy to Siebel.

Gaurang led a team of offshore testing resources for SIT and UAT Script
execution, developed the plan for the User Acceptance Test and shared
results, documentation, and risks with the stakeholder. He also developed
the defect management and resolution process and facilitated that the
team and the stakeholders adhered to the defined processes. He
effectively documented and communicated the issues and the resolutions
for the identified issues to stakeholders. He was the POC for all testing
activities which included SIT, UAT and Performance Test activities

08/2007 - 11/2008

Design Lead, 16 months

Kansas Department of Labor

KDOL Unemployment Insurance Management (UIM) Project

Project Description: Kansas Department of Labor planned to implement a
new solution to manage the Unemployment Insurance process. IBM’s Ul
Benefits & Tax Implementation provided a COTS KDOL Ul solution based
on applications. At the core of the proposed solution is Siebel.

As the Design Lead, Gaurang was involved in the FIT-GAP business
requirement gathering sessions for UIM as a Siebel Technical Expert. He
modeled the Operational Level Processes to Siebel out of the box
functionality. Gaurang possessed a deep understanding of the
requirements and offered multiple solutions for the implementation. He
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documented the business requirements in the FRD’s and create the TDD
for the development team.

12/2004 - 07/2007

Technical Lead, 32 months

National Grid (Formerly KeySpan Energy)
Vertical: Siebel Power Communications

Project Description: The assignment involved the implementation and
enhancement of the Siebel Power Communications vertical. As a part of
the implementation, various energy related programs were designed,
developed and deployed.

As the Technical Lead, Gaurang was heavily Involved in business
requirement (JAD) gathering sessions as a Siebel Technical Expert. He
strategically mapped the process to the Siebel Process data model, with
minimal impact to eService Application. He performed GAP Analysis and
re-engineered the process to fit as close to the original Siebel application
as possible.

He documented the business requirement in the form of the Functional
Design Document and translated this to the Technical Design Document
adhering to Siebel practices. He estimated the time and allocated the
required resources for the development effort. Gaurang designed,
developed and configured Contracts, Agreements, Energy Programs,
Opportunities, and Activities using Siebel Tools. Additionally, he facilitated
Unit Test, System Test and Integrated System Test with the users and
other relevant groups. He led the testing team for testing development
effort during each phase of the delivery. He also resolved post production
user issues with regards to navigation, functionality and process.

07/2004 - 11/2004

Data Conversion Lead, Five months
BMC Software

Data Migration

Project Description: BMC Software had recently acquired Remedy. The
project involved moving Remedy’s data and processes to the BMC’s
system. This included the design, development and the data conversion
effort and deployment of the solution.

Gaurang understood the end to end business processes and orchestrated
a Gap Analysis based on business requirements. He documented and
designed the logical and physical data flows. He also documented,
developed, implemented, and tested the data migration of Accounts,
Addresses and Contacts (Customer Master Data), Assets, Agreements,
Entitlements and Service Contracts. He used the Infomatica ETL tool to
create mapping transformations like aggregator, filter, joiner, lookup
transform, workflow objects and sessions to move data from Remedy to
Siebel.

Moreover, Gaurang resolved issues faced by developers, related to Siebel
EIM and Informatica. He managed resources efficiently to achieve stated
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milestones and trained employees in Informatica and EIM to support the
effort after deployment.

12/2003 - 07/2004

Senior Siebel Developer, Eight months
American Management Systems /CGI
Siebel Configuration

Project Description: Centers for Medicare and Medicaid Services were
looking to implement the Medical Appeals System using the Siebel
Financial Insurance application. The project scope included design,
development and deployment of the functionality.

As a Senior Siebel Developer, Gaurang reviewed the requirement to
conduct a gap analysis for Medical Appeal System (MAS) for CMS. He
was heavily involved in mapping the process to the Siebel Data Model and
created functional and technical documents, while developing objects like
Providers, Practitioners, Activities, and Opportunities. Gaurang played a
pivotal role in test and system test on this engagement.

10/2003 - 11/2003

Data Conversion Lead, Two months
Accenture

Siebel ERM

Project Description: The project involved converting the data from legacy
systems to the Agent Performance Platform system which tracks the
performance of the call center agent.

Gaurang created Business Components (BC’s), Business Objects (BO’s),
applets, views and screens for the APP (Agent Performance Platform) per
the requirements. He also automated the data conversion from Witness
System to Siebel database on the MS SQL platform.

12/2002 - 08/2003
Data Conversion Lead, Nine months
BMC Software

Siebel 7.5 implementation

Project Description: BMC Software undertook the project of modernizing
their legacy systems with state of the art technologies for the Customer
support application. The project involved design, development and
deployment of the system.

As the Data Conversion Lead, Gaurang assisted in the integration of
Various Legacy systems to a common platform. He gathered and
analyzed requirements from Business Users and performed GAP/FIT
analysis and suggested process enhancements. He developed the Test
Plan, test cases and test steps for Employees, Activities, Account,
Address and Contact for the Enterprise Integration Manager (EIM).

Moreover, he mapped the requirements to the Siebel Data Model and
created technical specifications for the off-shore development team.
Gaurang developed and reviewed PL/SQL code and IFB scripts for object
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Key Skills

Education
Qualifications

Languages

Certifications

Accounts, Contacts, Employees, Activities, Service Request, Change
Request, and Agreements as per the requirements and the Data Mapping
document for loading, merge and deletes.

All testing activities including planning, documentation, and execution.
Test plan and process coordination with all stakeholders.
Documentation and resolution of issues discovered during the testing
process.

Point of contact for UAT.

Client collaboration, engagement, and satisfaction.

Testing project strategy and planning.

Testing team resource management.

Test design, development, and execution.

Test result tracking and sharing.Web Meetings / Distance Learning
(Centra Symposium, IBM Smart Cloud, Adobe Connect).

Training:

Eight-week Management and Resource Management program.
Project Management Fundamental Training.

Two month in house training in Siebel CRM and Siebel Tools.
Three-month in-house training in SAP R/3 ver 4.0B in SD module and
ABAP/4.

Two-month training in JAVA, Web Sphere, J2E and other related Web
technologies.

Bachelors in Engineering in Electronics
University of Mumbai (Formerly Bombay), India, 1990

English Fluent

Oracle CRM Siebel 8 Certified Core Consultant.

Oracle CRM Siebel 8 Certified Business Analyst.

Oracle Business Intelligence Enterprise Edition 10 Certified
Consultant.

IBM Cuaram Certified Professional as Business Analyst

Technical Lead: Ramchandra Takkar

Professional experience

Profile

Mr. Takkar is a Technical Lead. He has more than 17 years of experience
in the IT industry. Ram’s skillset includes Architecting Solutions, Analysis
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Assignment
History

and Problem Solving, Project Management, and People Management. He
has 12 years of experience as a Technical Lead, 10 years as a Technical
Lead on complex projects and 9 years in management. Ram also has 7
years of experience architecting/design enterprise solutions.

Mr. Takkar has 7 year of End-to-End delivery and operational
management experience with the Caram product and 3 years of
experience consulting clients implementing and customizing Cdram
product as part of an enterprise solution within the public sector.
Additionally, Mr. Takkar has strong leadership skills, is a quick learner,
and has 9 years of People Management at IBM. Furthermore, Mr. Takkar
is a certified Ciram Business Process Analyst making him expert on the
Caram product.

06/2016 - To date

Technical Lead, 9 months

State of Arkansas

Arkansas Eligibility and Enrolment Framework (EEF)

Project Description: EEF is a Medicaid eligibility and enrolment system
built on the IBM Curam product. Currently new features are added to the
project and some architectural design changes. IBM team performs expert
consulting, reviews, design solution, and develop.

As the Technical Lead, Mr. Takkar leads the IBM technical team for the
EEF project. Ram is responsible for all technical aspects of the solution,
including establishing documentation and coding standards for the project
team and ensuring the team adheres to standards. He is available to the
DDI project team for consultation of future enhancements and oversees
the development of all technical documentation. In addition, Ram
familiarizes himself with the Technical design of all the components and
has a solution-wide view ensuring each component/module works
together to address technical requirements.

Ram is responsible for participating in functional and technical design
discussions. He also provides solutions for project business needs and
assists the system integrator with the upgrade of Caram V7.0.0.0. He
resolves issues with the product, either by deployment or configuration
and is the point of contact (POC) for M&O work.

11/2014 - 05/2016

Technical Lead, 1 years and 7 months
State of South Carolina

South Carolina DHHS Member Management

Project Description: Member Management is a Medicaid eligibility and
enrolment system built on the IBM Curam product. New customization and
configuration were done to product to meet the States business needs.

As the Technical Lead, Mr. Takkar led the IBM technical team for the MM
project. Ram was responsible for all technical aspects of the solution,
including establishing documentation and coding standards for the project
team and ensuring the team adhered to standards. He was available to
the DDI project teams for consultation of future enhancements and
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oversaw the development of all technical documentation. In addition, Ram
familiarized himself with the Technical design of all the components and
had a solution-wide view ensuring each component/module worked
together to address technical requirements.

Additionally, Ram provided business solutions for customer needs when
those were not available in product, like second application straight
through processing, extending eligibility for partial household, notices to
customers, guided scripts for recording change and renewal, providing
gap in eligibility when appropriate. He worked on technical design for
various requirements like consolidating various product delivery cases to
Single product delivery, Providing eligibility to partial household, and
Notices. He also worked with Business users to understand policies and
processes to help DHHS define business requirements and create BPMD
documents. Ram worked with business analyst and business user to
clarify and elaborate requirements, and created functional design to meet
the business requirements. Furthermore, Ram worked with technical leads
and developers to explain the functional design and participated in
designing the technical solution to solve the business need.

07/2014 - 10/2014

Technical Lead, 3 months

State of Arkansas

Arkansas Eligibility and Enrolment Framework (EEF)

Project Description: EEF is a Medicaid eligibility and enrolment system
built on the IBM Curam product. This project build change in circumstance
and renewal functionality on top of Clram product

As the Technical Lead, Mr. Takkar led the technical team for the EEF
project. Ram was responsible for all technical aspects of the solution,
including establishing documentation and coding standards for the project
team and ensuring the team adhered to standards. He was available to
the DDI project teams for consultation of future enhancements and
oversaw the development of all technical documentation. In addition, Ram
familiarized himself with the Technical design of all the components and
had a solution-wide view ensuring each component/module worked
together to address technical requirements. Ram was also responsible for
leading the analysis, planning, design, and release of Change in
Circumstance, Renewal and service pack releases.

07/2012 - 06/2014

Technical Lead, 2 years

IBM India Pvt. Ltd, Bangalore, India
Health Care Reform (HCR) module

Project Description: The Affordability Care Act (Obama Care) was signed
into Law in US in 2012, requiring State governments to set up health
benefit exchanges, wherein citizens could go online to compare plans,
shop, and enroll for health coverage. This project involves building
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workflows, rules, user interface, and application processing in Clram
product to support ACA law.

As the Technical Lead, Mr. Takkar led the technical team and was
responsible for all technical aspects of the solution, including establishing
documentation and coding standards for the project team and ensuring
the team adhered to standards. He was available to the DDI project teams
for consultation of future enhancements and oversaw the development of
all technical documentation. In addition, Ram familiarized himself with the
Technical design of all the components and had a solution-wide view
ensuring each component/module worked together to address technical
requirements.

Moreover, Mr. Takkar was responsible for delivering, leading, guiding and
monitoring the Caram technical team, business team and testing team
working on Curam product development. He engaged with subject matter
experts (SME) to understand the business needs of various customers,
and worked with SME’s to define common and important business needs.
He also worked with business analyst and SMEs to help analyze
requirements in detail to define the scope. Ram created and reviewed
technical designs, data models and rules design for the HCR module.
Furthermore, Ram was responsible for product functionality by providing
feedback to the product managers, services team, and sales team based
on customer needs and demands on the ground.

08/2005 - 06/2012

Technical Lead, 6 years 10 months

Caram Software Pvt. Ltd, Bangalore, India

Caram Global Income Support Suite (CGISS) module

Project Description: The US government provides social programs to it
citizens. This project built various workflows, eligibility rules, configured
various data, user interfaces, and application processing for Medicaid,

SNAP and TANF programs on top of the Caram framework.

As the Technical Lead, Mr. Takkar led the technical team and was
responsible for all technical aspects of the solution, including establishing
documentation and coding standards for the project team and ensuring
the team adhered to standards. He was available to the DDI project teams
for consultation of future enhancements and oversaw the development of
all technical documentation. In addition, Ram familiarized himself with the
Technical design of all the components and had a solution-wide view
ensuring each component/module worked together to address technical
requirements.

In addition, Ram planned, estimated, designed, developed and delivered
the Cdram Income Support solutions for various releases (5.0, 5.1, 5.2 &
6.0) on time with good quality. He worked with the development team to
provide technical designs and solutions and developed code as per
technical design for CGISS. Furthermore, Ram led the technical team by
handling day to day technical design sessions, proposed technical
solutions, and implemented the technical solution through the Cdram
product.
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Key Skills

Education

Quialifications

Ram also analyzed, designed, and developed the Cdram Return to Work
module and the Curam Decision Assist module. He consulted with product
owners to identify key requirements, defined project scope, developed the
project plan and schedule, and provided leadership to internal teams on
projects and daily production issues. Additionally, Ram identified risks
early in the projects and came up with ideas/ways to mitigate them and
provided weekly status updates to the Executive management team.

05/2004 - 08/2005
Technical Consultant, 1 year 3 months
SAP India Pvt Ltd., Bangalore, India

Project Description: SAP introduce a new product called NetWeaver portal
that would be act as a front end to other SAP system. On this project, we
have to work on various issue customer face while deploying or while
using portal.

As a Technical Consultant, Ram was responsible for consulting and
troubleshooting on the customer site, developing and implementing
support tools and conducting Knowledge Transfer trainings. He also
analyzed, designed, and developed a Solution Manager Diagnostics using
Web Dynpro

02/2001 - 04/2004

Senior Software Developer, 3 years 2 months

STAR India Pvt Ltd., Bangalore, India & Hong Kong

Project Description: STAR Network build a CRM system to manage their
customer of their DTH service, as part of this system, they had a holistic
view of customer like their demographic data, subscriptions, billing method
and cycle etc.

As a Senior Software Developer, worked at customer local to support their
Billing and CRM system. Ram also worked on developed of new CRM
system, in this project he analyzed, designed and developed features that
were incorporated in a CRM System. Ram used software like JSP, EJB,
Java Beans & Oracle in this project.

e A Certified Curam Business Process Analyst

e Product and Enterprise Application development

o Managed and worked effectively with geographically distributed teams
on multiple projects

e Project Planning, execution and monitoring and controlling done using
various methodologies like Agile, Scrum, Waterfall

o Domain knowledge of Social Enterprise Management
Hands on development experience using Java / J2EE, SQL, Eclipse

Master in Business Administration
I.B.M.R.D, University of Pune, India, 1999
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Languages

Bachelor of Science (Physics)
I.Y College, University of Mumbai, India, 1996

English Fluent

Architect Lead: Devananda Muthakana

Professional experience

Profile

Employer History

Devananda is an Open Group Certified Master Architect and Services
Leader with extensive experience in Design and Delivery of Projects. He is
an Executive Architect in IBM Global Business Services. He has 15 years
of experience in Health Care and Social Program domains. He has 20
plus years of overall professional IT experience, with 16 of those years in
US Market. Devananda has built and lead teams of on-shore and off-
shore resources and is an expert in rapid off-shore enablement. His
experience spans delivering Enterprise Solutions on Traditional (on
premise), Cloud and Mobile platforms. He is passionate about Data
Science and is a founding architect for Bl & Analytics in Ciram. He also
has experience in Bid Management, Pre-Sales, Product Strategy, Product
Management and Marketing. He holds a degree in Engineering
Technology along with certifications in Caram, Oracle and DB2.

07/2012 - To date
IBM, United States of America
Executive Architect

e Open Group Certified Master Architect in IBM Global Business
Services

e Senior Advisor and Architect for multiple Ciram Implementation
Projects, many of which involve Cloud and Mobile based solutions

¢ Integrations with key industry leading products including IBM Watson,
InfoSphere MDM, Cognos and SPSS for Advanced Data Insights and
Analysis

e Mentor and instructor for several GBS Cdram resources

¢ Working on pre-sales and sales activities to sell and implement IBM
Cuaram solutions for Social Programs and Care Management
Enterprise Solution Architect in Caram CoC before GBS

e Principle Product Manager in Caram Product Management prior to
CoC role

¢ Managed Caram Bl & Analytics product
Instrumental in hosting several IBM Clram Demos for wider IBM
Community

07/2002 - 06/2012
Curam Software Inc., United States of America
Principle Product Manager

¢ Managing Curam BI & Analytics and new product initiatives when
Cuaram was acquired by IBM
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¢ Was instrumental in design and development of first Ciram Mobile
Prototype which became a standard for later versions

e Prior to moving into Product Management, worked with several
Cuaram Implementation Projects as Principle Technical Consultant

¢ Played several roles on Curam Projects including Project Advisor,
Senior Solution Architect, Principle DBA

e Started as a Senior Database Administrator helping Caram Projects
to coexist on customer database platform along with other customer
products

02/1998 - 06/2002
Xoriant Corporation, United States of America
Senior Database Administrator

o Was a Senior Member of the DBA team

o Worked with several clients helping to set up and manage Oracle,
DB2 and SQL Server databases

e Client list includes Caram Software (was ITDesign then), Apple
Computers, Sun Micro Systems, National Pen, QuinStreet, Harmony
Software and Metricom

07/1988 - 01/1998
AP Transco, India
Senior IT Manager

e Managed several IT Projects for in-house modernization of billing and
HR management systems
o Worked with several databases including Oracle and Sybase

01/2017 - To date

6 months

State of South Carolina
MMRP

Project Description:

e State of South Carolina embarked on a journey to implement a
modern, comprehensive benefit management system helping the
citizens in need. As a first step, they started the implementation of
Affordable Care Act (ACA) using IBM Caram.

e \When the implementation got into some issues the State approached
IBM to complete the implementation and rollout

¢ IBM s in the process of completing functionality that was left open
from previous vendor and planning and executing remaining project
work

e | am an Enterprise Solution Architect on the project leading the
Solution design and delivery
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03/2015 - To date

26 months

County of San Diego
ConnectWellSD

Project Description:

¢ County of San Diego had a grand vision to connect care for Citizens
through an electronic information exchange system

e They selected IBM to implement this vision called ConnectWellSD to
bring information from nine different customer and two provider
agencies on to a common platform and application for better service
and outcomes to Citizens

e |IBM solution includes Caram, InfoSphere MDM, Cognos, SPSS,
Informatica, Weblogic, Oracle SOA, Oracle Service Bus and Oracle
Database

¢ | am an Enterprise Solution Architect on the project leading the
Solution design and delivery

01/2015 - 02/2015

2 months

State of Missouri

Missouri Eligibility Determination and Enrollment System (MEDES)

Project Description:

e State of Missouri originally awarded the Cdram Implementation for
Affordable Health Care project to another vendor

¢ When the project was going bad with the inefficiency of that vendor,
the State called IBM to do an assessment of situation and to provide
recommendation

¢ Was summoned to the project to help in this assessment

e Assessed the production issues faced within the MEDES system. We
identified the issues, impact, and created recommendations to correct
the issues

e Conducted an assessment of the technical infrastructure and
recommended improvements to address areas of weakness

¢ Conducted an assessment of the application architecture and
recommended improvements to address potential areas of weakness

o Reviewed the Project Governance Model artifacts and processes and
recommended adjustments to improve effectiveness

e Conducted an assessment of the state of requirements and
development for MEDES Project |

o Worked on compiling the final assessment report

08/2014 - 10/2014

3 months

Ontario Ministry of Community and Social Services
Social Services Solutions Modernization Project (SSSMP)
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Project Description:

SSSMP is a Caram implementation project for modernization of
benefit management process of the Ministry

The project involved several interfaces including Caram Batch,
Cognos, FileNet and other existing Ministry products

Called upon by the project management for helping with Performance
Tuning during integration and pre-production testing phases

Played a key role in bringing together several project teams to discuss
and resolve identified issues

Helped with tuning of SQL and Cdram Batch processes

01/2014 - 04/2015

16 months

IBM Corporate Citizenship & Corporate Affairs
SafetyNet

Project Description:

IBM CC&CA is the philanthropic arm of IBM providing funding and IT
modernization help for several Non-Profit Organizations around the
world

SafetyNet Curam is the implementation of Cdram for Non-Profits to
better manage clients and funding

Major new functionality includes Contract, Program and Tracking ltem
Management

Modifications to existing Caram functionality includes simplification of
Client Registration and changes to Case Management for Program
Enrollment

Reports and Dashboards is another major feature of the project
Once completed, IBM CC&CA will be ready to roll out SafetyNet
Curam to several new Non-Profit Organizations

Playing the roles of Senior Solution Architect and Technical Team
Lead helping with customization of Ciram Social Program
Management Platform

Is a trusted advisor to CC&CA Management in planning for Cloud
based roll out and maintenance of SafetyNet Caram for Non-Profits

12/2013 - 12/2013

1 month

Minnesota Department of Commerce
Health Insurance Exchange Project

Project Description:

Implementation of Curam for Health Insurance Exchange per
Affordable Care Act (ACA)

The project involved implementation of several complex Cdram
features including Online Enrollment, Eligibility and Entitlement,
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Workflow and several other interfaces to move data between Cuaram
and other systems

Called upon by the project management for helping with Performance
Tuning during pre-production testing phase

Played a key role in resolving issues especially where multiple teams
are involved

06/2013 - 12/2014

19 months

Otsuka America Pharmaceuticals
Otsuka Digital Health (ODH)

Project Description:

Otsuka Digital Health (ODH) is the implementation of IBM Care
Management Solution for Behavioral Health

Otsuka Pharmaceuticals and IBM are partnering in this joint effort to
bring the benefits of Coordinated Health Care to several agencies
serving the Behavioral Health populations around the world

The solution includes IBM Curam at the center with EHR, IBM
Cognos and IBM Health Care Provider Data Model working through
IBM Integration Bus (1I1B)

Played the roles of Caram and Integration architect on the project
helping to design and develop the solution

Was a key member of the Project Management team working with
complex resource mix comprising of IBM Employees and Contractors
in On-Shore and Off-Shore environment

01/2009 - 10/2014
70 months

IBM

Cdram Product Management

Project Description:

Product Manager for Cdram Bl & Analytics and new product initiatives
Work involved setting product direction and roadmap using Market
Analysis and Surveys

Instrumental in bringing open source BIRT integration into Cdram
which set the phase for acceleration of Bl & Analytics in Caram
Played a key role in communication between Sales and Product
Development to speed up the process of bringing new products to
market

Provided Architectural guidance and direction for new products

04/2008 - 12/2008
9 months
Curam Software Inc
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Cuaram Child Care
Project Description:

e Technical Architect and Team Lead for the Caram Child Care (CCC)
development project

e Curam Child Care is a new solution module developed by Cdram and
released in Dec 2008

¢ Provided technical expertise throughout the project life cycle along
with management of resources who were part of the project from
various geographical regions

03/2007 - 03/2008

13 months

British Columbia Workers’ Compensation Board (WorkSafeBC)
Claims Management Solution (CMS)

Project Description:

e Technical Architect and Workflow Specialist for the implementation of
Curam Workers Compensation Module (CWC)

e Architecture and design for complex system workflows

¢ Integration Architecture to make Curam work with several interfaces
including legacy systems

11/2006 - 02/2007

4 months

Louisiana Department of Social Services

A Comprehensive Enterprise Social Services System (ACESS)

Project Description:

e Cuaram Upgrade from v3.0 to v4.5 for the ACESS project
Architectural design and guidance for migrating code and data

e Technical and Database leadership to guide the project team in
upgrading several customizations to work with new version of Clram

01/2006 - 10/2006

10 months

British Columbia Workers’ Compensation Board (WorkSafeBC)
Claims Management Solution (CMS)

Project Description:

e Project involved creating a new Curam solution module CWC, based
on Curam platform and generic requirements from WorkSafeBC

e Design and development of complex rules and workflow functionality
Setup and maintenance of Source Code Repository and Databases
for development
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10/2003 - 12/2005

27 months

Wisconsin Department of Workforce Development

Enhanced Automated Benefits Legal Enterprise Services (EnABLES)

Project Description:

¢ Lead the Project DBA team in design and development of Clram
Database functionality

e Lead the data migration team to bring legacy data into Cdram using
Informatica

03/2003 - 09/2003

7 months

Culram Software Inc
Caram Reporting Module

Project Description:

e Team Lead for Caram Reporting for design and development of the
module

¢ Played active role in designing the Reporting Database for Clram
product

07/2002 - 02/2003

8 months

New Mexico Department of WorkForce Solutions

State System Applicant Links to Services for Assistance (SSALSA)

Project Description:

¢ Implementation of Clram for Unemployment Insurance process
modernization

e Senior Database Administrator for the SSALSA Development and
Test Databases

e Guided the client in achieving the best possible performance from
Cdram implementation

02/1998 - 06/2002

53 months

Various Clients of Xoriant Corporation
Various Web Projects

Project Description:

e Provided database services for clients like Ciram Software (was
ITDesign then) Apple Computers, Sun Microsystems, National Pen,
QuinStreet, Harmony Software and Metricom

o Worked as Senior Database Administrator providing database design
and implementation help
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Key Skills

Key Courses and
Training

Education

Quialifications

Languages

07/1988 - 01/1998

115 months

AP Transco

Various IT Modernization Projects

Project Description:

¢ Managed several IT Projects for in-house modernization of billing and
HR management systems
o Worked with several databases including Oracle and Sybase

Design and Delivery on Projects, Enterprise Solution Architecture,
Application Architecture, Architectural Frameworks, Architectural
Methodology, Cloud and Mobile based solution delivery, IBM Curam
Software, Off-Shore Team Enablement and Management, Data Science,
Bl & Analytics, Pre-Sales, Product Strategy, Management and Marketing,
Database Design, Oracle, DB2

e Master Architect Certification from The Open Group (TOGAF)
e Certification in IBM Caram SPM Platform
e Architectural Thinking

Bachelors in Electrical & Electronics Engineering
JNT University, India

English Fluent
Telugu Fluent
Hindi Good

Operations Manager: Santharam Hanumandhan

Professional experience

Profile

Santharam is a Delivery Project Executive. He has more than 19 years of
experience in the IT industry. Santharam has been involved in Business
Application M&O projects for the past 16 years. His skillset includes
Maintenance & Operations, Program Management, Project Management,
People Management, Transition Management and support of application
software. Santharam has 7 years of End-to-End delivery and operational
management experience for large accounts and 6 years of experience
managing an M&O team for an enterprise solution within a public-sector
client.

Santharam has served as a liaison with numerous clients for M&O

activities and is available and responsive to requests for consultation and
assistance. He establishes and maintains positive client relationships and
provides timely and informed responses to operational and administrative
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Assignment
History

inquiries that arise. He has successfully managed staff assigned to all
day-to-day M&O activities.

Furthermore, Santharam successfully coordinated and managed
enhancement requests/changes to solutions for multiple clients. He'’s
played an active role in day-to-day management of the accounts to be
knowledgeable and aware of all issues, concerns, and requirements.
Santharam’s collaborative approach allows him to facilitate productive
meetings with stakeholders on a regular basis to provide oral and written
status reports and other information as required. He also has experience
managing relationships with subcontractors and partner vendors.

Additionally, Santharam is certified in Project Management. He has strong
leadership skills, is a quick learner, and has 12 years of People
Management at IBM. Santharam also has an expert level certification in
Managing Projects and Programs from the IBM Project Management
center of Excellence.

05/2016 - To date

Delivery Project Executive, Ten months

State of Missouri

Missouri Eligibility Determination and Enrollment System (MEDES) —
M&O

Project Description: IBM is providing application and infrastructure
maintenance and operation support to the MEDES system which is built
upon the IBM Caram product. IBM took over this contract from an
incumbent integrator. The IBM team performs implementation and
development activities along with Maintenance & Operations services.
Santharam is the lead for these M&O services as a Delivery Project
Executive.

As the Delivery Project Executive, Santharam served as a liaison with the
State of Missouri for M&O activities and was available and responsive to
requests for consultation and assistance. He established and maintained
positive client relationships and provided timely and informed responses to
operational and administrative inquiries that arose. He successfully
managed staff assigned to all day-to-day M&QO activities.

Furthermore, Santharam successfully coordinated and managed
enhancement requests/changes to solutions on the MEDES engagement.
He played an active role in day-to-day management of the accounts so as
to be knowledgeable and aware of all issues, concerns, and requirements.
Santharam’s collaborative approach allowed him to facilitate productive
meetings with State staff on a regular basis to provide oral and written
status reports and other information as required. He also helped manage
relationships with subcontractors and partner vendors on this particular
engagement.

Santharam was responsible for delivery and oversight of Maintenance &
Operation work with State. He also managed the customer relationship
and served as the overall delivery point of contact for M&O work. He
assisted in project financial management and strategic planning as well.
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Furthermore, he performed people management for all IBM India resource
and coordinated people management activities for IBM US resources.

Santharam coordinated vendor management for all vendor resources
within the project team. He led solution building activities for all proposals
under M&O work and participated in project governance with Sector
executives and State PMO team. He also planned staff fulfillment for
project work and led process improvement and financial forecasting for
IBM management.

09/2011 - 05/2015

Maintenance and Enhancement Manager, Three years and seven
months

State of California

CAMMIS (California Medi-Cal Management Information Systems).

Project Description: CAMMIS is led by ACS (Affiliated Computer Systems)
as a prime vendor for the Department of Health Care Services in the State
of California. The IBM team works as a business partner for Application
Management Services in the Legacy Application area. The project scope
is to migrate application and transition application support from the
incumbent organization and move into steady state operation.

After taking over in Steady State, as Maintenance and Enhancement
Manager, Santharam took over managing the delivery of IBM’s scope of
work for the SDN work stream in CAMMIS contract between Xerox & IBM.
Santharam served as a liaison with the State of California and Xerox for
M&O activities and was available and responsive to requests for
consultation and assistance. He established and maintained positive client
relationships and provided timely and informed responses to operational
and administrative inquiries that arose. He successfully managed staff
assigned to all day-to-day M&QO activities.

Furthermore, Santharam successfully coordinated and managed
enhancement requests/changes to solutions on the CAMMIS
engagement. He played an active role in day-to-day management of the
accounts so as to be knowledgeable and aware of all issues, concerns,
and requirements. Santharam’s collaborative approach allowed him to
facilitate productive meetings with State staff on a regular basis to provide
oral and written status reports and other information as required. He also
helped manage relationships with subcontractors and partner vendors on
this particular engagement.

SDN is a T&M project to support legacy application changes from
enhancements based on ongoing business and industry/government
mandates. As part of the IBM management team, Santharam was
involved in the overall governance of the project which involved
Enhancement, Operation and the replacement project. Santharam worked
directly with the customer team in managing this T&M contract work
stream and represented the IBM team during day to day interaction with

96



State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-5 — Staff Experience

immediate client Xerox and to the end client DHCS (Department of Health
Care Services). Below are the primary responsibilities in this role:

e Managed an end of end deliver of SDN work stream with delivery
oversight, project financial and growth of work stream

¢ Interfaced with Xerox, the prime vendor in this contract, and the end
user the Department of Healthcare Services in day to day delivery.

e Participated in executive governance for legacy operation and
represent the IBM team.

¢ Planed and managed IBM work by following agreed upon processes
and executing work as per the IBM delivery process.

o Directed Project Manager and Program Managers in delivery work
products following internal governance and reports to Customer
teams (Xerox & DHCS) and also to IBM executive management.

e Led the process improvement initiative at the account level and was
responsible for identifying and executing improvement initiatives.

o Performed People management responsibilities for IBM India
resources working on the SDN work stream.

o Worked on industry level / account level new business opportunities
to scope work in Application Management services contracts.

¢ Led the CAMMIS project LEAN initiative and represented the project
team activities in LEAN North America community.

o Provided support for Staffing fulfillment at the account level in
CAMMIS by closely working with the IBM resource fulfillment team of
both IBM India and IBM US.

05/2010 - 09/2011

Business Area Manager, One year and four months

State of California

CAMMIS (California Medi-Cal Management Information Systems)

Project Description: CAMMIS is led by ACS (Affiliated Computer Systems)
as a prime vendor for the Department of Health Care Services in the State
of California. The IBM team works as a business partner for Application
Management Services in the Legacy Application area. The project scope
is to migrate application and transition application support from the
incumbent organization and move into steady state operation.

Santharam served as a liaison with DHCS, ACS, and CGI for M&O
activities and was available and responsive to requests for consultation
and assistance. He established and maintained positive client
relationships and provided timely and informed responses to operational
and administrative inquiries that arose. He successfully managed staff
assigned to all day-to-day M&O activities.

Furthermore, Santharam successfully coordinated and managed
enhancement requests/changes to solutions on the CAMMIS
engagement. He played an active role in day-to-day management of the
accounts so as to be knowledgeable and aware of all issues, concerns,
and requirements. Santharam’s collaborative approach allowed him to
facilitate productive meetings with State staff on a regular basis to provide
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oral and written status reports and other information as required. He also
helped manage relationships with subcontractors and partner vendors on
this particular engagement.

Santharam was involved as a Business Area Manager for all Midrange
applications to stand-up in the new IBM data Center and also to transition
application knowledge to the new IBM team. This involved scoping the
work related to Takeover and working with both internal stakeholders like
the IBM SO team, IBM T&T team and with other business partners like
DHCS, ACS and CGil.

Santharam was responsible for planning and managing the takeover of all
midrange applications, interacting with internal stakeholders (IBM SO, IBM
T&T) and other Business partners (ACS, CGIl and DHCS) for all midrange
application related work. He reported to the IBM DPE & Prime vendor on
the progress of the project. He also coordinated and managed issue
resolution with IBM SO and the ACS team.

Furthermore, Santharam conducted resource fulfillment activities for the
entire CAMMIS AMS team and was the Single Point of Contact for the
IBM application team from a resource hiring perspective. Additionally, he
represented the IBM Midrange application team during communication
and status reporting meetings to DHCS. He also provided updates on
weekly progress to IBM senior management.

10/2009 - 05/2010

Onshore Program Manager, Seven months
Blue Cross Blue Shield of Minnesota
Application Management Services

Project Description: BCBSM is a Healthcare Insurance payer operating
out of the Midwest region of the USA. The project goal was to successfully
perform knowledge transfer and enter into steady state with adequate
knowledge to support their claims and benefit applications.

The project scope was to set up the new team, coordinating and
managing the execution of the Transition and Transformation activities as
per IBM T&T process. As the Onshore Program Manager, Santharam was
involved from the start of the engagement and participated in Due-
diligence, solutioning, Contract signing, SOW creation for AMS Transition,
Steady State and Overall Migration planning.

He was responsible for customer relationship management, served as a
liaison for all Global delivery responsibilities and worked closely with the
Transition and Transformation team. He conducted resource alignment
activities for the application during transition. | was the single POC for IBM
US and the customer teams for the IBM Global Delivery team.

Conducted regular cadence with Customer team to report on the transition
and with IBM offshore team on tracking the application knowledge transfer
activities. Structured team to effectively cover the scope defined for
Maintenance and Operations,
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1/2008 - 10/2009

AMS Program Manager, One year and nine months
Blue Cross Blue Shield of Delaware

Application Management Services

Project Description: BCBSD is a Healthcare Insurance payer operating out
of the Eastern region of USA. The project is to support the PLASM
application from India. Santharam was responsible for executing the Pilot
phase and also signing the Steady State support contract. The project
scope was to set up the new team, coordinating and managing the
execution of the Pilot and Steady State.

As the AMS Program Manager, Santharam was responsible for managing
the contract and the project delivery from the IBM India team. This
Projects Solution, Contract negotiation and delivery is completely
managed from IBM India and Santharam was responsible for delivery of
these services to the customer and to IBM US

Santharam represented the AMS side & managed the contract directly
with the customer. He successfully completed the engagement
management of the Solution, Contract & Negotiation and Project Delivery.
He also managed project deliverable as referenced in the SOW and was
responsible for both IBM US and IBM India deliverables. Santharam was
also responsible for project financial activities like forecasting, tracking and
invoicing the Customer and regular internal reporting.

Furthermore, Santharam prepared DoU (Document of Understanding) and
conducted resource planning activities per the cost case and managed
internal contract activities like Billing IBM US, and implementing all
account level activities as per IBM standards and executing the project as
per the DoU.

Managed and reported delivery scope as defined in SOW and conducted
weekly status meeting with customer team and a monthly meeting with
Customer Executive team to report on the status on IBM work executed.

Santharam interfaced with other business units inside IBM to bring
valuable solutions to the Client teams and managed and led a team for
regular project work for the BCBSD.

12/2006 - 12/2008
Program Manager — Projects, Two years
Regence BCBS

Regence BCBS is a Healthcare Insurance payer operating out of the
North West and Mountain regions in the USA. In 2008, Santharam was a
Program Manager involved in managing the project team for some of the
business and federal mandated projects. Also, managed a transition of
APL application and moved the support to a co-sourcing model. The
project involved managing them directly with Regence EPMO (Enterprise
Project Management Office) team.
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As the Program Manager, Santharam conceptualized, initiated, budgeted,
planned, managed and implemented projects for the Healthcare industry
solution projects and the Regence account. He performed the migration
manager role and successfully transitioned the APL & FAMS (Fraud
Analytics Management System) application support from Regence to IBM.
Santharam followed the IBM standard migration process in transitioning
the APL and FAMS applications and delivered these projects mostly with
Global Delivery team resources.

Furthermore, Santharam reported earned value analysis on a regular
basis to control the project on both cost and schedule. He also managed
and led a team for operations and maintenance project work in supporting
the ongoing production business application and providing enhancement
and 24/7 application support.

08/2004 - 12/2006

Project Manager, Four months

Regence BCBS

Legacy Delivery transition and Application Management Services

Project Description: Regence BCBS is a Healthcare Insurance payer
operating out of the North West and Mountain regions of the United
States. Regence signed the Legacy Application Delivery contract for 5
years and extended to 8 years.

Santharam was involved in the transition of the applications to India from
the planning phase. He was responsible for setting up, coordinating and
managing the execution of the actual transition. Santharam was entrusted
with managing over 80 people including their performance, client facing
communication and approving Quality Gates. The transition was
completed within budget and on-time with regular work of the ensuing
Application Management Services project commencing following the cut-
over to steady-state.

This AMS project provides enhancement, maintenance and delivery of
business-critical projects. The various activities performed in this project
are in support of the core business of Regence. The core business
applications deal with Membership of over 3 million members, Claims
processing for all the members, over 40,000 providers and 6000
employees. Some of the important initiatives completed include mandated
requirements like Alternate 1d, HIPAA Title-I, Medicare Part-D, ITS
releases and many more Membership renewal related requirements.

Santharam was responsible for planning and executing the Application
transition activities. As a Team lead for claims business application,
Santharam executed application Transition actives for multiple business
applications to take over from the customer team. He helped with project
planning and tracking as well. Furthermore, Santharam conceptualized,
initiated, budgeted, planned, and implemented the solution.

He interfaced with other IBM organization like IBM Research Labs,
Software labs and Global business services and brought together the best
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Key Skills

value solutions to the Client teams. Additionally, Santharam managed and
led a team for maintenance and project work including 24/7-prod support
and minor enhancements.

12/2001 - 07/2004

Finance Application Team Lead, Two years and seven months
Sears

Sears AMS

Project Description: Sears is one of largest retailer in North America. This
project aims at providing complete support for the Finance suite of
applications. This includes invoice-processing system, accounts payables,
lease payment system, and purchase order-writing systems. The support
involves maintenance, enhancements and 24/7 supports to the
application.

Santharam managed 5-6 members of the migration team and application
middleware re-architecture projects. As a team lead, he led the business
transition from the SEARS maintenance team at the Customer site.
Santharam was responsible for fulfilling the IBM India quality goals in the
application deliverables and team activities.

In addition to the above actives, Santharam coordinated and led the
development and testing teams. He also led managed the application
maintenance, hardware/software budget and costs. He engaged and
coordinated with the customer to finalize business requirements and
analyzed application problems providing fixes and monitoring application
performance. He also led the productivity improvement initiative to cover
additional volume and quick turnaround of maintenance requests.
Industries:

— Government, Public.
— Healthcare.

—  Retall.

— Sales and Distribution.

Process and Functional Skills:

— Maintenance and Operations Management.
— Project Management.
— Program Management.

Technical Domain: Mainframe and Midrange business applications
Languages: COBOL, JCL, AAS, Assembler, PL/1

Operating Systems: MVS/TSO, Windows 9x, Win 2K

Database: DB2, VSAM

Tools: MS-project, PM Office (RPM), Xpediter, RTC, IPWC
Middleware: MQ — Series

Online: CICS
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Education
Quialifications

Languages

Process and Methods: IBM GS Methods, IBM Transition and
Transformation Methodology, IBM WWPM (Project Management),
Application Management Services Migration Methodology, IBM’s QMS
(Quality Management System), IBM’s OPAL (Organization Process Asset
Library), Estimation techniques and Metrics management, Lean
Methodology.

Bachelors of Engineering (Computer Science)
RVS College of Engineering, Madurai Kamaraj University, India, 1996

English Fluent

M&O Technical Lead: Siva Kumar Velaru

Professional experience

Profile

Mr. Siva Kumar Veluru is a Senior Managing Consultant in the IBM
Watson Health — Clram Group with over 12 years of experience in
Information Technology services. Siva is a Curam Certified Developer
(CCD), a Curam Certified Professional (CCP), and a Project Management
Professional (PMP). He has over twelve years of total experience
architecting/designing and developing software solutions for enterprises
using J2EE technologies. He has over ten years of extensive experience
in analysis, design, architecture, coding, and implementation of various
Cuaram projects. He has 10 years of experience in Health and Human
Services Industry.

Furthermore, Siva provides detailed application knowledge in support of
complex application issues/incidents. He reviews potential changes (e.g.
configuration, warranty fixes, enhancements) to solutions from a technical
perspective and provides technical design/assessments. Siva is available
to project teams for consultation on future enhancements (e.g. changes to
achieve strategic objectives, implement a new program). In addition, Siva
has successfully implemented and supported multiple Caram Project.

He possesses strong experience implementing Clram solutions at client
sites and made significant contributions to the success of implementations
at British Columbia’s WorkSafe and State of Utah’s Social Welfare. He
played a project lead role on the Caram Child Care 5.2 solution project
which was part of the Cdram Product Development and worked as a
Technical Lead on the Consolidated Assistance Support System, New
Jersey (NJ-CASS). He is currently working as an Architect for the North
Carolina Families Accessing Services through Technology (NC FAST). He
also worked as a Technical Architect for the Arkansas Department of
Human Services Eligibility and Enroliment Framework (EEF) project.

Siva is also a Sun Certified Java Programmer (SCJP) and a Sun Certified
Web Component Developer (SCWCD). He is a confident and focused
consultant, who has demonstrated strong verbal and written
communication skills with proven ability to work well as part of a team and
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Assignment
History

individually to produce quality results. He holds a Master in Computer
Science from Madras University (India).

Siva was awarded the Caram Outstanding Performer for the year 2007 for
his contribution to the Electronic Resource & Eligibility Product - State of
Utah’s Social Welfare project. He was awarded the IBM LAB Services
award for the year 2012 for his contribution to the North Carolina Families
Accessing Services through Technology (NC FAST) project.

Siva has provided direction to clients, project teams, systems integrators
and internal Curam lab services on Cldram implementation leading
practices, and product knowledge. He provides leadership and oversight
to technical staff and supports the business and subject matter experts on
Cuaram implementations to facilitate fit of product features to client
requirements.

04/2012 - 06/2015, 08/2015 — Present

Technical Architect, Three years, two months | One year, seven
months

NC Department of Health and Human Services

North Carolina Families Accessing Services through Technology (NC
FAST) Project Description: North Carolina Families Accessing Services
through Technology (NC FAST) is a program designed to improve the way
the NC Department of Health and Human Services and county
departments of social services do business. NC FAST introduces new
technological tools and business processes that will enable workers to
spend less time on administrative tasks and more time assisting families.
The NC FAST Program addresses how North Carolina families access the
social services provided by county departments of social services for the
following programs:

Economic Benefits: Child Care, Food and Nutrition Services, Medicaid,
Health Care Exchange, Work First, Low Income Energy Assistance
Program (LIEAP), Crisis Intervention Program (CIP), Special Assistance,
Refugee Assistance

Siva was the Architect on these projects starting in April 2012. His
responsibilities include:

¢ Rolling out the North Carolina Food Stamps, Medical Assistance,
Cash Assistance, FFM Interoperability (Health Care Exchange), Child
Care, Low Income Energy Assistance, and Crisis Intervention projects
to all counties; managing the relationships with the client, integrators,
and partners to facilitate strong references, build trust and foster a
collaborative environment.

e Assisting the client in the implementation of the North Carolina Cash
Assistance, Medical Assistance, and Health Care Exchange, Child
Care, Low Income Energy Assistance, and Crisis Intervention
programs, promote Curam leading practices, and ensuring the client
uses the OOTB solutions correctly and effectively.

e Acting as the liaison between the Product Development and the North
Carolina to guarantee the client receives seamless product support.
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Enhancing Cdram products by recommending valuable
customizations and enhancements.

¢ Providing detailed application knowledge in support of complex
application issues/incidents.

¢ Collaborating with other architects and project managers to share
knowledge and establish processes.

e Focusing on the performance optimization and application scalability
in the production systems and anticipating issues that the project
might encounter in the future and analyzing these problems upfront to
avoid or minimize the impact.

¢ Reviewing available documentation regarding Health Care Exchange
to gain a better understanding of the Federal and State requirements.

¢ Reviewing all potential changes (e.g. configuration, warranty fixes,
enhancements) from a technical perspective and provided technical
design/assessments

o Working on NC FAST “Medicaid Information Technology Architecture
(MITA)” compliance.

07/2014 - 07/2015

Technical Architect, One year

Arkansas Department of Human Services

Arkansas Department of Human Services Eligibility and Enrolment
Framework (EEF)

Project Description: The scope of the EEF Project includes development
of systems to support determination of Medicaid/State Children’s Health
Insurance Program (SCHIP) eligibility and enrollment, which is required to
support compliance with the Patient Protection and Affordable Care Act.

Siva was the Technical Architect role from IBM. His responsibilities
included:

¢ Rolled out and supported the Patient Protection and Affordable Care
Act to all counties.

¢ Managed the relationships with the client, integrators, and partners to
facilitate strong references, build trust and foster a collaborative
environment.

e Promoted Curam leading practices, and make sure the client uses the
OOTB solutions in all possible ways.

e Provided detailed application knowledge in support of complex
application issues/incidents.

e Reviewed all potential changes (e.g. configuration, warranty fixes,
enhancements) from a technical perspective and provided technical
design/assessments on this engagement.

e Served as liaison between the Product Development and Arkansas to
facilitate the client receives seamless product support. Enhanced
Cuaram products by recommending valuable customizations and
enhancements.

¢ Collaborated with other architects and project managers to share
knowledge and establish processes.
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e Focused on performance optimization and application scalability in
the production systems and anticipated issues that might encounter in
the future and analyze them upfront to avoid or minimize the impact.

10/2009 - 03/2012

Technical Lead and Business Analyst, Two years, five months
DFD and DMAHS

Consolidated Assistance Support System (CASS) - New Jersey

Project Description: The CASS project provides a fully integrated support
system for the entire Division of Family Development (DFD) and Division
of Medical Assistance and Health Services (DMAHS). The benefit and
service delivery programs include Food Stamps, TANF, Medicaid and
Child Care Subsidy. This system replaces multiple data processing
applications that are increasingly becoming incapable of meeting client
eligibility and case management requirements.

As a Business Analyst:

e Reviewed current policy documents and met with Subject Matter
Experts to gain a better understanding of the existing benefit
programs.

e Analyzed existing system documentation to gain a better
understanding of the existing benefit programs.

¢ Reviewed high level requirements extracted from the RFP.

e Participated in Requirement validation sessions with State and
County representatives to validate Child Care Subsidy and Food
Stamp requirements.

¢ Refined high level requirements and derived all possible low-level
requirements.

o Participated in Fit/Gap analysis to document the gap between CASS
requirements and Cdram out of the box.

e Participated in High Level design and produced use cases.

e Participated in Low Level design and prepared Class Diagram,
Robustness Diagram, Workflow Detailed Design, Batch Design,
System Interface Design, Data Mapping, Document Database Entity
Relationship Diagram, and Data Dictionary.

As a Technical Lead:

e Led the development of screens, processes, and rules for the
following functional areas

— Client Registration and Eligibility Determination,

— Screening and Online Application with Citizen Portal/IEG2

— Clocks and Buyback

— Temporary Assistance for Needy Families (TANF)

— General Assistance (GA).

— Supporting Programs for TANF and GA include Burials, Career
Advancement Voucher, Early Employment Initiative, Emergency
Assistance, Immediate Need, Kinship Subsidy Program, Refugee
Resettlement Program, Repatriation Assistance, Second Chance
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Homes, Social Services for the Homeless, Supplemental Work
Support Program, Supportive Housing Assistance Program.
e Provided detailed work estimates
e Worked with business analysts and technical leads on the change
control process.
¢ Mentored team members on leading practices

06/2009 - 08/2009
Designer and Developer, Two months
Internal IBM — Saskatchewan Ministry of Social Services - Proposal

Project Description: The Saskatchewan Ministry of Social Services was
interested on Cdram Solutions which can be used to replace the existing
Case Management System in the Child and Family Services (CFS) and
the Benefit Calculation and Payment Administration System in the Income
Assistance Division (IAD).

As part of this proposal, the Caram Product Consulting team received a
set of requirements from MSS which needed to be implemented for the
demo at MSS.

Siva was a Designer and Developer for this effort. He analyzed and
implemented the MSS demo requirements by working with Ciram Product
Consulting Team.

His roles and responsibilities included:

¢ Created 3 new Income Support programs called Social Assistance,
Child Care Subsidy and Employment Supplement.

e Configured evidence for Income Support programs through the
Cuaram Evidence Framework.

e Created Rules for Social Assistance, Child Care Subsidy and
Employment Supplement programs.

e Configured Rates for Income Support programs.
Configured ‘Family Strength and Needs’ and ‘Neglect Risk’
assessments for Child Support.

e Configured Curam Service Plans for Income Support programs.

e Configured Curam Social Enterprise Folders for Income Support
programs.

o Worked with Product Consulting Team.

e Testing and Bug Fixes.

01/2009 - 05/2009

Technical Project Lead, Five months
Internal IBM

Caram Child Care 5.2 = SP1

Project Description: Siva was a technical project lead role on the Clram
Child Care 5.2 - SP1 solution project. He was extensively involved in
analysis, design, refactoring, development and maintenance of many new
and existing modules by working with Business Analysts and Developers.
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He coordinated resolution of change requests and implementation of
enhancements for the SP1 release.

His roles and responsibilities included:

Enhanced Child Care eligibility rules as per new requirements.
Designed Child Care reservations.

Enhanced Child Care service plans to provide more features.
Analyzed various enhancements and designed technical solutions.
Tracked change requests using Rational Clear Quest.

Collaborated with business analysts on requirements, design issues
and enhancement requests.

Provided detailed work estimates and schedule deliverables.
Provided accurate and consistent project status reports to managers
and escalated issues appropriately.

Mentored developers on defect fixes.

Mentored team members on leading practices.

04/2008 - 12/2008

Project Lead, Eight months
Internal IBM

Caram Child Care 5.2

Project Description: Siva was a project lead role on the Caram Child Care
5.2 solution project. He was primarily involved in Analysis, Design,
Prototyping and Development of many critical modules by working with
business analysts and developers.

His roles and responsibilities included:

Analysis, Design, Prototyping, and Development of the following
modules - Screening, Application Intake, Case Management,
Evidence, Eligibility and Benefits, Provider Management, Provider
Grants, Provider Advances, Child Care Plans, Fund Management,
Market Rate Surveys, and Placement Requests.

Provided External and Internal Design Documents for the above-
mentioned modules to developers and testers.

Provided detailed work estimates and scheduled deliverables.
Designed and developed using Curam V5 features such as CPM,
Citizen Portal, IEG2, CERT Rules and Data Store etc.

Collaborated with Business Analysts on requirements and High Level
functional designs.

Provided accurate and consistent project status report to managers
and escalated issues appropriately.

Directed the development of documentation tools which include User
Guides, Process Flows, Entity Relationship Diagrams, Design
Documentation, and Training Material.

Mentored team members on leading practices.

11/2007 - 03/2008
Technical Project Lead, Four months
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Electronic Resource & Eligibility Product

Project Description: Siva played a technical project lead role on the State
of Utah’s electronic Resource & Eligibility Product (eREP). He served as
the liaison between offshore (India) and onsite (Utah) teams to establish
effective communication. He was heavily involved in analysis, design,
development and maintenance of new and existing modules by working
with business analysts and developers.

His roles and responsibilities included:

o Liaised between offshore (India) and onsite (Utah) teams to establish
effective communication.
o Improved customer satisfaction with the help of offshore team by
— Proactively dealing with customer needs on a consistent basis
— Consistently tackling risks to avoid escalations,
— Leveraging every opportunity to exceed customer expectations.
e Served as a technical lead in the development of coding tools,
including Java Server Code, Rules, Workflow, UIM Screen
Definitions, Message, Code Table and Data Manager Files, Clram
Server Workstation, Database and network configurations, and Unit
and System tests.
e Improved business results by delivering project deliverables with
— 0% schedule variance
— 0 % effort variance
— 100% process compliance
— Improved review and testing processes
— Accurate and consistent project status update to all stakeholders

10/2006 - 10/2007

Technical Consultant and Lead Developer, One year
Claim’s Management System (CMS)

WorkSafeBC

Project Description: Siva was one of the lead developers on
WorkSafeBC’s Claims Management System (CMS) project.

His roles and responsibilities included:

e Designed and developed many critical modules, which include
Transaction Log, Task Management, Goods & Services, Eligibility and
Financials.

e Provided Internal Design documents for the above-mentioned

modules.

Designed and developed Curam Rules, Workflows and IEG scripts.

Customized the Curam IEG to satisfy WorkSafeBC requirements.

Led Eligibility and Financial module development effort.

Mentored team members on leading practices.

Provided detailed work estimates and scheduled deliverables.

Contributed to a positive environment through openness, flexibility,

ownership and accountability.

e Provided accurate and consistent project status reports to managers.
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Key Skills

03/2007 — 10/2011

Lead Developer, Four years, seven months
Sprint Nextel, USA

Telesales Order Entry System (TOES)

Project Description: TOES (Telesales Order Entry System) is an
integrated J2EE web-based Order Entry/Call Management application
used by telemarketing representatives in various vendor locations in the
USA. Siva was responsible for the development of web based applications
for Sprint Nextel.

His roles and responsibilities included:

e Delivered high quality solutions to clients in response to varying
business requirements.

e Improved customer satisfaction by proactively looking at customer's
needs.

e Established effective communication with the client by working
together. Provided regular project status update.

e Utilized in-depth knowledge of functional and Technical experience in
SPRINT’S TELESALES Application and other leading-edge
technologies in conjunction with industry and business skills to deliver
solutions to the customer.

¢ Facilitated that the development is performed as per the client
schedule and requirements.

01/2005 - 03/2006

Developer, One year, two months

Spring USA

Telesales

Project Description: Telesales GUI is a customized front-end application
that provides functionality to sell handsets and other equipment to
customers based on printed advertisements and other marketing
promotions in the USA.

Siva’s roles and responsibilities included:

e Improved customer satisfaction by proactively analyzing customer's
needs.

o Improved business results by delivering project deliverables on
schedule and as per quality standards.

¢ Facilitated compliance of quality processes as per the Project Quality
Plan.

e Contributed to a positive environment through openness, flexibility,
ownership and accountability.

¢ Increased productivity by enhancing application/domain specific
knowledge.

e Provided accurate and consistent project status reports to the
customer/manager.

e Cuaram Certified Developer (CCD).
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Education
Quialifications

Languages

Caram Certified Professional (CCP).

Project Management Professional (PMP).

Sun Certified Java Programmer (SCJP).

Sun Certified Web Component Developer (SCWCD).

Masters in Computer Science — Madras University (India)
Madras University, India, 2004

English Fluent

Security Expert for DDI and M&O: James Scholz

Professional experience

Profile

James is a Certified Information Systems Security Professional (CISSP)
with more than 40 years of experience in the information technology
industry. His experience spans multiple industries and information
technology projects including significant experience in enterprise
architecture, infrastructure protection, secure coding, network security
design, security policy development, IT risk assessment, technical incident
management and root cause analysis, penetration testing, security
information and event management.

James is a seasoned and highly experienced cyber security management
professional with particular experience in the design, development, and
implementation of many diverse programs and security disciplines
including Critical Infrastructure Protection (CIP), International Organization
for Standardization (ISO), Federal Information Security Management Act
(FISMA), National Institute of Standards and technology (NIST), Minimum
Acceptable Risk Standards for Exchanges (MARS-E), 10CFR Nuclear
Regulatory Commission Standards, Nuclear Energy Institute (NEI), North
American Electric Reliability Corporation (NERC), North American Energy
Stands Board (NAESB), Intelligence Community Directive (ICD) 705,
Internal Revenue Service (IRS) 1075, and National Industrial Security
Program Operating Manual (NISPOM).

James has demonstrated proven leadership and experience in technical
and business consulting with a focus on overall compliance with business,
information technology, and security requirements and regulations. He has
experience in directing the Business Impact Analysis through the Disaster
Recovery services with strong integration and architectural experience.
James is an expert in providing guidance on service delivery and security
tasks within the enterprise infrastructure and managing the on-schedule
delivery of programs. He provides results-focused management of an
integrated architectural environment, and is an exceptional communicator
and mentor. James has maintained a Top-Secret/Single Scope
Background Investigation (SSBI) with Special Compartmental Information
(SCI) with a Counter Intelligence (Cl) Polygraph (TS/SSBI/SCI/CI Poly) for
over 35 years.
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Assignment
History

Additional core competencies include:

Cyber Security Architecture Implementation.
Cyber Security Project Management.
Configuration Management Improvement.
Troubleshooting and Diagnosis.

Strategic Planning and Business Analytics.
Corporate and Government Information Systems.
Resolution of Highly Complex Security Issues.
Systems Architecture.

Extensive Training and Development

Disaster Recovery, COOP, BCP Planning.

Staff Management, Training, and Mentoring.
Cyber Security Compliance and Planning.
Sensitive Compartmented Information Facility (SCIF) Design.
Plan of Actions and Milestone Development.

03/2016 — Present

Lead Cyber Security Architect, 15 months
Northrop Grumman Corporation

Arkansas Information Support Services (ISS)

Project Description: James uses innovative cyber solutions coupled with
current technologies to support the Arkansas Department of Human
Services (DHS) enterprise. He developed the Enterprise Architecture
Model for incorporating service management and delivery into a security
model for the DHS, Office of Systems and Technologies (OST). Since
joining Northrop Grumman, he has provided support for the IRS 1075
compliance requirements and brought DHS to a level of compliance higher
than previous standards. To accomplish this, James helped create 20 new
policies, developed standardized procedure formats, aided the overall
security effort for IRS compliance, and transferred knowledge to State
assets. Compliance with IRS requirements improved approximately 25%
in less than 5 months.

James also contributed to raising the level of compliance to the Minimum
Acceptable Risk Standards for Exchange (MARS-E) from the 1.0 standard
to compliance with the 2.0 standards. Working cooperatively with State
staff, DHS was able to achieve a MARS-E IRS audit review of 96%, and
the CMS compliance increased from below 50% to over 85%. He also led
three separate audits; IRS, SNAP/ANSWER IT system, and the Eligibility
and Enrollment Framework (EEF) for Affordable Care Act compliance.

Specifically for EEF, James researched and developed 80% of a multi-use
data flow diagram to depict the EEF infrastructure, interconnecting
networks data, and flow control within 35 days of joining the project.
James helped EEF receive a 99% rating for IRS compliance and furthered
the Authority to Connect (ATC) for compliance with MARS-E 1.0 and
MARS-E 2.0. James submitted a comprehensive System Security Plan
(SSP) and Information Security Risk Assessment (ISRA) to the Centers
for Medicare and Medicaid Services (CMS). He added over 150 items to
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the Plan of Action and Milestone (POA&M) and spearheaded the Privacy
Impact Assessment (PIA) for DHS’ initial submission to CMS.

James is also working with the Architectural Working Board (AWB) and
coordinating closely with project team members to make sure that
applicable privacy and security requirements are incorporated in standard
operating procedures and other controls implemented for the project.
James developed a required DHS Security Plan (draft) to meet
compliance and requirements of “leading practices” and the federal
guidelines, to include 22 policies.

12/2015 - 02/2016
Senior Security Analyst, IT Cyber Security Team, Three months
Southwest Power Pool

Project Description: James provided guidance and leadership in
developing Bulk Electric System (BES) Cyber Assets documentation that
outlined a methodical process to follow for Critical Infrastructure Protection
(CIP) compliance. He developed a plan for the CIP transition from version
3 to version 5. He guided team members in identifying and evaluating an
architecture for BES Cyber Assets by developing project plans and
implementing a new Cyber Security Team. James defined the
requirements for Identity Access Management (IAM) and managed the
vendor selection process. James assisted an inexperienced manager in
understanding the steps and processes in rebuilding a secure
infrastructure, and aided the management team in understanding and
supporting the requirements of the North American Electric Reliability
Corporation (NERC) security controls.

09/2014 - 07/2015
Project Manager / Cyber Subject Matter Expert, Nine months
LNQO, Inc.

Project Description: James served as the Project Manager / Cyber SMA
for eight developers designing and implementing the training curriculum
for a newly established Cyber Center of Excellence and Cyber Protection
Teams (CPT). He provided guidance for the Special Compartmental
Information Facility (SCIF) development and accreditation to support the
CPTs. James led his team of developers in developing deliverables for a
400-hour CPT in 5 weeks. He served as the lead for the Cyber Ciritical
Task Site Selection Board (CTSSB) and coordinated the required
elements for the development of a multi-service training course. James
provided leadership, mentoring, and direction as the course SMA for the
development team to implement course design for the CPTs. His ability to
mentor junior personnel in information security and guide their
understanding of the requirements was instrumental in expediting the
course production.

James provided guidance on the Cyber Network Defense course
requirements, course selection, and its presentation as a specialty course
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that moved to Ft. Gordon as a Military Occupational Specialty (MOS). The
production of this curriculum fulfilled a requirement within the US Army.

James was also an active member of the FBI InfraGard Program fulfilling
the role of Sector Chief for the Nuclear Sector.

06/2013 - 08/2014
Security Manager — Cyber Information Security Specialist, 14 months
Emirate Nuclear Energy Corporation

Project Description: James provided guidance to the Security Compliance
Management Team in developing procedures, personnel, and processes
for the classified and business information categorization, marking, and
storage procedures and personnel. James interviewed potential
employees and provided input into the overall hiring decisions for new
personnel. James assisted the Emirates in the integration of NIST Special
Publication 800 Series, 10 CFR 73.54, and NEI 08-09 compliance-based
programs by designing and managing the build-out of the Classified
Information Facility. James worked directly with the Project Management
Team and presented security projects to facilitate proper corporate
direction and future growth of information, personnel, and physical security
programs. James mentored junior and senior personnel in the information
security arena to assist and guide them to understand the 1ISO, NIST
(FISMA), IAEA, and Abu Dhabi Government requirements for security of
information and facilities. He also developed a validation and compliance
program with Government standards developed from NIST 800-53
requirements.

He served on a team of 13 personnel to determine the Target Set
development and planning for Critical Digital Assets (CDA) within the
protected zones of the nuclear power plant. James worked with the
Security & Emergency Preparedness teams to develop escalation
procedures for reporting, responding to, and controlling a nuclear incident.
James introduced a “Self-Assessment” program for professional, section,
and personal growth to develop roadmaps for the Nuclear Security
requirements training and sustainment requirements. In his off hours,
James taught an Integrated Civil Security, Critical Infrastructure Protection
Master’s-level course at Khalifa University as a volunteer developer and
instructor.

10/2012 - 10/2013
Senior Cyber Engineer and Subject Matter Advisor, 12 months
ENERCON Services

Project Description: James was assigned to the United Arab Emirates
(UAE) in Abu Dhabi to supervise, mentor, and train Emirate security
personnel within the Emirate Nuclear Energy Corporation (ENEC). He
developed and implemented a Classified Information Protection Program
that was published as an ENEC policy for protection of Sensitive Nuclear
Material and Information. James developed a plan to initiate the ADSIC
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(Government FISMA Equivalent) of Compliance through writing the
Business Information Protection Program (BIPP) published as an ENEC
policy for the protection and safeguards of Business Sensitive Information,
Export Control Information, and Security Sensitive Information. James
worked with the ENEC Training Division to develop a training policy that
defined what security training is needed and the approach to training
necessary to fulfill the requirements for nuclear surety. James supervised
the implementation of Access Control procedures for the ENEC secure
storage areas, ensuring that identity management was strictly enforced
through Computer Access Cards, readers, and the planned future
development of biometric controls for two factors authentications. James
also acted as the Facility Security Officer (FSO) developing the training
program to train and certify FSOs, KepCo (Korean Electrical Power
Company) contractors, and other tier Il and IIl contractors.

05/2010 - 10/2012

Professional Information Technology Security Manager (M29) and
Regional Information Systems Security Office (ISSO), 29 months
Hewlett-Packard / TEK Systems

Federal Bureau of Investigations (FBI)

Project Description: James developed the Continuity of Operations Plan
(COOP) for the FBI's Little Rock Field Office (LRFO). He received
Headquarters (HQ) recognition as the best developed COOP within the
FBI. He recommended the implementation of several new security
initiatives and suggested solutions for resolving physical security issues to
the Acting Chief Security Officer. James provided upgrade guidance and
vendor recommendations for the compliance and installation of TV
isolators and visitor warning system within the LRFQO’s Sensitive
Compartmented Information Facility (SCIF). He developed documentation
for the FISMA Certification and Accreditation processes to support the HQ
level Information System Security Manager (ISSM) and developed LRFO
local policy for Information Systems and interacted with users to provide
training on various Information Assurance (lA) subjects. James developed
a certification and accreditation program that will save the FBI $10.3
million when enacted in all the field offices and resident agencies over the
accreditation period. James supervised the accreditation and application
of information systems security among 17 Field Offices from Los Angeles,
CA to Washington, DC. James was offered, and was fast-tracked to fill the
position of the Chief Security Officer.

05/2005 - 12/2015
Cyber System Architect and Engineer, 127 months
Computer Security Consulting (Owner)

Project Description: James’ company focused on contracting with
government agencies to perform cyber security evaluations and
recommendations for compliance with FISMA and other federal standards.
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He served as a Facility Security Officer (FSO) for the DSS / Joint
Personnel Adjudication System (JPAS) system and the corporate

Top Secret (TS) facility clearance. James developed cyber security
leading practices for several federal government agencies to achieve
compliance with deferral standards. He provided guidance and imparted
knowledge for compliance with NISP through knowledge of the Operating
Manual (DoD 5220.22-M). He maintained membership in the National
Industrial Security Program (NISP). James also acted as the Nuclear
Sector Chief for the InfraGard Program while evaluating and determining
Critical Infrastructure Protection issues and disposal factors. He provided
insight and advice to federal agencies in the logical division, certification
and accreditation, and management of the CA ldentity Access
Management software. In addition, he provided a recovery plan to the
Railroad Retirement Board to automate their Disaster Recovery Program
and minimize their RTO/RPO/MTF timelines. He subcontracted through
IBM to support hurricane Katrina disaster recovery operations at the
USDA, recovering to 90% recovery in 5 weeks.

01/2003 - 05/2005
Senior Security and Systems Engineer, 28 months
General Dynamics / FCBS/ Computer High-Tech Management

Project Description: James provided cyber security consulting services,
and FISMA compliance evaluations and consulting. He independently
completed a 30-day scheduled evaluation of all systems and databases
saving the client and company time and more than $20,000. Contributed
to the National Institute of Standards and Technology (NIST) by
recommending security controls for data at rest, data in motion, and data
in transit.

Enterprise Architecture.

Information Systems and Security Policy and Procedures.

Configuration Management Planning.

Disaster Recovery Plans and Operations.

Business/Project Management Skills.

Team Building and Management.

Author: Enterprise Architecture and Information Assurance:

Developing a secure Foundation: ISBN 9781439841594,

e Lead Instructor, DoD System Administrators/Network Managers
Security Course.

e Integrated Civil Security, Critical Infrastructure Protection Master's

level course developer and instructor, Khalifa University, UAE.

Key Skills

Education

¢ PhD in Information Security, University of Arkansas at Little Rock
(33SH short)

¢ Masters in Information Systems, University of Phoenix at Tucson,
Arizona

Quialifications
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¢ BS in Management Information Systems, University of Phoenix at
Tucson, Arizona

e Certified Information Systems Security Professional (CISSP — 33371),
2002

o Certified-Chief Information Security Officer (C|CISO - CC-JS-786),

2014

Certified-Homeland Security, Level IV (CHS-IV -106680), 2014

Arkansas InfraGard Alliance —Nuclear Sector Chief (10050296), 2011

National Emergency Management Team

MCSE

CCNA

VAT-1

A+

ISSO

Languages English Fluent
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3.0 Collaboration

Instructions: Provide evidence that the Vendor’s proposed team (including subcontractor(s), if
proposed) has a proven track record of successfully collaborating in a similar environment to the
environment outlined in the RFP. This should include experiences working with a team to
improve maintenance and operations efficiency and effectiveness. Describe how the Vendor
(including subcontractor(s)) will ensure that the proposed team will achieve the required team
dynamics.

IBM is proposing key personnel that have successful track records of collaboration
conducting similar implementations for the States of Arkansas, Missouri, South
Carolina, and California, demonstrating our ability to work collaboratively to transform
needs into solutions that will meet DHS goals.

IBM understands that collaboration is essential to the successful development and
maintenance of any information system and process, IBM approaches every project
with a “one-team” mindset, and we know that building and maintaining strong
relationships with all parties involved is an essential component to success. Our
development of effective team dynamics with DHS, suppliers, and subcontractors will
allow us to add significant value to your project. Our teams thrive in collaborative work
environments, where we directly engage and respond to our clients, suppliers, and
subcontractors. We will work as a cohesive team in requirements gathering, design,
implementation, and testing to facilitate we meet your needs at every milestone.

IBM has teamed with Northrop Grumman on many engagements, including a long-term
engagement in California and the Child Welfare Services and Case Management
System (CWS/CMS), as a subcontractor to us since 2009. We are currently working
together on other large-scale human services systems using the Ciram COTS
framework.

The following table demonstrates our key personnel, the large-scale projects they have
worked on, and their involvement:

DDI, O&M, DDI, O&M,

DDI,0&M  OCM,and  OCM,and DDl O&M
S T and Training
Training Training
Walter Szyperski P

Engagement Director
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Ennapadam Padmanabhan
Project Manager

Yogi Ganesan

Functional Lead

James Collier

Training Lead

Gaurang Mavani

Testing Lead
Ramchandra Takkar
Technical Lead
Devananda Muthakana
Architect Lead

Santharam Hanumandhan
M&O Manager

Siva Kumar Veluru

M&O Technical Lead
James Scholz

Security Expert
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Introduction

This document captures the Functional Requirements for the State of Arkansas's Integrated Eligibility-Benefits Management (IE-BM)
Solution Project. These requirements are focused on meeting the full lifecycle of DHS's business processes needs, as well as enhancing
the currently implemented Medicaid E&E Solution. This document should be read in conjunction with the Business Process Analysis (BPA)
report which documents the Process Flows and Use Cases associated with these requirements and the Medicaid E&E Solution
documentation, which captures the capabilities already implemented. DHS envisions the IE-BM Vendor will leverage Medicaid E&E Solution
functionality already implemented, if possible. As such, if the DHS functionality enhances the capabilities of the already implemented
Medicaid E&E Solution the capabilities should be implemented across the solution. These requirements and the supporting detail in the BPA
must be used to create cost and schedule estimates for the design, development, implementation and ongoing support for the Integrated
Eligibility and Benefit Management Engagement (IE-BM) RFP.
The Functional Requirements document contains the following sections:

1) Instructions

2) Functional Requirements

3) Use Case List

4) Process Flow List
Within the Functional Requirements, the requirements are categorized by area as detailed below. Each category has its own tab in this
workbook.

FR Functional Requirement Section

FR1 General Requirements

FR2 Pre-Screening Requirements

FR3 Integrated Eligibility Application Requirements

FR4 Interview Requirements

FR5 Documentation Requirements

FR6 Eligibility Determination/Spend-Down Requirements
FR7 Benefit Issuance Requirements

FR8 Redetermination/Semi-Annual Reporting Requirements
FR9 Client Change Requirements

FR10 Medical Review Team Requirements

FR11 Overpayment, Audits and Appeals Requirements

FR12 Appointment and Caseload Management Requirements
FR13 Reporting and Business Intelligence (BI)

T6_Functional_RTM__FINAL_1.xlsx
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Instructions

This workbook contains functional requirements for the Integrated Eligibility and Benefit Management (IE-BM) Solution.
The response codes below should be used by IE-BM Vendors to indicate the fit of their solution to the State Requirements specified in this workbook.
This Template must be submitted as an Microsoft Excel file as part of the IE-BM Vendor's Proposal and should be thoroughly completed.

Req. #

Requirement

Requirement Met

Solution Method

Proposed Phase

Suggested Clarifying
Comments

Requirement Identification Number: This should be used to refer to requirements in correspondence.
DO NOT EDIT THIS FIELD.

Requirement: The detailed description of the requirement.

DO NOT EDIT THIS FIELD.

Vendor response to whether the Requirement will be met by the Vendor
The Vendor will reply with a "Yes" to Indicate that the requirement, as currently written, will be met by the Vendor's Proposal without any modifications
The Vendor will reply with a "Clarification" to indicate that the Vendor intends to propose a clarification and will clarify with proper justification

Vendor response to how the Functional Requirement will be met by the Vendor solution. Indicate how the
requirement will be met by selecting one of:

* Leveraged Functionality - The State Requirement will be met by leveraging/enhancing the EEF Solution functionality
already configured and implemented for MAGI Medicaid at DHS

* Configuration - The State Requirement will be met by configuring the proposed Solution and/or any existing DHS
Enterprise assets already in production

* Third Party Product - The State Requirement will be met by commercially available third-party software or hardware
assets and is included in this proposal. Note: In the "Suggested Clarifying Comments" column, indicate the name of
the proposed third-party software vendor and proposed components and indicate its compliance to DHS' technology
or architecture standards.

* New Development - The State Requirement will be met through development of new software code to provide
specific business or technical services where there are no leverageable off-the-shelf functionality or software assets.
Note: This column is not included on the Sections (worksheets) where it does not apply

The IE-BM Vendor's response to indicate the implementation phase the requirement will be met. Provide the proposed phase for meeting each requirement.
Note: The IE-BM Vendor must identify the number and schedule of proposed implementation phases in the Implementation Approach.

If the Response Code is set to "Clarification" the Vendor must provide clarifying comments with appropriate justification

2 of 63
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Defined Terms

Aid for Families with Dependent

Children Medically Needy AFDC MN |[This is a medical necessity deprivation factor used by the Medical Review Team.

Aid to Families with Dependent A nggral assistance program in effect from 1935 to 1996 created by the _Social Security Act _(SSA) and .

Children AFDC admlnlstered by the_ _Unlted States Department of Health and Human Services that provided financial assistance to
children whose families had low or no income.

Applicant The Applicant is a person who wishes to apply for benefits and services for themselves and/or their family.

Arkansas AR
This is program is the Medicaid Expansion Waiver that Arkansas has which allows the citizens who qualify for the
Medicaid Expansion program to have a private insurance provider with portions of the insurance premium

Arkansas Works AR Works subsidized by the government. Citizens who qualify to participate in the current Private Option Program are not
qualified to receive Medicaid (Traditional or MAGI).

Arkansas Department of Health ADH Arkansas’ principgl agency fqr protecting and improving the health and wellbeing of all Arkansans’ by providing
public health services statewide
Provides child care assistance to eligible low-income working families and students, TEA clients and individuals

Child Care Development Fund CCDE transitioning from TEA. CCI_DI_: also provides support to chi_Id_ care a_nd early chi_Idhood educ_:ation providers through
contracts and grants for training, resource and referral activities, printed materials and online resources that
promote high quality.

Children's Health Insurance CHIP A medical coverage source for individuals under age 19 whose parents earn too much income to qualify for

Program Medicaid, but not enough to pay for private coverage.

Date of Birth DOB

Department of Aging and Adult Serves as the focal point for all matters concerning older Arkansans and adults with disabilities. DAAS' mission is

. DAAS : -

Services to promote the health, safety and independence of these populations.

Depe_m_ment of Finance DFA Provides state income and business tax forms and information.

Administration

Department of Human Services DHS Arka_nsas gover_nment‘s principal agency for protecting the health of all citizens and providing essential human
services, especially for those who are least able to help themselves.

Department of Workforce DWS Provides accessible employment related and support services responsive to the needs of employers, job seekers,

Services and the community.
Provides temporary food assistance for households affected by a natural disaster. A D-SNAP provides one month

Disaster Supplemental Nutrition D-SNAP of benefits to eligible disaster survivors and can facilitate the issuance of supplemental SNAP benefits for ongoing

Assistance Program households. To be eligible for D-SNAP, a household must live in the identified disaster area, have been affected by
the disaster, and meet certain D-SNAP eligibility criteria.

Division of County Operations DCO An Arkansas DHS Division that accepts and processes applications for nearly a dozen public assistance programs

and enrolls consumers in the programs for which they have been approved.

T6_Functional_RTM__FINAL_1.xlsx
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Defined Terms

A DHS Division that oversees the Medicaid, ARKids First, CHIP, and Long-Term Care systems in AR including the

Division of Medical Services DMS licensing and inspection of nursing homes. DMS' mission is to ensure that high-quality and accessible health
services are provided to citizens of AR who are eligible for Medicaid and nursing home care.
A method of benefit distribution in the form of a "credit card". TEA and SNAP use the same card and process. TEA
Electronic Benefit Transfer EBT and_S_NAP benefits are dis_tributed to the client's card on different timelines. WIC program also uses an EBT card,
but it is not the same physical card used for TEA and SNAP. WIC and TEA/SNAP do not use the same EBT
vendor.
The Arkansas DHS contracts with participating adult education centers, public schools, vocational schools, and
community colleges to operate a voluntary Employment and Training (E&T) program in 14 of the state’s 75
Employment and Training E&T counties (including a single county program, “Workfare”). SNAP participant in counties that offer E&T or Workfare
have the opportunities to participate in: Independent Job Search, Job Search Training, Education, Work
Experience, On The Job Training and Job Retention activities.
Enrollment and Eligibility E&E
An agency of USDA'’s Food, Nutrition, and Consumer Services.
* The numbering system behind "FNS" in FR13 refers to specific programs within the agency.
FNS works to end hunger and obesity through the administration of 15 federal nutrition assistance programs
Food and Nutrition Service ENS includipg WIC, Supplemental Nutrition Assistance Program (SNAP), and s_chool meals. In partnership Wi_th Stgte
and Tribal governments, these programs serve one in four Americans during the course of a year. Working with
public, private and non-profit partners, the mission is to increase food security and reduce hunger by providing
children and low-income people access to food, a healthful diet and nutrition education in a way that supports
American agriculture and inspires public confidence.
Medicaid programs that provide long-term services and supports to individuals in their home or elsewhere in the
community, who would qualify for Medicaid if they lived in an institution like a nursing facility or an intermediate care
Home and Community-Based HCBS |[facility for individuals with intellectual disabilities (ICF/IID). Currently Arkansas has three HCBS Waivers, 1) DDS
Services (HCBS) Waivers Waivers [Waiver for individuals with developmental disabilities; 2) Living Choices for individuals living in Assisted Living
Facilities; and 3) ARChoices in Homecare for individuals age 65 and over, or individuals age 21 through 64 with a
physical disability.
Integrated Eligibility - Benefits IE-BM |This is the name of the effort put forth by this RFP.
Management
Intentional Program Violation 1PV Applicant or Client status for evaluation during IE-BM eligibility evaluation.
Limited English Proficiency LEP An Applicant or Client language proficiency classification.
An umbrella term to refer to the group of categories of Medicaid that provides services to individuals who are in
Long Term Services and Support LTSS |need of institutional care, but may receive these services in institutions, at home, or elsewhere in the community.
Categories include Nursing Facility, ICF/I1ID, home and community-based waivers and PACE.
Low Income Home Energy LIHEAP A United States Federal social services program first established in 1981 and funded annually through
Assistance Program Congressional appropriations.
L An Arkansas system that processes all Medicaid claims and provides Medicaid data for program management and
Medicaid Management System MMIS various research and care planning activities. AR Medicaid currently has an effort to replace the MMIS.
Medical Review Team MRT The team responsible for evaluating applicant's medical status as part of the eligibility process.

T6_Functional_RTM__FINAL_1.xlsx
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Defined Terms

The figure used to determine eligibility for premium tax credits and other savings for Marketplace health insurance
plans and for Medicaid and the Children's Health Insurance Program (CHIP). For many people, it's identical to or
very close to adjusted gross income.

Modified adjusted gross income is adjusted gross income plus untaxed foreign income, non-taxable Social Security

Modified Adjusted Gross Income MAGI benefits, and tax exempt interest.
MAGI includes these income sources for all household members required to file a tax return. MAGI doesn’t include
Supplemental Security Income (SSI). MAGI does not appear as a line on your tax return.
Non-MAGI refers to person classification group for Medicaid groups who exceed specified income levels but still
qualify for pre-defined benefits. The details of non-MAGI qualification are defined by the Federal government.
Non-MAGI (not referred to as a T . ; : . ; )
non-MAGI |Medicaid provides a variety of medical services including health care coverage, long-term care, mental health
non-acronym) . . ) L ) ) ) .
services, hospice, orthotics, prescription drugs and various home-based and community-based services for certain
eligible low-income and needy populations.
. " This is a technology that enables you to convert different types of documents, such as scanned paper documents,
Optical Character Recognition OCR PDF files or images captured by a digital camera into editable and searchable data.
) - Used by DHS Accounts Receivable group to track Client and Provider overpayments.
Overpayment Accounting ; ; -
Services Information System OASIS |- Sends notlcgs to clients and participants. _ _
- Interfaces with State and Federal Revenue services to intercept tax refunds for repayments.
Quality Control QC Activities conducted by various AR DHS staff.
Semi-Annual Report SAR A process defined as part of Use Case 12 and 13.
This is a text messaging service component of phone, Web, or mobile communication systems. It uses
Short Message Service SMS standardized communications protocols to allow fixed line or mobile phone devices to exchange short text
messages.
Social Security Number SSN
Standard Form SF- As seen in FR13 "SF-" refers to a standard form with identifying numbers following the hyphen.
A program that provides a nutritional safety net for low-income children, families and adults. Recipients receive
Supplemental Nutrition SNAP their benefits on an Electronic Benefits Transfer (EBT) card that works at most grocery stores, approved farmers
Assistance Program markets, and some smaller stores that sell food. SNAP recipients cannot get cash back from the cards. More than
$685.1 million in benefits were provided to 685,812 people during AR SFY'14.
The Tax Equity and Fiscal Responsibility Act of 1982 (Pub.L. 97-248), also known as TEFRA, is a United States
law that rescinded some of the effects of the Kemp-Roth Act passed the year before. As a result of ongoing
. . recession, a short-term fall in tax revenue generated concern over the budget deficit.
Tax Equity and Fiscal TEFRA
Responsibility Act TEFRA as used here refers to section 134 of the Act which allows states the option of providing Medicaid to
children with disabilities who live at home, but would qualify in an institution. Some states refer to this as Katie
Becket children.
Temporary Assistance for Needy This program lprovides tempora_ry fingnciallassistgnce for pregnant women and familieslvlvilth one or more
Families TANF |dependent children. TANF provides financial assistance to help pay for food, shelter, utilities, and expenses other
than medical.
Transition Employment TEA A program that provides time-limited cash assistance and employment-related services each month to low-income
Assistance families with dependent children. There were 24,681 people receiving services in AR SFY'14,
Veteran's Administration VA
The Special Supplemental Nutrition Program for Women, Infants, and Children provides Federal grants to States
. for supplemental foods, health care referrals, and nutrition education for low-income pregnant, breastfeeding, and
Women, Infants and Children WIC

non-breastfeeding postpartum women, and to infants and children up to age five who are found to be at nutritional
risk.
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General Requirements

General Requirements

FR1.1

FR1.2

FR1.3

FR1.4

FR1.5

The System will use branching logic for all Client facing data input screens
(e.qg., applications and changes) to display questions based on the user
responses to previous questions including, but not limited to:

a. Type of assistance

b. Income, expenses and health status

The System will, wherever possible, pre-populate documents being completed
by the Clients with information already provided to DHS including, but not
limited to:

a. Information collected by DHS (e.g., from prior applications)

b. Information provided using the Client's online account

The System will track all activity associated with a case and time stamp the
receipt of all submissions including, but not limited to, the receipt of:

a. Integrated eligibility applications

b. Program specific applications (or program specific portions of the integrated
eligibility application)

c. Redetermination applications/Semi-Annual Reports

d. Change submissions

e. Additional documentation

f. Other submissions as defined by DHS

The System will track Clients who complete an action via the self-service portal
and those who complete the same action via a paper form/submission to
identify common characteristics among these two populations to allow DHS
staff to execute targeted outreach efforts aimed at increasing usage of self-
service channels

The System will support tracking each program-specific application through the
eligibility process including, but not limited to:

a. Completing the application and providing all required documentation

b. Interview process

c. Additional program-specific steps as defined by DHS

T6_Functional_RTM__FINAL_1.xlsx
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Phase 3
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FR1.6

FR1.7

FR1.8

FR1.9

FR1.10

FR1.11

FR1.12

FR1.13

FR1. General

The System will allow the Client to withdraw their application (integrated
eligibility or redetermination application). The System will send the Client a
confirmation/notification via their preferred method of communication indicating
each program for which their application has been withdrawn

The System will cancel any eligibility interview appointments scheduled by the
Client if he/she withdraws their application for all programs and provide
confirmation to the Client through their preferred method of communication(s)

The System will support Client access through multiple on-line channels
including computers and mobile devices (e.g. tablets and smart phones)

The System will support self-service capabilities which allow Clients to view
their case information on-line through the entire Life of a Case to address the
majority of their questions, including but not limited to:

a. Their application, redetermination and any changes submitted

b. Payments

c. Overpayments

d. Scheduled appointments

The System will provide a mechanism to change the eligibility status for
multiple Clients at once

The System will allow DHS users with the appropriate rights to view a Client's
information associated with any program, regardless of eligibility

The System will leverage information provided to other programs (e.g.,
Medicaid) to determine status of a Client's case by providing Eligibility Workers
access to the available information and by flagging the case for additional
review by an Eligibility Worker

The System will support authorized external organizations' read-only access to
the System

T6_Functional_RTM__FINAL_1.xlsx

Clarification

Clarification

Phase 1

Phase 3

Phase 1

Phase 3

Phase 3

Phase 3

Phase 3

Phase 3

The IBM team recommends modifying this
requirement to read: "The System will
provide a mechanism to change the
eligibility status of multiple clients
associated to one program case." We
believe this is the intent of the
requirement and is a capability provided
OOTB by Curam.

The IBM team wishes to clarify that
external users can be configured to have
read-only access to the internal state's
network, through VPN for example.
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FR1. General

The System will accept and track electronic and telephonic signatures at the

FR1.14 appropriate points throughout the Life of a Case (e.g., application process)

Y L Phase 1
The System will have rules-based access control at the data field level and
display information based on the following:
FR1.15 a. User role and program affiliation Y D Phase 3
b. Consent provided by a Client
c. Any other regulatory or policy-based restrictions
The System will maintain a record (e.g., audit trail) of all changes made to data
in the System - including both System initiated changes or user initiated
changes. This should be readily searchable by user ID, System ID or Client
ID. This must include, but is not limited to:
a. The user ID of the person who made the change or System ID if the change
was System generated
b. The date and time of the change
c. The information that was changed
d. The data before and after it was changed
e. The data source if the change was System generated
The System will record the date, time, and name of users viewing Client
information

FR1.16 Y C Phase 3

FR1.17 Y C Phase 3

The IBM team recommend modifying this
requirement to read: "The System will
update audit information in real-time of
FR1.18 The System will provide a real-time view of all users accessing a case Clarification C Phase 3 users who have accessed a case." We
believe this is the intent of the
requirement and is a capability provided
OOTB by Curam.
The System will allow DHS users to search for a Client's account when a
Client calls a DHS facility and address the Client's needs including, but not
limited to:
FR1.19 a. Make a change to the Client's information Y L Phase 3
b. Schedule an interview
c. Look up the Client's case and answer any questions
The System will accommodate leap year processing and daylight savings time
start/end dates as part of the design
The System will support communicating with Clients through a variety of
methods including, but not limited to:
FR1.21 a. Paper communications/mail Y L Phase 2
b. Email
c. Text

FR1.20 Y L Phase 1
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FR1.22

FR1.23
FR1.24

FR1.25

FR1.26

FR1.27

FR1. General

The System will support establishing and issuing emergency benefits, and
issuing benefits resulting from court cases

The System will comply with the Americans with Disabilities Act

The System must support sanctioning a client for a specific time period

The System must track sanctions by individual client, not the household

The System will track the history of clients' data and provide access to
authorized DHS workers, such as, but not limited to:

a. Program status

b. Status reason

c. Denial closure reason

d. Changes to the client's account information

The System will provide users capabilities to cleanse/manage master
data/client information including, but not limited to, identifying potential
duplicates within the system, mapping/analyzing data received from external
interfaces

User Interface

FR1.28

FR1.29

FR1.30

FR1.31

FR1.32

FR1.33

FR1.34

The System will provide menus that are understandable, and easy to navigate,
by non-technical users

The System will provide secure access to all functional areas

The System will allow DHS workers to customize the user interface based on
user rights and roles

The System will provide a user interface which allows for DHS workers to
perform their tasks efficiently (e.g., providing wizards, hot keys, screen design
to align with the user type's needs)

The System will provide the ability to incorporate a non-restrictive environment
for experienced users to directly access a screen or to move from one screen
to another without reverting to the menu structure

The System will use language (including warnings, notifications and user
prompts) aligned with the educational level of the users and free of
grammatical errors and typos

The System will provide the capability to capture an individual's language
preference to be used on all notices, correspondence, user interface and other
materials

T6_Functional_RTM__FINAL_1.xlsx
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FR1. General

The System will provide Clients and Applicants access to all self-service
functionality in multiple languages including:
a. English
FR1.35 b. Spanish Y C Phase 1
c. Marshallese
Translations must be available for all static text and all drop down menus and
conditional statements
The System will support users requesting translation services (on-line or via

FR1.36 Y L Phase 3
phone) and track and report on all requests

FR1.37 The System WI|| allow the Eligibility Worker to view an English version of any v c Phase 3
translated notices and documents produced by the System

FR1.38 The' System will be designed to minimize the effort required to add support for v c Phase 1
additional languages

FR1.39 The System will aIIovy a user to navigate through screens (backwards or v c Phase 1
forwards) without losing data entered
The System will simplify the tasks required for users to independently complete

FR1.40 |nter!d_ed actlpns'('e.g., to apply for mgdlcal bgnef!ts and _f|nanC|aI ben_eflts) by v c Phase 1
providing an intuitive user interface with detailed instructions and additional
help information
The System will provide context sensitive help (i.e., pop up text when the user

FR1.41 positions the mouse over a specific field) through the user interface. These will v c Phase 1

refer to specific business rules and must be updated automatically when
business rules or policies are amended or updated

The System will display the reference to the applicable policies/business rules,
FR1.42 as appropriate, throughout the eligibility determination process (e.g., provide Y C Phase 3
the Eligibility Worker with feedback)

The System will provide the user easy access to self-service help files or multi-

FR1.43 media procedure documentation Y ¢ Phase 1
The System will provide an online help system, available from any screen and

FR1.44 any screen fleld,.that provides a description of and_ th_e processing performed v c Phase 1
by a screen or window, data entry format and restrictions, explanation of error
messages and other information helpful to the user

FR1.45 The System Wlll_prowde Clients with access to a mapping tool with directions to v c Phase 1
DCO County offices

FR1.46 The System will provide the ability to generate drop-down lists to identify v c Phase 1

options available, valid values and code descriptions, by screen field

T6_Functional_RTM__FINAL_1.xlsx 10 of 63



FR1. General

The System will conform to State and industry-recognized user interface

standards for all System screens, windows, and reports. For example:

a. All headings and footers standardized

b. Current date and local time displayed

c. All references to dates displayed consistently throughout the System

d. All data labels and definitions consistent throughout the System and clearly
FR1.47 defined in user manuals and data element dictionaries Y C Phase 3

e. All generated messages should be clear and sufficiently descriptive to

provide enough information for problem correction and be written in full text

f. Specify user (name) with associated data input

g. All dropdown lists displayed consistently throughout the System

h. All search results displayed consistently throughout the System (i.e., name

formats standardized)

The System will allow Users to see a list of, and review, past applications and
FR1.48 other activities related to the Applicant and have the capability to filter access Y L Phase 3
to information based on user permissions
The System will allow the Applicant to explore additional services available

FR1.49 through the DHS portal Y L Phase 1
FR1.50 The System will provide real—t.lme visibility to case information to all internal v c Phase 3
case workers and external Clients
The System will make all applicable forms available for users to download, pre- Additional

FR1.51 populated with the Client's information previously provided to any IE-BM Y D

Program (e.g., TANF/TEA, Medicaid or SNAP) Phases
FR152 The System will make forms avallaple on-line for specific time periods v D Phase 1
established through predefined business rules
User Account Management
The System will support one Client account for all programs on the IE-BM
FR1.53 Platform (e.g., the Client account is shared between Programs) Y L Phase 1
FR1.54 The System will allow users to create a new client record if a Client cannot be v L Phase 1

uniquely identified

The System will only allow one case per Client and provide safeguards to
FR1.55 avoid Clients establishing multiple cases. This includes accounts for all Y C Phase 1

programs running on the IE-BM System

The System will allow users to report duplicative records to the system

FR1.56 administrator, where multiple matches correctly identify the same Client

Y C Phase 2
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FR1.57

FR1.58

FR1.59

FR1.60

FR1.61

FR1.62

FR1.63

FR1.64

FR1. General

The System will provide the ability for authorized third party representatives to

support multiple Clients through the eligibility process with their own unique log-

in information

The System will provide the ability to historically track changes to Client's
information for all of the information collected during the redetermination and
change submission processes

The System will time and date stamp all changes made to a Client record and
maintain an audit trail that records what information was changed, when the
change was entered and by whom

The System will create a user account for new users. Data elements may
include, but are not limited to:

a. First name

b. Last name

c. Account password

d. Contact information (e.g., email address, phone number, etc.)

e. Preferred method of communications

f. Emergency contact

The System will grant and limit access to Clients, State staff, and authorized
representatives to view/update information, based on user role, access rights
and program rule

The System will assign a user the proper access role(s) and create a
username and temporary password

The System will ensure that Applicants new to the IE-BM System applying
online establish a user account before applying for benefits. The System will
allow DHS staff with the appropriate permissions to create accounts for
Applicants new to the IE-BM System if they apply through other means.

The System will allow users to update their username and password for those
accounts that have not been flagged as potential or actual cases of fraud or
abuse

T6_Functional_RTM__FINAL_1.xlsx
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Phase 1

The IBM team wishes to clarify that we
recommend allowing users to create their
own user name and password as that is
the industry standard.

The IBM team wishes to clarify that it is
common to allow users to change their
password, but not their username. We
recommend modifying this requirement to
read: "The System will allow users to
update their password for those accounts
that have not been flagged as potential or
actual cases of fraud or abuse." as that is
the industry standard.

12 of 63



FR1. General

The System will display options for users who have already created a user

FR1.65 account but have forgotten their login credentials Y ¢ Phase 1
FR1.66 The System will allow managing access rights through predefined user profiles Y C Phase 1
FR1.67 The System will allow the system administrator to create and customize v c Phase 1

predefined user profiles
The System will support multiple user profiles and roles. Authorized users must
FR1.68 be able to define and change the functions, capabilities and data access rights Y C Phase 1
associated with each role or profile
The System will capture the Client’s preferred method of contact and will be
FR1.69 able to capture multiple mailing and physical addresses for each person, Y C Phase 1
including a primary mailing and physical address
The System will have the capability to automatically deactivate a user account

FR1.70 . Y C Phase 1
based on business rules

FR1.71 The System_wﬂl have the capability to lock out a user after a specified number v c Phase 1
of failed log-in attempts

FR1.72 The S_ystem WI|| enforce minimum password requirements compliant with State v c Phase 1
security policies

FR1.73 The System will display all current user specified preferences (if existing) or v c Phase 2

default preferences (if none exist)
The System will allow a Client to specify or update their preferences.
Preferences may include, but are not limited to:
a. Preferred method of communication (e.g., e-mail, SMS, phone, etc.)
FR1.74 b. Subscription to alerts and notifications (e.g., changes to Client record, new Y C Phase 2
messages, referral changes, etc.)
c. Notification types desired
d. Preferred language
The System will allow authorized State users to disable external login for

FRL75 specific cases (e.qg., if fraud is detected) Y L Phase 1

FR1.76 The System will automgtlcally sign qff exFerngI users (e.g., Clients and service v L Phase 1
providers) after a certain amount of inactive time

FR1.77 The System will allow an Authorized Representative to perform all functions v c Phase 3

available through the self-service Portal on behalf of the Client
The System will support establishing Authorized Representative(s) for each

FR1.78 user account and capturing their contact information, preferred method of Y D Phase 3
communication, and demographic information
The System will require an Eligibility Worker to verify, during an in-person

FR1.79 appointment, that the Client approves adding an Authorized Representative Y C Phase 3
prior to establishing an account
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FR1.80

FR1.81

FR1.82

FR1.83

FR1.84

FR1. General

The System will provide the capability for a single Authorized Representative to
represent multiple Clients

The System will send all correspondence to the Authorized Representative in
addition to the Client

The System will support de-authorizing an Authorized Representative per
Client's, Authorized Representative's or DHS staff's request and notify the
parties of the change

The System will allow appropriate users to prevent normally-authorized users
accessing and/or updating a case, including, but not limited to:

a. Specific "high-profile" cases

b. Employees' or relatives' cases

The System will support name structure including special characters and other
symbols common to DHS

Validation Checks

FR1.85

FR1.86

FR1.87

FR1.88

FR1.89

FR1.90

The System will validate information as the data is entered including, but not
limited to:

a. Required field completion

b. Field content types (e.g., names must not contain numbers)

c. Acceptable values (e.g., no birth dates before 1/1/1900, zip code must have
5 characters and valid for State of Arkansas, etc.)

d. Prevent duplicate data (e.g., social security numbers)

The System will ensure that data is formatted (e.g., entered and presented)
similarly for similar data fields including, but not limited to:

a. Phone numbers

b. Addresses

c. Social Security Numbers

d. Email addresses

e. Other data fields as defined by DHS

The System will have a spell check function for all text (e.g., secure messages,
case notes)

The System will validate that all mandatory data fields have been completed
when a user attempts to submit a form

The System will validate address information including address, zip code,
census tract, etc. and provide the capability for users to update their
information to the validated information

The System will allow for a system administrator to indicate mandatory and
optional fields in forms
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FR1. General

The System will provide the ability for users to format text in the System (e.g.,

capitalization, special characters, highlight, bold, underline) Y L Phase 1

FR1.91
The System will ensure a Client’s information (education level, income,

FR1.92 household) is maintained and consistent between the different Programs within Y C
the scope of the IE-BM System

Additional
Phases

FR1.93 The System will standardize address information against an external database Y L Phase 1

The System will have the capabilities to upload images from a variety of media
including, but not limited to, CDs, flash drives and scanners

The System will allow the Intake Worker with proper authorization to override
the deadline before which additional actions must be taken

Alerts and Notifications

FR1.94 Y C Phase 1

FR1.95 Y L Phase 3

The System will have the ability to manually or automatically generate alerts
and notifications for users (Worker or Client) according to the rules defined by
DHS including, but not limited to:

a. Events that occur throughout the entire life of the case

b. Actions that need to be taken

c. Changes to a case (e.g., age threshold has been hit)

d. Calendar-based events

e. Events independent of case events (e.g., alerts related to emergencies)

FR1.96 Y L Phase 3

The System will support sending global alerts/notifications to a broad user
group based on a variety of factors including, but not limited to:
a. User Role
FR1.97 b. Profile (e.g., subscriptions preferences) Y D Phase 3
c. Client consent provided
d. Access rights
The System will support Client's selected preferred method of communication
(e.g., SMS, email, paper, secure messaging)
The System will support requiring notifications be sent by a specific method
(e.g., some documents must be mailed, some via certified mail, certain
FR1.99 messages cannot be sent via SMS due to security reasons) and restrict Y C Phase 2
notifications be sent through certain method (e.g., certain acknowledgements
will only be sent electronically)

FR1.98 Y C Phase 2

The System will send notifications based on the user's preferred method of
FR1.100 communications and the notification's configured method of communication. Y D Phase 2
Where possible, electronic delivery methods (email, SMS) will be selected.
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FR1.101

FR1.102

FR1.103

FR1.104

FR1.105

FR1.106

FR1.107

FR1.108

FR1.109

FR1.110

FR1.111

FR1.112

FR1.113

FR1. General

The System will provide the capability to simultaneously send notices,
correspondence or other materials to multiple Clients via various channels as
per State policy

The System will have the capability to consolidate multiple, mandated
communications into one mailing per predefined business rules (e.g., if multiple
different communications are being sent to a Client on the same day they
should be consolidated)

The System will allow Clients and other users to subscribe and unsubscribe to
certain alerts and natifications, based on policy and role

The System will provide the ability for authorized users to generate and send
mandatory alerts and notifications to all Clients and other users of the System

The System will allow the inclusion of hyperlink references within the content of
the alert or notification

The System will save all notifications generated and sent to users
The System will support users producing printable versions of all notifications

The System will provide the ability for authorized users to direct notifications for
deceased Clients to the emergency contact in the Client record

The System will send alerts/notifications to users who have: (1) subscribed or
been assigned to these types of notifications, (2) the correct access rights, and
(3) have a valid reason for viewing this data

The System will be able to generate reminder e-mail, text message or other
notifications to remind Clients of required activities throughout the entire life of
the case (e.g., eligibility review, Semi-Annual Report, medical evaluations,
appointments, pended documents, etc.)

The System will track the status of each Program'’s eligibility status through the
entire eligibility process and allow the Applicant to view the status from their
account

The System will save un-editable versions of all notices and forms completed
or submitted

The System will require the appropriate security is required to view sensitive
information (e.g. rather than sending sensitive information via email or text,
provide a link which requires the client to log in before viewing the notification)
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FR2. Pre-Screening

State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-6 - Functional Requirements Traceability Matrix

Pre-Screening

The System will allow the public to access the anonymous pre-
screening tool (e.g., no login required) via the Internet and receive
FR2.1 eligibility guidance (e.g., probably eligible for benefits, not eligible for 1 Y L Phase 1
benefits or not enough information to issue eligibility guidance) for
user-selected programs based on predefined program rules

The System will display the various program options and program The IBM team suggests removing

information with drill-down capability for detailed information and will "Other as determined by the State".

prompt the user (e.g., the Client, Eligibility Worker) completing the pre- Our proposed Solution provides the

screening tool or application to select one or more of the following functionality for a DHS System

programs: Administrator to maintain the list of

a. All Programs programs and their detailed

b. Medicaid/CHIP (Traditional and MAGI) information, including adding new
FR2.2 c. AR Works 1 Clarification C Phase 1 programs in the future (assuming

d. SNAP other programs are not part of the

e. TEA scope of this RFP). However, in

f. WIC order for potential eligibility to be

g. LIHEAP determined for new programs, the

h. CCDF corresponding eligibility rulesets

i. VA would need to be documented,

j. Other, as determined by the State configured, and tested.

The System will allow the Applicant to complete one pre-screening
questionnaire and get an eligibility assessment for all AR DHS

FR2.3 benefits, regardless of whether the System supports the Program L Y D Phase 1
rules for final eligibility determination
FR2 4 The System will provide a set of questions to capture Applicant data 1 v D Phase 1

for use in providing guidance for programs or benefits and will only
If the Applicant chooses specific Program(s), the System will ask only

FR2.5 those questions required to make a preliminary eligibility determination 1 Y C Phase 1
for the chosen Program(s)
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FR2. Pre-Screening

The System will capture all current sources of gross income

FR2.6 [(estimated) and will calculate the monthly income if the Applicant does Phase 1
not know or cannot estimate their monthly income
The System will provide guidance to the Applicant regarding which
assets/resources to include in the calculation for total value of the
assets including, but not limited to, the following types of assets:
FrR27 & B'anl_< accounts Phase 1
b. Liquid assets
c. Real estate
d. Life insurance
e. Other assets/resources as defined by DHS
The System will provide guidance to the Applicant regarding expenses
criteria including, but not limited to, the following types:
a. Medical expenses
b. Living arrangement expenses
c. Utility expenses
FR2.8 d. Alimony/child support Phase 1
e. Dependent care expense
f. Incapacitate adult expenses
g. Shelter expenses
h. Other expenses as defined by DHS
The System will determine and display, based on predefined eligibility
business rules, the preliminary eligibility assessment for selected
programs including, but not limited to, the following program specific
determinations:
FR2.9 a. The Applicant may be eligible for these benefits Phase 1
b. The Applicant may not be eligible for these benefits
c. The Applicant did not provide enough information to determine
whether or not the Applicant may be found eligible for benefits
The System will display text explaining how the eligibility guidance
FR2.10 |was made and any limitations (e.g., the guidance is not a guarantee of Phase 1
eligibility)
The System will provide the Applicant easy access to the online
integrated application and provide instructions how to apply for
FR2.11 |benefits and receive an official decision about his/her (or household) Phase 1

eligibility, even if the pre-screening tool indicates that the Applicant
may not be eligible
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FR2.12

FR2. Pre-Screening

The System will provide easy access to the integrated application and

the option of transferring the Applicant's data from the anonymous pre-|
screening tool to the self-service integrated application, even if the pre
screening tool indicates that the Applicant may not be eligible

Phase 1

FR2.13

The System will require the Applicant to create an account online and
allow information to pre-populate pre-screening data entry fields into
the integrated eligibility application, where appropriate, if the Applicant
elects to apply in the same session

Phase 1

FR2.14

The System will allow pre-screening queries from potential Applicants
who currently reside in other states besides Arkansas

Phase 1

FR2.15

The System will alert the Applicant of their rights and options for voter
registration

Phase 1

FR2.16

The System provides the Applicant a list of community action
agencies at which the Applicant can apply if the Applicant appears
eligible for LIHEAP

Phase 1

FR2.17

The System will provide any available information regarding actions
the Applicant may take such as seeking assistance from supplemental
resources, if the Applicant does not appear to qualify for a specific
Program

Phase 1

FR2.18

The System will provide the Applicant the available options for
receiving and completing an application, including but not limited to:
a. Contacting a DCO County Office

b. Mailing a paper application

c. Accessing the online application if they choose to apply at a later
time

Phase 1

FR2.19

The System will allow the Applicant to re-start the process and enter a
new set of information at any time

Phase 1

FR2.20

The System will allow the Applicant to erase all entered information at
any time prior to final submission of the pre-screening questionnaire

Phase 1

FR2.21

The System will allow the Applicant to exit the pre-screening process
at any time before final submission without formal application to any
Program

Phase 1

FR2.22

The System will allow the Applicant to complete an application to get
an official decision about his/her (or household) eligibility even if the
Pre-screening tool indicates that the Client may not be eligible

Phase 1
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FR2.23

FR2. Pre-Screening

The System will provide the Applicant a PDF version of the
information presented and the preliminary eligibility determination that
can be printed or emailed to the Applicant (i.e. a receipt)

Phase 1

FR2.24

The System will allow Arkansas staff to easily update/add/modify the
rules applied to and Programs included in the pre-screening
application

Phase 1

FR2.25

The System will provide context sensitive help (i.e., pop up text when
the Applicant positions the mouse over a specific field)

Phase 1

FR2.26

The System will display the DHS contact number(s) throughout the
application process

Phase 1

FR2.27

The pre-screening questionnaire will be written in such a way that
complies with Limited English Proficiency (LEP) requirements as
defined by Program policy

Phase 1

FR2.28

The pre-screening questionnaire and instructions will be available per
State language requirements (for example Spanish and Marshallese
in addition to English), and the Applicant will be offered the choice of
language at the beginning

Phase 1
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FR3. Application

State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-6 - Functional Requirements Traceability Matrix

Integrated Eligibility Application

Application General Requirements

The System will support the following application submission approaches:
a. On-line via the portal
b. Fax
FR31 & Emal 2,34 Y c Phase 1
d. Mail
e. In person
f. Drop off
g. On the telephone

The System will prompt the Applicant to select one or more of the following:
a. All Programs
b. Medicaid/CHIP (Traditional and MAGI)
c. AR Works
d. SNAP
FR3.2 e TEA C39 2 Y C Phase 1
f. WIC
g. CCDF
h. VA
i. Other, as determined by the State

The System will pre-populate the information fields whenever available,
including, but not limited to information from the Applicant’'s DHS account and
pre-screening application:
a. Name
b. SSN
FR3.3 c. DOB 2,3,4 Y C Phase 1
d. Address
e. Household members
f. Income
g. Assets/Resources
h. Others to be defined by the State
The System will search the Client’s existing IE-BM case record and link it to

FR3.4 the new application if the Applicant has submitted an application or received 2 Y C ﬁﬁgglssnal
benefits for any DHS, DWS and/or ADH (WIC) Program
FR35 The System will present the Applicant the option to start a new application or 2 v c Phase 1

continue a previous application, if one is available
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FR3.6

FR3. Application

The System will capture the Applicant’s consent to share and use their
information according to State policy

2,3,4

Phase 1

FR3.7

The System will present the history of any disability to the Applicant including,
but not limited to:

a. Whether the Applicant has previously been evaluated for a disability

b. History of closures to benefits, especially recent closures

c. Information regarding treatment compliance (e.g., proof of compliance)

Additional
Phases

FR3.8

The System will determine if the Applicant must be reviewed by the Medical
Review Team (MRT) to verify the disability. If this is the case, the MRT will be
notified by the System

2,3,4

Additional
Phases

FR3.9

The System will determine and display the list of documentation required for
the application to be considered complete

Phase 1

FR3.10

The System will allow the Applicant to proceed with the application process
(i.e., to schedule and attend the interview, if applicable), but will prevent the
Applicant from receiving benefits until the Applicant submits the required
documents and the Eligibility Worker has verified the documents and
completed the required interview

Phase 3

FR3.11

The System will display the summary of the information collected and allow the
Applicant to make final changes/updates to all data elements

Phase 1

FR3.12

The System will start the timer for the deadline against which the application
must be processed, according to State and Federal guidelines, if the Applicant
has completed the minimum requirements (i.e., Applicant name, address,
electronic signature)

2,3,4

Phase 1

FR3.13

The System will capture key information required to prioritize, route and track
the application (at the Program specific application level). This may include,
but is not limited to:

a. Presumptive eligibility for Medicaid

b. Expedited SNAP benefits

c. Disaster SNAP (D-SNAP)

2,3,4

Phase 2

FR3.14

The System will require the Applicant to complete additional data fields, to be
defined by the State, for the State to conduct child support enforcement
activities. The System will provide the Applicant’s furnished information to the
Child Support System

Phase 2

FR3.15

The System will determine the Program specific deadline by which outstanding
items must be completed

2,3,4

Phase 3

FR3.16

The System will validate information based on available real-time and stored
data sources

2,3,4

Phase 2

FR3.17

The System will flag information for review by the Eligibility Worker if the
results of the verifications are different than what is reported by the Applicant
(If the person is only applying for programs that are not administered by IE-BM
(WIC, VA Benefits, Child Care) the data will be flagged and sent to the
appropriate system.)

2,3,4

Phase 2

FR3.18

The System will allow the Applicant to schedule the appointment for their
eligibility interview if the System determines an interview is required

Phase 3

FR3.19

The System will generate a formal notification, reporting each Program for
which the Applicant has submitted an application (or for all DHS/DWS
Programs) and send the natification to the Applicant via their preferred method
of written contact

2,3,4

Phase 1
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FR3. Application

The System will provide the Applicant with the ability to withdraw the

FR3.20 S L A 2 Y L Phase 1
application at any point in the application process

FR3.21 Thg System W|_|| send the Appllcant a not|f|c_at|qn reporting each Program for 2 v D Phase 1
which the Applicant has withdrawn the application

FR3.22 The System will capcel the appomtrlnlent schedyled if the Applicant has 2,21 v c Phase 3
withdrawn all of their Program specific applications
The System will allow Applicants to leverage documents and information 212 41‘29

FR3.23 [|submitted across divisions (e.g., Applicants do not need to submit information 13’ 15’ Y C Phase 1
and documents required for DHS if they have already been submitted) i7 ’

FR3.24 The System will allow appropriate State users to leverage documents and v c Phase 1

information submitted across agencies

The System will support one Applicant account for DHS, DWS, ADH (WIC)
FR3.25 |and DFA Programs. The system will not allow users to establish multiple 2 Y L Phase 3
accounts within the system

The IBM team would like to
clarify that OOTB Curam
maintains the original submitted
application as a PDF, but allows
the captured data to be further

The System will prevent the submitted application from being edited until the edited by those with security

FR3.26 A . 2 Clarification L Phase 3 access before and after the
eligibility interview . . ) . .
interview while retaining a history
of changes. This can be
leveraged to add edits to meet
the specific requirement to
prevent editing until the eligibility
interview.
FR3.27 The _S_ystem _WI||_II’a’Ck th_e !nformatlon req_uwed to gstqbllsh the Program _ 2.3,4 v L Phase 3
specific application’s priority (e.g., expedited applications for faster processing)
FR3.28 The System will provide a PDF version of the information presented that can 2 v L Phase 1

be printed or emailed to the Applicant

The System will send a State-defined message to the Applicant using email or
FR3.29 |SMS/text based on their preferred method of communication if an application 2 Y D Phase 2
remains in "draft" state for a predefined time period

The System will assign priority and track deadlines to comply with State and

FR3.30 Federal guidelines 234 Y ¢ Phase 1

FR3.31 The System, user |ntgrface, and Application will minimize the use of complex all v c Phase 1
language and terms (i.e., fourth grade level), as defined by Program policy

FR3.32 The application and instructions will be available per State language all v c Phase 1

requirements (for example Spanish and Marshallese)
FR3.33 |The System will track all historical actions taken on a case all Y L Phase 3
The System will allow State staff (those with proper authorization only) to easily
add, remove, and edit questions in the eligibility application

FR3.34 2,3,4 Y L Phase 1
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FR3.35

FR3.36

FR3.37

FR3. Application

The System will provide the capability to capture multiple addresses for each
person and select different mailing address for notices, correspondence and
other materials by type and/or by period of time

The System will allow appropriate staff (e.g., site supervisors, unit supervisors,
Program administrators) to access case files and review the eligibility
determinations made by Intake Workers

The System will support receiving applicatoins from the Federally Funded
marketplace, confirming they are complete, alerting eligibilty workers if they are
not complete and processing the applications through a flow similar to
applicatoins received on line if they are complete

Application Completed Online

FR3.38

FR3.39

FR3.40

FR3.41

FR3.42

FR3.43

FR3.44
FR3.45

FR3.46

FR3.47

FR3.48

FR3.49

The System will allow the Applicant to select the “Integrated Eligibility
Application” on the DHS internet portal in order to begin the application
process

The System will require the Applicant to enter their credentials to log in if the
Applicant has already created a user account for DHS

The System displays options to recover the Applicants credentials if the
Applicant has already created a user account but has forgotten their login
credentials. Options include but are not limited to:

a. Correctly answering their security questions

b. Contacting a help line

c¢. Asking to have a new, temporary password emailed to their email address
on file

The System will allow the Applicant to create a new account if the Applicant
has not yet created a user account

The System will display the various Program options and Program information
including the ability to review additional details about each Program, the
benefits it provides, and the primary eligibility criteria

The System will display a step-by-step form with branching logic requesting
required and optional data elements (as defined by State and Federal policy)
about themselves and all household members

The System will provide context sensitive help (e.g., knowledge repository,
procedure documentation, etc.) through the user interface

The System will provide the option to attach electronic documentation

The System will present the preliminary eligibility determinations by Program to
the Applicant and display additional actions by Program that the Applicant will
need to complete before they can receive benefits

The System will be designed for Applicants to enter their data into the System
once

The System will support users submitting the required approvals (consents) to
share their information between Programs

The System will allow the Applicant to restart the process and enter a new set
of information at any time prior to final submission of the application
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FR3.50

FR3.51

FR3.52

FR3.53

FR3.54

FR3.55

FR3. Application

The System will allow the Applicant to save the application and exit at any time
before final submission without formal application to any Program

The System will allow the Applicant to resume saved applications from the
most advanced location of the application

The System will allow the Applicant to give access to their draft or completed
applications to an Intake or Eligibility Worker

The System will archive or remove applications in un-submitted, approved or
denied status in accordance with record retention and other state policies

The System will accept electronic/telephonic signatures at the appropriate
points in the application process

The System will display DHS contact numbers throughout the application
process

Application Completed with an Intake Worker

FR3.56

FR3.57

FR3.58
FR3.59
FR3.60

FR3.61

The System will provide a User Interface configured for use by Intake Workers
to complete the application with the Applicant

The System will allow the Intake Worker to create a new record for the
Applicant if the Applicant does not exist in System

The System will support Intake Workers searching for an Applicant across all
Programs on the System

The System will allow the Intake Worker to record any notes taken

The System will allow the Intake Worker to see a list of, and review, past
applications for the Applicant

The System will allow the Intake Worker to confirm, deny and add comments
to information collected from external database queries and search results

Application Completed by Applicant on a Paper Form

FR3.62

FR3.63

FR3.64

FR3.65

FR3.66

The System will utilize bar coding and Optical Character Recognition (OCR) to
read the application and pre-populate information whenever possible

The System will display the scanned application in order for the Intake Worker
to confirm any pre-populated fields

The System will pre-populate the information fields from the Applicant’'s DHS
account and pre-screening application where the information is not available
from the scanned image

The System will allow the Intake Worker to review the pre-populated fields and
enter in corrected or new information

The System will display the application information in the same sequence as
on the paper application in order to facilitate data verification and entry
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FR3. Application

Authorized Representatives

FR3.67

FR3.68

FR3.69

FR3.70

FR3.71

FR3.72

FR3.73

FR3.74

FR3.75

The System will support account registration of third parties who are authorized
to help Applicants complete the application in the field, including hospitals
certified by the State to support a client’s presumptive eligibility for Medicaid

If the application is completed with the help of a third party, the System will
record the user (third party) who helped the Applicant complete the application

The System will allow the Intake Worker to associate an Applicant with an
Authorized Representative

The System will capture the Authorized Representative’s relationship to the
Applicant

The System will display a list of Applicants for whom the individual can act as
an Authorized Representative. An Authorized Representative is an individual
empowered to act on behalf of another Applicant

The System will capture the Authorized Representative’s contact information
and preferred method of contact

The System will send all correspondence to the Authorized Representative in
addition to the Applicant until the Authorized Representative is de-authorized

The System will allow the Applicant or the Authorized Representative to de-
authorize the Authorized Representative from viewing and acting on behalf of
the Applicant, when the Authorized Representative is not a legal guardian,
under specified conditions

The System will notify both parties of authorization or de-authorization of an
Authorized Representative to act on behalf of an Applicant
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FRA4. Interviews

State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-6 - Functional Requirements Traceability Matrix

Interviews
The term "fuzzy logic" is not
measureable and will be
difficult for the State and
vendor to easily verify the
requirement is met. The IBM
team recommends modifying
the requirement to read: "The
System will allow authorized
FRA1 The System Wi|! aIIQW authorized users to search for Applicants/Clients and all Clarification L Phase 3 users to searf:h for
completed applications using fuzzy logic Applicants/Clients and
completed applications using
complex search screens which
can search based on partial
name searches, soundex
searches, date ranges,
addresses, program type, and
application status and
reference numbers."
The System will present relevant information to the Eligibility Worker related to
FR4.2 Fhe Applicant t_hat is aIr_eady in the Syst_em,_as allowed by Stat'e pplicy, 5,14 v D Phase 3
including previous applications, determinations, flags, determinations of fraud,
and existing overpayments
The System will issue a request to the Applicant to contact the DCO County
FR4.3 |Office to reschedule the required interview if the Applicant does not attend a 5,14 Y D Phase 3
scheduled appointment if required by the Program policy
FRA4 The System'will di'splay the steps (i.e. a script) for the Eligibility Worker to 5,14 v D Phase 3
conduct the interview
FRAS The_ Syst(_em vyill as_sociate interview notes with the specific Program for which 5, 14 v D Phase 3
the interview is being conducted
The System will record the Applicant’'s worker classification (e.g., mandatory,
FR4.6 [voluntary, not work eligible) and make it available to the E&T or DWS 514 Y L Phase 3
Systems
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FRA4. Interviews

The System will display all information required to complete the interview and

FRa4.7 prompts the interviewer to collect any additional content 5 14 Y D Phase 3
FRA.8 The .System V\{I" recor.d WhI.Ch data the Eligibility Worker has validated and 5, 14 v D Phase 3
confirmed during the interview
FR4.9 The System WI|| present a list of the documents still outstanding for each 5,14 v L Phase 3
Program applied
The IBM team would like to
clarify that Cram OOTB is
configured with policy to
specify verification
requirements based on policy
and evidence provided by the
. - . Client in the interview. We
FR4.10 The System will record any additional documentation requested by the 5,14 Clarification D Phase 3 have assumed the State is

Eligibility Worker requesting the ability for

Workers to manually define
what documentation is required
beyond captured policy, which
is why we have identified the
Solution Method as New
Development.

The System will allow the Eligibility Worker to override data fields if the
FR4.11 [Applicant indicates the pre-populated application data is not correct or current | 5, 14 Y L Phase 3
and the System will record both the original data as well as the modified data

The System will alert the authorized approver of the change to the original

FR4.12 data and will require approval of the override, if required by policy

5,14 Y C Phase 3

The System will validate the information provided by the Eligibility Worker

FR4.13 during the interview based on available real-time and stored data sources

5,14 Y D Phase 3

The System will display the summary of the collected information and allows
FR4.14 |the Eligibility Worker to make final changes/updates after reviewing the 5,14 Y L Phase 3
collected information with the Applicant

The System will save a summary of all the documents provided, any

FRA4.15 outstanding actions, and actions taken during the interview 5 14 Y L Phase 3

FR4.16 The Sys_tem Wll! aIIovs_/ the Eligibility Worker to record any notes taken while 5,14 v L Phase 3
conducting the interview

FRA.17 I:r?ﬁiﬁstem will track documents — electronic and paper — received and/or 5,14 v L Phase 3
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FR4.18

FR4

The System will send interview appointment reminders to Applicants, using
the Applicants preferred electronic communications method and at a
frequency and timeframe determined by the State

. Interviews

5,14

Phase 3

FR4.19

The System will prompt the Eligibility Worker to ask any IE-BM Program-
specific application and interview questions the Client has not already
answered if the Client is interested in receiving benefits from an IE-BM
Program in which they are not yet enrolled

5,14

Phase 3

FR4.20

The System must track tasks by type, deadline, and priority

Phase 3
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FR5. Documentation

State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-6 - Functional Requirements Traceability Matrix

Documentation

Electronic Documentation

FR5.1

FR5.2

FR5.3

FR5.4

FR5.5

FR5.6

FR5.7

FR5.8

FR5.9

FR5.10

FR5.11

The System will display to the Applicant/Client any outstanding required
documents when Applicant/Client logs into their online account

The System will display a list of documents, as defined by the State,
that can be submitted by the Applicant/Client at any point

The System will allow the Applicant/Client to select the specific
document type to be uploaded

The System will allow the Applicant/Client to upload the electronic
version/picture of the required documents

The System will determine if the document(s) provided are readable and
in a file format acceptable to the State

The System will allow the Applicant/Client to enter any additional
information required including free form text comments

The System will associate all attachments with the Applicant/Client
record and application and provide confirmation after saving the
additional information successfully

The System will create an itemized list of documents that have been
provided. The itemized list will serve as a receipt and will be issued to
the Applicant/Client in the manner chosen by the Applicant/Client (e.g.,
printed, emailed, mailed)

The System will support authorized DHS Workers uploading electronic
documents (e.g. medical records) to an Applicant/Client's record

The System will allow Applicants/Clients to leverage documents and
information submitted across divisions

The System will recognize that documents submitted for one benefits
Program will also be applied to the same Applicant/Client’s application
to other benefits Programs when the other benefits Program requires
the same document; the Applicant/Client will not be required to resubmit
the same document
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FR5.12

FR5. Documentation

The System will recognize that a certain type of document may be
required for some cases in order to render an eligibility determination
whereas in other cases the same type of document will only be required
to submit a change in circumstance

Paper Documentation

FR5.13

FR5.14

FR5.15

FR5.16

FR5.17

FR5.18

FR5.19

FR5.20

FR5.21

FR5.22

FR5.23

FR5.24

FR5.25

The System will provide a user interface configured to allow Document
Processing Staff to upload imaged paper documents

The System will allow the Documentation Processing Staff Worker to
upload documents to the Applicant’s record

The System will identify if the document contains a DHS barcode, and
the information about the form will be read from the barcode and
uploaded with the document

The System will determine if the document(s) provided are readable

The System will recognize that a blank document has been submitted,
delete the image and prompt the Documentation Processing Staff
Worker to repeat the upload

The System will require the Documentation Processing Staff Worker to
indicate the type of document if the document was not barcoded

The System will allow the Documentation Processing Staff Worker to
enter additional information or comments in a free text box

The System will notify the Client/Applicant of receipt of the document
and next steps the Client/Applicant must take

The System will begin the timer, upon successful upload, indicating
when the paper documents should be destroyed

The System will time stamp the document entry and save the document
in the repository of documents that were unable to be associated with a
case record if the Document Processing Staff Worker is unable to
identify the specific case to which the document should be associated

The System will make the documents searchable and able to be
associated with a case record if more identifying information is
associated with the document at some point in the future

The System will receive electronic versions of the paper documents
(e.g., email or fax) and consider these similar to electronic documents

The System will purge unassociated documents based on State policy
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FR6. Eligibility Determination

State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-6 - Functional Requirements Traceability Matrix

Eligibility Determination/Spend-Down

Eligibility Determination

The System will continuously review all submitted applications and

FR6.1 redeterminations to determine if all of the required documents and information Y

for a Program specific application or redetermination have been submitted

The System will notify the Eligibility Worker that there are applications or
redeterminations that require Eligibility Worker review if the System identifies
an application/redetermination which, based on State or Federal policy,
requires Eligibility Worker review in order to process the determination

FR6.2

The System will prioritize the work queue of eligibility determinations based on
policy

The System will allow the Eligibility Worker to search for applications or
redeterminations by a number of factors including, but not limited to:

a. Date of application

FR6.3

FR6.4 b. Expedited applications 8 Y

c. Program(s)

d. Geography/DCO County Office

e. Eligibility Worker conducting interview

The System will allow the Eligibility Worker to select an application that is ready
for processing

The System will indicate that it has validated the information provided based on
available real-time and stored data sources and allow the Eligibility Worker to
view the information/documents provided to determine whether they satisfy the
information/documentation requirements

FR6.7 The System will calculate the benefit amount 8
The System will allow the Eligibility Worker to authorize the benefits issuance, if

FR6.5

FR6.6

FR6.8 ; ) 8
required by policy
The System will incorporate existing overpayments information and any flags to
FR6.9 the Client/Applicant’s eligibility (e.g., IPV first offender, IPV second offender, or 3 v
. IPV third offender) into the eligibility determination and update overpayments
information accordingly
FR6.10 The System will display the Program specific eligibility determinations and 8 v

benefit amounts for each Program applied
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FR6.11

FR6. Eligibility Determination

The System will make one of two determinations:

a. Approved, whereby no actions are outstanding, a certification/eligibility
period is established, and the benefits are approved

b. Denied and/or closed (for redetermination/recertification), whereby the
Program specific determination or redetermination application is denied or
closed outright, respectively

Phase 3

FR6.12

The System will record why the application was denied

Phase 3

FR6.13

The System will allow the Client/Applicant to submit new information before a
certain deadline as defined by Program policy if the application is denied

Phase 3

FR6.14

The System will not create a new case but will re-open the previously closed
one if the Client Case was “closed” but then the Client was “approved” for
benefits based on a subsequent case action

Phase 3

FR6.15

The System will generate a notification to the Client/Applicant indicating their
application’s status and any outstanding actions and send the notification via
the Client/Applicant’s preferred method of communication

Phase 3

FR6.16

The System will deny benefits or change the Client/Applicant’s status to
ineligible and terminate any benefits currently being issued to the
Client/Applicant if all outstanding actions have not been completed within the
predetermined time

Phase 3

FR6.17

The System will allow the Eligibility Worker to update the deadline on the
System if the Eligibility Worker determines that the Client/Applicant is not at
fault (e.g., the third party Service Provider has not yet scheduled or conducted
the evaluation)

Phase 3

FR6.18

The System will provide the WIC eligibility information to the ADH WIC System
for all applicants

Phase 3

FR6.19

The System will provide the TEA eligibility information to the DWS Welfare-to-
Work System

Phase 4

FR6.20

The System will receive information about the required participation for Able-
Bodied Adults Without Dependents

Phase 3

FR6.21

The System will provide the SNAP referral information to the E&T Vendor
System for appropriate participants

Phase 3

FR6.22

The System will capture E&T or Workfare participants who do not comply with
mandatory participation requirements

Phase 3

FR6.23

The System will provide the Medicaid/CHIP/AR Works eligibility information
and cost of care amount to the Division of Medical Services MMIS

Phase 3
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FR6.24

FR6.25

FR6.26

FR6.27

FR6.28

FR6.29

FR6.30

FR6.31

FR6.32
FR6.33

FR6.34

FR6. Eligibility Determination

The System will produce a report of all Clients who are eligible for HCBS
Waivers and the date and time of their eligibility. This report will include all
Clients for whom a HCBS Waivers enrollment has not yet occurred (i.e. those
waiting for a program slot)

The System will allow the Eligibility Worker to enter the date of the program
placement upon placement of a Client in a HCBS Waivers program slot

The System will update the required annual review date to be the date of
placement into a HCBS Waivers program

The System will allow, based on business rules, certain Program specific
applications to be denied or payments to be authorized automatically based on
the new information without a review by an Eligibility Worker

The System will monitor deadlines on a continuous basis and notify the
Client/Applicant and Eligibility Worker at a predefined frequency per State
policy, send communications reminding them of the missing
information/documentation

The System will allow the Eligibility Worker to override the deadline before
which additional actions must be taken

The System will allow DHS staff (e.g., site supervisors, unit supervisors,
Program administrators) to access case files and review, override and approve
the eligibility determinations made by Eligibility Workers

The System will allow the Eligibility Worker to request additional verifications
and will notify the Client for each verification that has been requested and the
deadline before which each verification must be provided

The System will generate reminders that a vendor payment is due

The System will re-run eligibility for all when the rules engine changes (for
example annual April FPL table updates)

The System will not create a new case but will re-open the previously closed
one if the Client case was “closed” but then the Client was “approved” for
benefits based on a subsequent case action

Spend-Down

FR6.35

FR6.36

FR6.37

The System will determine the spend-down amount by calculating the
difference between the Applicant’s countable income and the Medicaid
countable income threshold upon determination of categorical eligibility with the
exception of the countable income threshold for Medicaid (categorically eligible
— Medicare/over 65, disabled, elderly, pregnant, U18) by the System

The System will notify the Eligibility Worker that there is an Applicant with a
spend-down determination

The System will allow the Eligibility Worker to enter each expense into the
System
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FR6.38

FR6.39

FR6.40

FR6.41

FR6.42

FR6. Eligibility Determination

The System will calculate if the spend-down amount has been met for the
spend-down period, any unmet liability, and the date that eligibility begins and
ends for the period

The System will send a notification to the Client whether the spend-down
amount has or has not been met

The System will inform the DMS MMIS of any unmet liability and the eligibility
start date when the spend down amount has been met

The System will prevent duplicate expenses by warning the Eligibility Worker of
expenses with matching date, type and amounts

The System will calculate and notify Eligibility Worker if bills were paid outside
of the spend-down period

Processing the Semi-Annual Reports (SAR) or Annual Review

FR6.43

FR6.44

FR6.45

FR6.46

FR6.47

FR6.48

The System will display to the Eligibility Worker a queue of submitted Semi-
Annual Reports

The System will allow the Eligibility Worker to review the eligibility
redetermination and benefit amount for each Program for which the Client
submitted the Semi-Annual Report

The System will provide access to external databases for the Eligibility Worker
to conduct any additional research that may be required

The System will identify if the verification differs from the information provided
by the Client and issue a notification to the Client requesting additional
information

The System will generate a notification for the Client with information regarding
the status of their SAR or Annual Review

The System will assign the review to Eligibility Workers based on the business
process defined by the State
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FR7. Benefit Issuance

State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-6 - Functional Requirements Traceability Matrix

Benefit Issuance

FR7.1

FR7.2

FR7.3

FR7.4

FR7.5

FR7.6

FR7.7

FR7.8

FR7.9

FR7.10

FR7.11

FR7.12

The System will determine the appropriate benefit payment dates

The System will identify all payments that are due for the specific time period for
all Clients based on approval status and issuing date (for recurring payments)

The System captures the information associated with these transactions,
including, but not limited to:
a. All funds to be transferred to an EBT account

1. The account number

2. The amount

3. The Program
b. Client demographic information for

1. All new accounts (initial card)

2. Accounts that have updated information
The System will send the benefit issuance information to the EBT vendor’s
system

The System will update the Client’s case to indicate that funds have been added
when the EBT vendor’s system acknowledges receipt of the file

The System will generate a notification for the Client of the availability of funds if
the Client has provided an email address and indicated it as the preferred
method of communication

The System will allow the authorized staff person to withdraw the issuance and
will reflect issuances that are withdrawn via the |IE-BM System and via the EBT
system

The System will authorize Program specific funds to the same EBT card when
the Client is receiving benefits from multiple Programs

The System will notify the EBT vendor of all changes of address, date of birth,
name and other demographic information as defined by the State, regardless of
benefit issuance date

The System will support the sending of emergency benefits issuance
information to the EBT vendor outside of the normally scheduled payment
schedule

The System will identify benefits over a State-specified amount for approval
prior to issuance

The System will include the capability for appropriate DHS staff to issue benefits
as needed
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FR8. Redetermination

State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-6 - Functional Requirements Traceability Matrix

Redetermination/Semi-Annual Reporting

Redetermination/SAR or Annual Review Submitted Online/Paper

The System will indicate which review the Client is scheduled to complete

when a Client logs-in to his/her account

The System will present the Client the option to start a new Eligibility

FR8.2 Redetermination Application/Semi-Annual Report or continue a previous
application, if one is available

FR8.1

FR8.3 The System will pre-populate the information fields whenever available

The System will display a step-by-step questionnaire which collects data that
FR8.4 has changed and is required to issue Program specific preliminary eligibility
redeterminations
The System will display the option to attach electronic documentation if the
FR8.5 System determines documentation is required for the application to be
considered complete
The System will display the summary of the collected information and allows
FR8.6 the Client to make final changes/updates prior to submitting the
redetermination or Semi-Annual Report
The System will assess whether the Client may be qualified to receive
FR8.7 benefits from other Programs and will prompt the Client whether they would
like to apply
The System will validate information based on available real-time and stored
data sources
The System will display additional actions by Program that the Client will
need to complete
The System will flag the appropriate Program specific redetermination
application for an interview or appointment
The System will provide the Applicant an option to withdraw the
redetermination application

FR8.8
FR8.9
FR8.10
FR8.11
The System will send a notification to the Client, through their preferred

FR8.12 communication mechanism, of receipt of the Eligibility Redetermination
Application/Semi-Annual Report and provide a link to the updated case file

The System will, upon request by an authorized user, generate a paper form

FR8.13 pre-populated with the Client's information
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FR8.14

FR8. Redetermination

The System will utilize bar coding and Optical Character Recognition (OCR)
to read the completed redetermination application and populate information
whenever possible

11

Phase 3

FR8.15

The System will display the scanned application in order for the Intake
Worker to confirm any populated fields

11

Phase 3

FR8.16

The System will display the redetermination application information in the
same sequence as on the paper application in order to facilitate data
verification and entry

11

Phase 3

FR8.17

The System will generate a notification for the Client via their preferred
method of communication reminding the Client to complete their eligibility
redetermination application if the deadline by which the eligibility
redetermination application must have been received passes

11,12

Phase 3

FR8.18

The System will send a predefined number of natifications to Clients at
various times before the eligibility redetermination application is due

11,12

Phase 3

FR8.19

The System will provide a link to the eligibility redetermination
application/Semi-Annual Report in the notifications sent to the Client

11,12

Phase 3

FR8.20

The System will indicate missing information in the notifications sent to the
Client

11,12

Phase 3

FR8.21

The System will allow the Client to submit an incomplete eligibility
redetermination application/Semi-Annual Report, as long as the minimum
requirements have been submitted

11,12

Phase 3

FR8.22

The System will immediately send notifications to Clients who submit
incomplete applications and will specify the information that is missing

11

Phase 3

FR8.23

The System will allow the Client to restart the process and enter a new set of
information at any time prior to final submission of the redetermination form

11

Phase 3

FR8.24

The System will allow the Client to delete all entered information and exit at
any time prior to final submission of the eligibility redetermination
application/Semi-Annual Report

11

Phase 3

FR8.25

The System will allow the Client to save the eligibility redetermination
application and exit at any time before final submission without a formal
redetermination request to any Program

11

Phase 3

FR8.26

The System will allow the Client to resume the saved eligibility
redetermination application from the most advanced location of the
redetermination form

11

Phase 3

FR8.27

The System will allow the Client to see a list of, and review, past applications
and/or redetermination requests

11

Phase 3

FR8.28

The System will accept electronic signature at the appropriate points in the
redetermination process

11

Phase 3
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FR8.29

FR8. Redetermination

The System will not consider the redetermination application complete until
the Client provides all of the information, which can occur any time before
the Program specific deadline to complete the Redetermination (i.e., the
eligibility redetermination application/Semi-Annual Report and, if necessary,
the interview)

11,12

Phase 3

FR8.30

The System will allow the redetermination application to be processed
separately from any Program specific application for which the Client is
applying and is not currently enrolled

11,12

Phase 3

FR8.31

The System will allow Eligibility Workers to view partially completed and
saved redetermination applications

11,12

Phase 3

FR8.32

The System will allow the Eligibility Worker to override the deadline by which
the Client must complete the eligibility redetermination application/Semi-
Annual Report

11,12

Phase 3

FR8.33

The System will notify the Client of the updated deadline by which the Client
must complete the eligibility redetermination application/Semi-Annual Report

11,12

Phase 3

FR8.34

The System will flag any updates to the Client’s information for the Eligibility
Worker to verify when reviewing the application, conducting the
appointment, or conducting the redetermination interview

8,11, 12

Phase 3

FR8.35

The System will allow administrators to easily update which fields are pre-
populated and which fields require manual entry on the redetermination
application/SAR or Annual Review

11

Phase 3

FR8.36

The System will not allow Clients to complete and submit redetermination
applications after the deadline specified by Program policy

11,12

Phase 3

FR8.37

The System will track cases for which a redetermination application has
been submitted but a required interview has not been conducted

11,12

Phase 3

FR8.38

The System will track all historical actions taken on a case

all

Phase 3

FR8.39

The System will synchronize the Semi-Annual Report and
redetermination/recertification dates so that households with multiple
Programs will receive a single Semi-Annual Report and a single Eligibility
Review

11,12

Phase 3

FR8.40

The System will, for Clients who apply to additional Programs during the
redetermination process, synchronize interview dates for redeterminations
and new applications to prevent the Client from attending multiple interviews

11,12

Phase 3
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FR8. Redetermination

Redetermination/SAR or Annual Review Completed by Intake Worker
The System will provide a user interface for the Intake Worker to select the

FR8.41 option to enter an Eligibility Redetermination application

The System will prompt the Intake Worker to validate the benefit amount and
FR8.42 . ) . .

information previously submitted and to report any changes

The System will allow the Intake Worker to resume saved applications from
FR8.43 - o

the most advanced location of the application

The System will allow the Intake Worker to see a list of, and review, past
FR8.44 o .

applications for the Client
FR8.45 The System will allow the Intake Worker to continue in process applications

that the Client has previously saved but not submitted
The System will provide a tool for the Intake Worker to verify the value of the
FR8.46 Client's assets/resources when the value is required to render an eligibility
determination
The System will allow the Intake Worker to override the deadline before
which additional actions must be taken
The System will allow the Intake Worker to confirm, deny and add
FR8.48 comments to information collected from external database queries and
search results

FR8.47
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FR9. Client Change

State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-6 - Functional Requirements Traceability Matrix

Client Change

FR9.1

The System will provide the option for a Client to report a change upon
log-in to his/her account

15

Phase 3

FR9.2

The System will display the Client’s information and prompt the Client
to indicate the information that requires an update

15

Phase 3

FR9.3

The System will provide a user interface for the Client to enter the new
information

15

Phase 3

FR9.4

The System will validate the information based on available real-time
and stored data sources

15

Phase 3

FR9.5

The System will determine if documentation is required for the change
to be considered submitted and display the option to attach electronic
documentation

15

Phase 3

FR9.6

The System will generate a notice, resulting from reported changed, to
the Client identifying the specific verifications necessary and the due
date by which the verification must be provided and any action that will
occur, based on State and Federal policy, if the verification is not
provided

15

Phase 3

FR9.7

The System will display the summary of the collected information and
allow the Client to make final changes/updates

15

Phase 3

FR9.8

The System will determine whether the change requires an Eligibility
Worker to review the information, based on State and Federal policy,
and add the case to the queue of cases that require the Eligibility
Worker to review the Client’s case file and change and redetermine
eligibility

15

Phase 3

FR9.9

The System will generate a notification for the Client of the summary of
the changes made

15

Phase 3

FR9.10

The System will allow the Intake Worker to access the Client’s
electronic case file and indicate on the System that the Client is self-
reporting a change

15

Phase 3

FR9.11

The System will allow the Intake Worker to enter the updated
information

15

Phase 2

FR9.12

The System will create a paper change form (currently Form 234) pre-
populated with a Client's information to be mailed at the Client's
request

15

Phase 3
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FR9.13

FR9. Client Change

The System will utilize bar coding and Optical Character Recognition
(OCR) to read the completed change form and populate information
whenever possible

15

Phase 3

FR9.14

The System will display the scanned application or change form in
order for the Intake Worker to confirm any populated fields

15

Phase 3

FR9.15

The System will display the change form information in the same
sequence as on the paper form in order to facilitate data verification
and entry

15

Phase 3

FR9.16

The System will identify changes to Client information based on data
available on external systems

15

Phase 3

FR9.17

The System will alert the Eligibility Worker that a change has been
identified by an external system

15, 16

Phase 3

FR9.18

The System will generate a notice to the Client of the change, the
source of the change, and the next actions required, when requested
by the Eligibility Worker

15, 16

Phase 3

FR9.19

The System will allow authorized DHS Staff to implement a mass
change (i.e. a policy or benefit level change) to all relevant Client
records

15,16

Phase 3

FR9.20

The System will time and date stamp all changes made to a Client
record

15,16

Phase 1

FR9.21

The System will maintain a record of the case file before the change
was submitted

15, 16

Phase 2

FR9.22

The System will maintain a record of the user who submitted the
change

15,16

Phase 2

FR9.23

The System will determine to which Programs the changes apply (i.e.,
relevant to all Programs for which the Client is enrolled) and flag the
case for the appropriate actions

15,16

Phase 3

FR9.24

The System will allow, based on business rules, certain Program
specific changes to be redetermined automatically based on the new
information without a review by an Eligibility Worker (e.g., death match,
Notice to TPL/Estate Recoveries)

15, 16

Phase 3

FR9.25

The System will display to the Eligibility Worker the Client’s electronic
case file and the potential impact of the change that has been
reported/identified

15,16

Phase 3

FR9.26

The System will allow the Eligibility Worker to process the change and
capture any ancillary information (e.g., effective date), updates to Client
status and Program eligibility status

15,16

Phase 3

FR9.27

The System will generate a notification for the Client of the impact of
the change and send the relevant information to the appropriate
external systems (e.g., E&T Vendors, ADH WIC) and DHS Staff (e.g.,
Overpayments Staff)

15, 16

Phase 3

FR9.28

The System will accept and record a Client match file from the ADH
WIC System to confirm participation in the WIC Program

15, 16

Phase 3
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FR9. Client Change

The System will provide a mechanism to change the status for multiple

FR9.29 Clients at once (e.g., all family members at the same address) 15,16 Phase 3
The System will periodically query external databases to try and
FR9.30 proactively identify where Client benefits may need to be adjusted 15,16 Phase 3
FRO 31 The System will track Cllgnts who have appgared on external 15, 16 Phase 3
databases in error to avoid future false positives
The System will ensure a Client’s information (education level, income,
FR9.32 household) is consistent between the different benefits Programs 15,16 Phase 3
The System will allow the Eligibility Worker to confirm, deny and add
FR9.33 [comments to information collected from external database queries and 15, 16 Phase 3
search results
FR9.34 |The System will send change notifications to DAAS Client Providers 15, 16 Phase 3
FR9.35 [The System will send all DAAS Client notifications to Client Providers 15, 16 Phase 3
FR9.36 The Systgm will be able to create a report to be used to match with 15, 16 Phase 2
WIC participants
The System will continuously monitor cases for critical updates
including but not limited to:
FR937 |* Periods of inactivity 15, 16 Phase 3

b. Turning a critical age (e.g., 18, 65, etc.)
c. Expiration dates
d. Change in household composition
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FR10. MRT

State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-6 - Functional Requirements Traceability Matrix

Medical Review Team

FR10.1

FR10.2

FR10.3

FR10.4

FR10.5

FR10.6

FR10.7

FR10.8

The System will determine that a medical review of disability is required based on the
Program to which the Applicant has applied. These Programs include but are not
limited to:

a. Aid to Disabled

b. Aid to the Blind

c. AFDC MN - establishing parental deprivation

d. TEA — exemption from work requirement

e. TEFRA

f. Long Term Care

g. Home Care Services

h. Assisted Living

i. Autism Waiver

j- TEFRA Waiver

k. Workers with Disabilities

I. Program of All Inclusive Care for the Elderly

The System will alert the Medical Reviewer that an Applicant requires a review

The System will provide the Medical Reviewer a view of the Applicant’s information

The System will, based on information entered by the Medical Reviewer, generate and
issue requests for medical records electronically to the Provider(s) and will record the
date the request is issued

The System will, upon receipt of the record from the Provider(s), allow the Medical
Reviewer to indicate the document has been received and is to be used in the
determination of disability, and associate it to the appropriate Applicant’s file

The System will allow the Medical Reviewer to request additional medical records at
any point in the process

The System will alert the MRT Physician identified by the Medical Reviewer of the
need for a disability decision

The System will allow the MRT Physician to review the Application and all relevant
records received and render a determination of:

a. Approved — the medical evidence matches the Applicant’s stated condition

or

b. Denied — the medical evidence does not support the Applicant’s stated condition
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FR10. MRT

as recorded by the Medical Reviewer

The System will alert the MRT Supervisor when a decision has been made by the Additional
FR10.9 - 17
MRT Physician Phases
The System will allow the MRT Supervisor to review the decision and the records for L
. . o ) Additional
FR10.10 |completeness and generate a notice to all appropriate parties (i.e. authorized 17 Ph
representatives, DAAS, providers, etc.) ases
The System will track if the Provider fulfills the request for medical records within the Additional
FR10.11 |,. ) . . 17
time period established per State policy Phases
The System will generate a notice to the Applicant when the Provider has not fulfilled Additional
FR10.12 . 17
the request for medical records Phases
FR10.13 The System will notify the MRT Physician if the Applicant has been notified of the lack 17 Additional
’ of information and the Provider has not provided the requested information Phases
The System will allow the MRT Physician to review the available information and
FR10.14 render the determination as ‘Denied’ due to lack of medical evidence if the Provider 17 Additional
’ fails to fulfill the request for medical records within the time period established per Phases
State policy
FR10.15 The System will generate a notice to the Applicant when the Provider has not provided 17 Additional
’ sufficient medical records, as recorded by the Medical Reviewer Phases
The System will notify the MRT Physician if the Applicant has been notified of the lack Additional
FR10.16 |of sufficient information and the Provider has not provided sufficient medical records, 17 Phases
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FR11. Overpayments & Audits

State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-6 - Functional Requirements Traceability Matrix

Overpayment, Audits and Appeals

Overpayments
The System will generate an alert for the Overpayments Staff that a
FR11.1 potential overpayment has been calculated and send the information to 18

the OASIS system
The System will collect the overpayment information from OASIS,
including the amount of the overpayment and the method by which the

FR11.2 collection will occur, and ensure the adjusted amount is provided to the 18
EBT vendor
The System will stop payment of benefits of the Clients who have not
FR11.3 responded to the Demand Letter, as documented on the System by the 18
Overpayments Staff
The System will identify overpayments for Clients who re-apply for
FR11.4 ; . 18
benefits and have an outstanding overpayment balance
The System will reflect the original amount and the net benefit amount
FR11.5 resulting from an overpayment recoupment when calculating all benefit 18
amounts
The System will notify the Client of ongoing recoupments and
FR11.6 : .
established overpayments at all case actions
The System will generate and send, via the Client’s preferred
communication method, the need for the Client to establish the payment
FR11.7 ) - !
plan when benefits have already expired or are set to expire before the
entire overpayment can be recouped
The System will send information to OASIS about all recoupments made
including, but not limited to:
FR118 & The amount of the recoupment

b. The date of the recoupment

c. The Client on whose behalf the recoupment was made

d. The Program from which the benefit was recouped
Conduct Audit/Review

The System will allow the Quality Control Supervisor to select one or
FR11.9 more cases and assign them to a Quality Control Reviewer for 19
audit/review for a specific sample month
The System will alert the Quality Control Reviewer that one or more

FR11.10 . .
cases have been assigned for review

19
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FR11.11

FR11. Overpayments & Audits

The System will allow the Quality Control Reviewer to review actions
taken by Eligibility Workers in the sample month

19

Phase 3

FR11.12

The System will generate an appointment request notice to the Client for
the QC interview (if required e.g., SNAP based on business rules)

19

Phase 3

FR11.13

The System will allow the Quality Control Reviewer to conduct the
audit/review interview following the established questionnaire in the
System and to record the results

19

Phase 3

FR11.14

The System will generate an alert to the Eligibility Worker if the Client
fails to respond to the interview appointment

19

Phase 3

FR11.15

The System will allow the Quality Control Reviewer to capture
information related to their review and actions (interview and validation
activities) in the System on a worksheet, as defined by the State for
each Program and Review type

19

Phase 3

FR11.16

The System will present a comparison of the information provided during
the QC interview and/or verification activities with the information
contained in the Client’s electronic case file

19

Phase 3

FR11.17

The System will store the information entered into the worksheet
separately from the original information being verified, as per State and
Federal policy

Phase 3

FR11.18

The System will recalculate the Client’s eligibility based on the QC
audit/review information recorded according to the Program policy

19

Phase 3

FR11.19

The System will allow the Quality Control Reviewer to create a Findings
Report if the Quality Control Reviewer determines an error was made
when eligibility and benefit amount was determined

19

Phase 3

FR11.20

The System will allow the Quality Control Reviewer to record the
Findings Report as complete with no finding if no finding is identified (the
eligibility and benefit amount was determined correctly)

19

Phase 3

FR11.21

The System will alert the Quality Control Supervisor that a case requires
review upon completion of a Findings Report

19

Phase 3

FR11.22

The System will alert the Quality Control Reviewer to send missing
documentation to the Quality Control Supervisor (or highlight the policy
which is being interpreted differently) if the Quality Control Supervisor
rebuts the finding

19

Phase 3

FR11.23

The System will notify the appropriate AR DHS/DWS staff if the Quality
Control Supervisor accepts the error

Phase 3

FR11.24

The System will allow the Eligibility Worker to create the recommended
Corrective Action specifically addressing each error in the finding report
if the Quality Control Supervisor accepts the error

19

Phase 3
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FR11. Overpayments & Audits

The System will require that Corrective Action Plan is reviewed by the

FR11.25 authorized approver (based on business rules) and approved 19 Phase 3

FR11.26 The System YVI“ notify the Overpayments Staff if the audit/review finding Phase 3
has resulted in a potential overpayment
The System will track progress made against implementing the actions

FR11.27 |specified in the Corrective Action Plan and allow appropriate AR 19 Phase 3
DHS/DWS Staff (e.g., Quality Control Supervisor) to monitor progress

FR11.28 The System will track the time taken to implement the Corrective Action 19 Phase 3
Plan
The System will allow authorized users to document narrative of the

FR11.29 case review to the case file (both if there was no Finding or Findings) 19 Phase 3

FR11.30 The System ‘WI|| add the audit/review to the file to send to the Federal 19 Phase 3
oversight officer

FR11.31 The System Wlll flag a case for review if an error |s_|dent|f|ed by the 19 Phase 3
Federal oversight officer and adjustments are required

FR11.32 The System ywll aIIovy the Quality Contrlol Staff to have access_to all case 19 Phase 3
records and information to cases to which they have been assigned
The System will not disclose to AR DHS/DWS Staff which cases are

FR11.33 |being audited/reviewed and will allow Quality Control staff to capture 19 Phase 3
notes which cannot be shared outside the Quality Control organization
The System will give the appropriate Federal oversight officer electronic

FR11.34 |access to the Audit/Review file and report, and to provide 19 Phase 3
comment/feedback
The System will flag the audit/review for update and notify the Quality

FR11.35 |Control Supervisor if an error is identified by the Federal oversight Phase 3
officer and adjustments are required
The System will allow the Quality Control Supervisor to develop and edit

FR11.36 |the Quality Control Sampling Plan that defines the parameters that will 19 Phase 3
govern the selection of cases for review.
The System will support developing the qualified universe that includes -

" . . . . . Additional

FR11.37 |positive and negative eligibility cases from multiple programs including, 19 Phases
but not limited to, MAGI, non-MAGI, SNAP and CHIP

FR11.38 lg—:;]SSystem will support creating multiple Quality Control Sampling 19 Phase 3
The System will track the status of the audit/review (e.g., progress made

FR11.39 |between the time a case is selected to be audit/reviewed and the time 19 Phase 3

the audit/review is closed)
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FR11.40

FR11.41

FR11.42

FR11.43

FR11.44

FR11.45

FR11. Overpayments & Audits

The System will allow the Quality Control Supervisor to track
performance against the Quality Control Sampling Plan (e.g., the Quality
Control Administrator will track the number of cases that have been
audit/reviewed and the status of outstanding audit/reviews against the
targeted number of cases to be audited/reviewed during a year)

The System will allow an audit/review to be dropped. If dropped, the
System will require the reason for the dropped audit/review to be
recorded. Examples of reasons to drop an audit/review include, but are
not limited to: a case file could not be located, a case selected to be
audit/reviewed is already under investigation.

The System will track all historical actions taken against a case. For
example, if the sample month is January, and a change has been made
in February, the System must recall the file as of January and the
specific information provided in January which formed the basis for the
determination including the individual who made the changes/decisions.

The System will track all documents/notices sent to clients including the
source document, aligned with Federal guidelines

The System will support third party performing Quality Control rather
than the State

The System will capture error types and support analyzing Quality
Control findings to enable continuous improvements

Appeal Tracking

FR11.46

FR11.47

FR11.48

FR11.49

FR11.50

The System will allow authorized users to record that an appeal has
been filed upon notification by the Appeals Staff. The information to be
recorded will include, but not be limited to:

a. The Client/Applicant submitting the appeal

b. The action being appealed

c¢. The Program under which the action occurred

d. The date and time of the appeal hearing

e. Others, as defined by the State

The System will allow authorized users to record that an appeal has
been filed with State Court

The System will provide the authorized DHS Staff all
information/documents relevant to the appeal (based on the checklist
available in the System) in order to defend the Appeal

The System will allow authorized DHS Staff to enter the ruling into the
System, including scanning the ruling and identifying where action is
required (e.g., to reinstate, increase benefits, or lower benefits)

The System will alert the Eligibility Worker to take the action specified in
the decision if the decision is against DHS
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FR11.51

FR11. Overpayments & Audits

The System will track all actions specified in the decision until completed

20

Phase 3

FR11.53

The System will provide a report of the status of each Appeal

20

Phase 3

FR11.54

The System will track attributes about the Appeal to allow for analysis by
authorized users. The attributes to be tracked include but are not be
limited to the following:

a. Program type

b. Reasons for the appeal

c. Program office

d. Other attributes to be defined by the State

20

Phase 3

FR11.55

The System will support multiple eligibility actions resulting from an
Appeal ruling

20

Phase 3

FR11.56

The System will limit access to each Appeal to the only those assigned
to the Appeal

20

Phase 3

FR11.57

The System will provide checklists to the DHS Staff of the
information/documentation to be gathered and provided to the Office of
Appeals, based on Appeal type and Program

Phase 3
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FR12. Appt & Caseload

State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-6 - Functional Requirements Traceability Matrix

Appointment and Caseload Management

Appointments

FR12.1

FR12.2

FR12.3

FR12.4

FR12.5

FR12.6

FR12.7

FR12.8

FR12.9

FR12.10

FR12.11

FR12.12

FR12.13

The System will allow the Applicant/Client to select the option to schedule
an appointment upon log-in

The System will display a list of appropriate appointment types,
appointment settings, and appointment times that are available to the
client, based on business rules (e.g., certain programs do not allow
telephone interviews)

The System will allow the Applicant/Client to select an appointment type
and the language required

The System will require the Client to confirm the contact phone number or,
if the phone number is not already in the System, the Client enters their
phone number if the Client selects a telephone appointment

The System will present the available time slots, based on the options
chosen for the appointment type and business rules (e.g., expedited SNAP
must schedule within 24 hours, all SNAP must be performed by the 20th
day)

The System will allow the Client to choose an appointment date and time

The System will update the availability of resources to reflect when an
appointment has been scheduled

The System will generate a notification for the Client via their preferred
communications method confirming that an appointment has been
scheduled

The System will track the instances in which a translator is requested

The System will allow the Client to reschedule an appointment as long as
the rescheduled appointment is within the timeframe allowed by Program
policy

The System will be able to request the Client reschedule their appointment
if AR DHS/DWS resource availability changes

The System will alert the Eligibility Worker of “No show” for appointment

The System will allow clerical workers to schedule interviews on behalf of
the client
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Caseload Management

FR12.14

FR12.15

FR12.16

FR12.17

FR12.18

FR12.19

FR12.20

FR12.21

FR12.22

FR12.23

The System will allow the needed work effort to be logged into the system,
including capturing the type of request

The System will support initiating work effort requests through a variety of
methods:

a. Receptionists at regional offices log information regarding the work
required

b. Calls are received and are triaged.

c. Paper applications/redetermination application (including faxed and
emailed applications) and other documents (e.g., Semi-Annual Report,
change requests) are received and scanned by processing centers and/or
county offices

d. Electronic applications/redetermination applications and other
documents (e.g., Semi-Annual Report, change requests) are submitted by
Clients

The System will identify the skills required based on the work effort request
and constraints and route the work effort to the correct queue and identify
available workers who can perform the work

The System will automatically route the work effort to the correct queue,
based on a set of predefined rules, and then assign to an appropriate
Worker or allow selection by the Worker to complete the entire process if
Automatic Routing to Queue is employed

The System will automatically route the work effort to the correct Worker
based on a set of predefined rules and the Worker is assigned to complete
a specific task if Automatic Routing to Worker is employed

The System will automatically route all work effort to a central queue where
a Worker performs initial triage and manually routes the case to the
appropriate queue or Worker if Manual Routing is employed

The System will alert the assigned Worker’s supervisor for review and
possible reassignment if the current Worker is unable to complete the
action within a predetermined timeframe, per State policy

The System will support simultaneous updates of Client data

The System will have the ability to re-assign work automatically, based on
State policy

The System will support tracking resource calendars/availability in order for
current capacity, by skill set, to be available within the system
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FR12. Appt & Caseload

Establishing Calendar
The System will display a calendar with options for different views (e.g.,
work week, full week, day, month)
The System will provide a structured and standard calendar form that
includes but is not limited to:
a) Appointment category (e.g., Application Interview, Redetermination
FR12.25 Interview, MRT) 22 Y C Phase 3
b) Meeting type (e.g., phone call, in-person)
c) Start and end date
d) Start and end time

FR12.24 22 Y C Phase 3

FR12.26 The System will allow for multiple attendees to be added to an appointment 22 Y C Phase 3

The IBM team would like to clarify
that our interpretation of this
requirement is the IE-BM Solution

The System will have access to User's calendar outside of the System I will push Cdram appointments to

(e.g., Microsoft Outlook) and sync appointments 22 Clarification D Phase 3 Microsoft Outlook and include only
Client and case data the State has
defined as allowable based on
data and policy regulations.

FR12.27

The System will specify meetings created in the System versus meetings

FR12.28 created in User's calendar outside of the System (e.g., Microsoft Outlook) 22 Y D Phase 3

FR12.29 The System will save appointments 22 Y C Phase 3

FR12.30 The System will allow attendees to include a message to State Staff 22 Y C Phase 3

FR12.31 The System will notify appointment creator of scheduled appointment 22 Y C Phase 3

FR12.32 The System will allow appointment creator to cancel an appointment 22 Y C Phase 3

FR12.33 The System will electronlcally_dellver a notification that an appointment has 22 v c Phase 3
been cancelled to attendees listed

FR12.34 The System will delete a cancelled appointment from calendars 22 Y C Phase 3

FR12.35 The Systgm will log the time, date, and user ID of the User who cancelled 22 v c Phase 3
the appointment

FR12.36 The System will allow for appointment creator to grant other User(s) 22 v D Phase 3

access to modify/cancel appointment details
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The System will allow for appointment creator to grant other User(s)

FR12.37 access to modify/cancel appointment details on behalf of creator 22 Phase 3

FR12.38 The System WI|| allow for appointment creator to set appointments as a 22 Phase 3
recurrence, with overall start and end dates

FR12.39 T_he System will allow Applicants/Clients to view scheduled appointments 22 Phase 3
via the portal account

FR12.40 The System will allow Applicants/Clients to schedule appointments via their 22 Phase 3
portal account

FR12.41 [The System will limit “Appointment Type” to those identified by the State Phase 3
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Template T-6 - Functional Requirements Traceability Matrix

Reporting and Business Intelligence

Reporting and Business Intelligence Functional Requirements

FR13.1

FR13.2

FR13.3

FR13.4

FR13.5

FR13.6

FR13.7

FR13.8

FR13.9

FR13.10

FR13.11

FR13.12

The System will support generating static, parameter driven, dashboards,
statistical and ad hoc reports (e.g., workload status, Client status,
performance factors, outcome measures, etc.)

The System will have the capability for users to specify certain parameters for
standard reports, including but not limited to:

a. Date range

b. DCO County Office

c. Program

The System will provide the ability for users to filter data and extract the
filtered data (including by Client, User, workflow), manipulate the extracted
data, and specify the desired format and media of the output

The System will be capable of creating and saving reports in different file
formats (.pdf, .xls, .csv), and formatting reports to be printer-friendly

The System will have the ability to produce charts, graphs, etc. in order to
show progress, trends, etc.

The System will display a template for the user to specify report parameters

The System will provide the ability to upload external data sets for integrated
reporting

The System will have the capability for a user to select specific metrics and
allow drilling down to view more detailed information, where available

The System will display all applicable alerts and notifications, based on
preconfigured business rules and policy, as part of the DHS Staff's dashboard

The System will provide multiple options to view data including, but not limited
to:

a. Bar chart

b. Pie chart

c. Line chart

The System will provide a process by which reports may be delivered by
email in accordance with all appropriate regulations

The System will support reporting against multiple years (e.g. Federal Fiscal
Year, State fiscal year, calendar year)
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The System will provide the capability for reports to be automatically
generated based on a predefined schedule and distributed to subscribed

FR13.13 users on a periodic basis. Distribution may be as an electronic attachment or Phase 3
a notification, alerting user that the report is ready to be downloaded.

FR13.14 |The System will provide a mechanism to archive and delete reports Phase 3

FR13.15 The System will allow dl_str!butlon of repprts to authorized users and allow Phase 3
access to reports to be limited to authorized users

FR13.16 The System will create ar_1d maintain an auditable list of all users that Phase 3
accessed reports and which report(s) were accessed

FR13.17 The SysFem will allow queuing of reports, upon notification of the user, to limit Phase 3
interruption of other System processes
The System will provide the ability to track and store detailed information
regarding all reporting requests including, but not limited to:
a. User requesting the information

FR13.18 |b. Date Phase 3
c. Time
d. What the report included
e. Report storage upon completion

FR13.19 The Systgm will allow saving and attaching reports to a Client's record when Phase 3
data sharing rules allow
The System will provide the ability to generate a listing of all standard on-line

FR13.20 |reports available, the description of each report, and provide a link to the most Phase 3
recent generation of the report

FR13.21 Thg Syst‘em will allow the DHS Staff to set a predefined report to rerun on a Phase 3
defined timeframe

FR13.22 The System will allow DHS Staff to customize and save views/reports for easy Phase 3
access and future use

FR13.23 The System will allow DHS Staff to share their customized views/reports with Phase 3
other DHS Staff

FR13.24 The System will allow repor_ts tp be ass_lgned to an(_i viewed by an individual Phase 3
user, a user type, an organizational unit or to all units

FR13.25 The System will be capable of running dashboards, summary reports and Phase 3

detailed reports with the capability to drill down/roll-up between the reports
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FR13.26

FR13. Reporting and Bl

The System will be able to track and report on data elements including, but
not limited to:

a. Client/Application/Case
b. Program

c. Time of action

d. Case status

e. Payments

f. Overpayments

g. Office Location/Individual
h. Start and End date

i. Eligibility period

j- Address

k. LEP/choice of language

Phase 3

FR13.27

The System will provide the capability to run historical reports to highlight
trends, by program, including, but not limited to:

a. Number of Clients

b. Application processing statistics

c. Total payments made to Clients by program (including all programs
administered by DHS)

Phase 3

FR13.28

The System will provide comparison reports (e.g., year-over-year, month-over
month, etc.) to capture and analyze program changes/improvements
including, but not limited to:

a. Caseload - Number of cases/Clients

b. Processing metrics

c. Payments

d. By location/DCO County Office

Phase 3

FR13.29

The System will have the capability to produce a report capturing all of a
Client's information ensuring the appropriate privacy and security rules are
followed

Phase 3

FR13.30

The System will be capable of projecting future case actions and
requirements including, but not limited to:

a. Upcoming determinations

b. Scheduled interviews

c. Projected, approved benefits/payments

Phase 3
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The System will provide application processing reporting and analysis
capabilities in real-time including, but not limited to:

a. Volume of applications waiting for action to be taken

b. Time spent processing application

c. Application status/priority/type

d. Interviews scheduled

e. Available capacity

f. Historical performance metrics

g. Filter by office/Eligibility Worker

h. By status/state (e.g., waiting for documentation)

The System will provide the ability to report and analyze performance metrics
to identify opportunities to improve operational processing including, but not
limited to:

a. Time to perform an interview

b. Average time to process an application

c. Overtime

FR13.32 d. By office location/DHS Staff Worker Y D Phase 3
e. By type of application

f. By program

g. Time spent processing by type such as applications, ER, Semi-Annual
Report, etc.

h. By type of task

The System will provide different dashboards and reports by user type (e.g.,
FR13.33 |supervisor vs. Eligibility Worker) and allow them to drill down to the details Y D Phase 3
and roll-up to the summary level

The System will be able to collect, track, and report on individual staff

FR13.31 Y D Phase 3

FR13.34 Y D Phase 3
performance

FR13.35 The Systt_em will support aq-hoc queries to try and identify causal relationships v D Phase 3
between inputs and operational performance

FR13.36 The System will have the gbll!ty to generate Federa!ly/State required reports v D Phase 3
for the State of Arkansas in either paper or electronic formats

FR13.37 The System will generate all standard reports that need to be provided to v D Phase 3

Clients in either paper or electronic formats
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The System will have the ability to track, report, and support different types of
analyses, including but not limited to:
a. Cross Program Analysis:

1. Analyze services provided to the population and identify opportunities to
improve how services are delivered to improve outcomes

2. Typically this analysis is performed using powerful analytical tools (or
statistical tools) on a specific data set
b. Performance Analytics — Leveraging Operational and Program Reporting
and Cross Program Analysis to:

FR13.38 1. Identify evidence based models of practice Y D Phase 3

2. Define opportunities for partnerships and coordinated efforts to enhance
performance

3. Identify previously unknown pre-conditions impacting performance
c. Predictive Analytics — Leveraging Operational and Program Reporting,
Cross Program Analysis and Performance Analytics to:

1. Identify impact of proposed policy, practice or resource allocation
changes (“What If” Scenarios)

2. Support anticipatory management and investment decisions

3. Prevent unintended consequences

The System will be able to produce outreach reports (hot spotters by
geography)

The System will be able to produce action history (not just changes) reports
and immediately display the results. These can be based on:

a. Inquiries

b. Case/Client

c. Client

d. Other variables to be defined by DHS

Mobile Reporting

FR13.39 Y D Phase 3

FR13.40 Y D Phase 3

The System will make real-time dashboards available to DHS Executives via
mobile devices including, but not limited to, the following data elements:

a. Throughput

b. Backlog

c. Location

d. Volume

e. Wait time

f. Time per application

FR13.41 Y D Phase 3

The System will provide the capability to drill-down into the details supporting
the dashboard

The System will allow users to filter the data provided by predefined data
elements

FR13.42 Y D Phase 3

FR13.43 Y D Phase 3
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FR13.44
FR13.45
FR13.46

FR13.47

FR13.48

FR13. Reporting and Bl

The System will allow users to sort the data provided

The System will support displaying the results graphically

The System will support providing time series reporting based on user defined
time intervals

The System will generate pre-populated forms and notices (e.g., eligibility
redetermination forms, Semi-Annual Reports, medical re-evaluation
reminders) in support of the entire life of the case

The System will support generating notices based on a generic template (e.g.,
denial) and provide the capability to automatically populate based on
predefined parameters (e.g., the specific rule)

Statutory Reports and Notices

FR13.49

FR13.50

FR13.51

FR13.52

FR13.53

FR13.54

The System will provide all notices (or provide instructions to receive
assistance) in the following languages:

a. English

b. Spanish

c. Marshallese

The System will produce financial reports required to meet the needs of DHS
and other agencies

The System will produce reports required to comply with State and Federal
agencies overseeing the program

The System will produce SNAP reports including, but not limited to:

a. SNAP Office Reports

b. SNAP-D 292 Disaster Issuance

c. FNS-101 Participation in SNAP By Race

d. FNS-366B Program and Budget Summary Statement: Program Activity
Statement

e. FNS-388, FNS-388A, State Issuance and Participation Estimates

f. SNAP Ed FNS-759 Education and Administrative Reporting System

g. FNS-583 Employment and Training

h. FNS-834 School Lunch Program Direct Certification

The System will produce fiscal reports including, but not limited to:

a. SF 425 Federal Financial Report

b. SF 425 (FNS-778/778A) Federal Financial Report (SNAP Worksheet for
the SF-425)

c. FNS-366A Program and Budget Summary Statement

d. FNS-46 Issuance Reconciliation Report

e. FNS-209 Status of Claims Against Households

The System will generate completed IRS Form 1095-B at a time to be
determined by the State for all Clients who have approved health insurance
coverage for any time during the prior calendar year
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Use Case List

State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012
Template T-6 - Functional Requirements Traceability Matrix

Use Case List

10

11

12

13

14

15

Complete Self-Service
Anonymous Pre-Screening

Apply for Benefits Online
Apply for Benefits in Person

Apply for Benefits with a
Paper Application

Conduct Eligibility Interview

Submit Additional Electronic
Documentation

Process Documentation
Received in Hard Copy

Process Eligibility
Determination or
Redetermination

Determine Spend-Down and
Submit Expenses

Send Authorized Benefits
Information to EBT Vendor

Complete the
Redetermination
Application/Semi-Annual
Report online

Complete the
Redetermination
Application/Semi-Annual
Report with an Intake
Worker

Process the Semi-Annual
Report (SAR) or Annual
Review

Complete the
Redetermination Interview

Submit a Client Change
Online

T6_Functional RTM__FINAL_1.xlIsx

The Applicant answers a set of questions online to evaluate whether they may
be eligible for benefits.

The Applicant logs into the System, submits an application, and schedules an
interview.

The Intake Worker meets with the Applicant, completes the application and
submits it

The Intake Worker processes paper applications submitted by Applicants by
entering the information from the paper application into the System and
attaching any documents to the case record.

The Eligibility Worker meets with the Applicant and performs the interview in
person or via the phone (the Applicant has already been completed the
application).

The Client logs onto the System and submits documentation of any sort. The
System then assesses the Client’s case to identify the next actions.

The Documentation Processing Staff Worker scans paper documents, adds the
documents to the electronic case file and the cases are flagged for
appropriate action.

Upon submitting an application or redetermination application and, if
required, upon completion of the eligibility interview, the System will identify
and prioritize for the Eligibility Worker all cases requiring worker review. The
Eligibility Worker will review all information required and determine the
application or redetermination disposition and complete any benefit amount
calculation.

The System determines the spend-down amount and applies eligible expenses
to offset the spend-down amount.

The System identifies all payments made to Clients and Vendors and
transmits financial transactions to the State Accounting System.

The Client logs into the System and completes their redetermination
application (Eligibility Review or Semi-Annual Report).

The Intake Worker assists Applicant to complete the redetermination
application or Semi-Annual Report

The Eligibility Worker reviews and processes Semi-Annual Report or Annual
Review

The Eligibility Worker meets with the Applicant and performs the
redetermination interview (the Applicant has already completed the
redetermination application).

The Client logs onto the System (or a paper Change Form has been processed)
and submits a change.
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16 Process Client Change

17 Medical Review Team

Establish Overpayment

18 )
Information

Conduct Quality Control

1
9 Audit/Review

Track an appeal of an
Eligibility
Determination/Redeterminat
ion

20

Schedule an Appointment

21
(Self-Service)

22 Manage Caseload
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Use Case List

The Eligibility Worker processes a change (Client submitted or identified by
the System), re-determines program specific eligibility and calculates new
benefit amounts.

This Use Case will document the information necessary for the Medical
Review Team (MRT) to establish disability for an Applicant where disability is
an eligibility requirement.

In this Use Case the System notifies the Overpayments Staff of a potential
overpayment and the Collection Officer defines the overpayment collection
method and total amount due.

The Quality Controls team audits eligibility determinations. This includes

auditing all documentation, performing interviews, communicating audit
results to business units that rendered the determinations, and providing
documents to the Federal Government.

Appellants may appeal these eligibility determination decisions. Upon
receiving the Appeal, DHS commences the Use Case in which the required
information is collected and the Appeal status is tracked through to resolution
of the appeal.

The Client schedules an appointment using the self-service portal.

In this Use Case, caseload management is the assignment of work to the
appropriate resources for completion. Case is defined as a various stage of
client record such as application, referral, and inquiry going through
integrated eligibility process.
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Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
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Process Flow List

1 Access/Intake

Eligibility
Determination

3 Eligibility Review

Program
Management

This diagram represents the flow of activities for the citizen to conduct anonymous pre-screening and to complete and
submit an application for benefits.

This diagram depicts the processes required to determine eligibility and interface with various systems to ensure the
information collected during the application process is shared to limit redundancy of effort by Applicant and staff.

This diagram depicts the processes required to review eligibility and process changes

This diagram depicts the processes required to re-determine eligibility, process changes that may affect a Client’s eligibility
or their benefit amount, and ultimately for a Client to be dis-enrolled from the identified programs.
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Functional Requirements Approach

The Vendor should provide a narrative overview of how the System will meet the Integrated
Eligibility and Benefit Management Engagement (IE-BM) RFP Functional requirements. The
following questions pertaining to Functional Requirements are a required portion of the RFP
response and will be evaluated by Arkansas DHS.

While responding, the Vendor should reference the IE-BM RFP as well as all other
documentation provided as part of the Procurement Library, to gain an overall understanding of
the required scope and functionality, as well as the future DHS vision.

Please use these response sections to provide specific details of the proposed approach to
meeting DHS requirements in each area. Responses should, when necessary, reference
requirements using the appropriate RFP Requirement Numbers from Template T-6 — Functional
Requirements Traceability Matrix. Please refer to the Business Process Analysis Document in
the Procurement Library for workflows, Use Cases and additional details on the selected
functional areas.

Responses for the Functional Requirements Approach are strongly preferred to be highly
focused on the specific requirements and should not simply provide generic or marketing
descriptions of technology or product capabilities. Vendors should indicate how their proposed
phased implementation may or may not impact functionality. Additionally, the Vendor should
indicate exception handling processes where appropriate and any dependencies on existing
systems or components of the new System to provide the specified functionality.

1.0 Functional Requirements Approach

1.1 Approach to Addressing Arkansas’s Vision for IE-BM

Arkansas DHS has established a clear vision for the future IE-BM System. This includes new
approaches to technology and moving from stand-alone silos to shared technology
components and services. This Vision provides Arkansas with key benefits:

m Leverages IT Best Practices and National HIT standards/initiatives and technology
trends including:

U Service-Oriented Architecture (SOA)
Modularity

Reusability (Build Once Use Many Times)
Multi-channel Access

Cloud and Software-defined Infrastructure

000 0DO

Social Networking and Collaboration

B | everages the capacity of current transactional applications and minimizes need to
replace all legacy applications at one time

B |Improves both the organization user, consumer and trading partners’ experience
B Provides for improved data quality, standards and stewardship
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B Strengthens Master Data Management — ldentity Access Management, Master Index
Capabilities (Providers and Consumers), Consent Management, etc.

B Enhances Enterprise Content Management, Logical Data Warehouse, Business
Intelligence and Shared Analytics (Performance and Predictive)

Instructions: Discuss how this System will provide the functionality required to deliver the
business benefits outlined in the RFP, including:

B Application and Enroliment/Redetermination: Web-based, real-time eligibility
determination through an integrated application that supports multiple programs (when
possible)

m [ntake and Admission: Collection, verification and processing of additional
information needed prior to benefits issuance

B Interviews/Assessments and Scheduling: Scheduling appointments for interviews
and making recommendation based upon information collected during an interview

B Benefits Issuance, Redemption and Management for programs other than
Medicaid: Issuance of the correct benefits along with the creation and delivery of a
welcome package describing pertinent details. Tracking benefits usages and
investigating as well as rectifying potential discrepancies in benefits issued

B Client Changes: Managing changes or events affecting a client’s eligibility to receive
benefits that may result in immediate suspension, termination of benefits or require the
client to go through the redetermination process

B Client Look-Up and Query: The “White Pages” for Clients (Master Person Index)
summarizing a listing of unique Clients and demographic information; identification of
program enrollment and current services for Clients as well as a Consent Registry that
controls, based upon privacy and confidentiality rules, what information can be shared,
when and with whom

B Reporting and Business Intelligence: A combination of standard, parameter-driven
and ad hoc reports as well as complex analytic tools supporting what if analysis,
alerts/notifications and other capabilities

This is a dynamic time for State Health and Human Services (HHS) agencies. The industry is
embracing new service delivery models, exploring new organizational models, emphasizing
outcomes over transactions, and with a new Federal administration, states are likely to see an
increase in legislative and policy changes. Navigating the potential challenges requires a
solution that provides the Department of Human Services (DHS) a high level of flexibility and
autonomy. For this reason, the IBM team is pleased to propose an approach that will expand
upon your current investments and allow you to support a person-centered approach that can
continue to evolve with your agency’s needs over time.

The IBM team’s proposed IE-BM Solution will support a person-centered model in the form of a
‘No Wrong Door’ for Clients. The figure below provides a graphical interpretation of our
proposed IE-BM Solution. It highlights an assortment of components that we believe will meet
DHS’ requirements and vision:
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¢ Multi-channel access and presentation portals to support increased access to Clients,
Workers, Management, Providers, and Employers;

e Robust security and monitoring components to provide secure access to Client and
program information;

¢ Reports and analytics to provide DHS staff a holistic view of the Client and support a
person-centric approach; and

o Processes that will build on the workflow within each phase of the project to integrate the
full cross-program functionality; Intake, Assessment, Service Delivery, Case
Management, Business Analytics, and Audits. Aligning processes across programs will
allow DHS the flexibility to support multiple organizations and the operational needs of
organizational models which may vary from having a single worker covering multiple
programs to offices where workers may focus on a single program.

Figure 1: Our proposed Solution augments the value of DHS investments while delivering industry leading functionality.:

Our proposed Solution includes a range of leading COTS products that were selected based on
their successful use in previous implementations to meet similar needs of other government
organizations including:

IBM Curam

IBM InfoSphere Master Data Management (MDM)

IBM Cognos Business Intelligence and Analytics

Xerox DocuShare, the State’s Document Management Solution.

For example, North Carolina Families Accessing Services through Technology (NC FAST), a
solution similar in size and scope to the IE-BM Solution, is a successful Ciram-based solution
implemented in phases. Our proposed Solution delivers the flexibility of modular components
and supports industry recognized practices through pre-built functionality. Complying with
Center for Medicare and Medicaid Services “Seven Conditions and Standards” and State
directives, our proposed Solution is open, flexible, scalable, and adaptable. A significant
percentage of the business rules and workflows are delivered, out-of-the-box for Medicaid,
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SNAP, and TANF/TEA using IBM Curam, a large component of our IE-BM Solution. The IBM
team will work with DHS to identify, define, and develop the functionality required to support the
State of Arkansas’ programs requirements specified in this RFP. Our IE-BM Solution’s COTS
component-based architecture and open interface constructs will allow us to quickly and more
easily modify and upgrade components, as DHS business needs change. Our proposed
Solution is designed to allow business administrators, in the future, to manage a large
percentage of updates to business rules, thereby helping to decrease the time required to
implement changes and helping to lower expenses through reduced reliance on IT staff to
design and develop modifications.

Cuaram is SOA Certified by IBM since 2007.

Realizing that one size does not fit all, CMS developed the Seven Conditions and Standards to
establish Medicaid infrastructure and information systems projects meet statutory and regulatory
requirements as criteria for enhanced Federal Financial Participation (FFP) funding. The
proposed IE-BM Solution addresses the Seven Conditions and Standards and leverages IT
Best Practices and National HIT standards, initiatives, and technology trends including:

Table 1: Leverages IT Best Practices and National HIT standards and initiatives as well as technology trends

Our proposed Solution will enable DHS to implement
a scalable, robust software solution that is feature
rich, user friendly, and highly flexible. Built on
Java/JEE architecture, the Solution is Service-
Oriented Architecture (SOA) compliant.

The IE-BM Solution is comprised of multiple modules
of specific functionality knitted together seamlessly
through a service-oriented architecture. Although
IBM Caram is a COTS product it is comprised of
functional modules; such as Provider Management,
Income Support, and Universal Access; that enable
DHS to expand the scope at a future date to address
new operational requirements.

Service-Oriented Architecture
(SOA)

Modularity

The IE-BM Solution exemplifies reusability by
incorporating DHS’ current technology investments.
The Solution is built on the same foundation that is

Reusability (Build Once Use currently supporting MAGI. It relies on DHS’ existing

Many Times) Document Management Solution which will be tightly

integrated to the new Case Management Modules, as
well as the existing Reporting and Data Warehouse
solutions.

Multi-channel access is an essential component of a
person-centered approach. Clients and Workers
Multi-channel Access should have access that fits their needs. Clients can
access services by phone, in-person, or through a
portal either on a computer or mobile device. This
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allows them to select the mode of their choice to
engage with DHS. Workers and staff will have access
via computer or mobile device to reporting
dashboards as well as system functionality.

The IE-BM Solution supports the need for Workers
and other users to engage across their teams in real
time. Chat functionality will enable users to converse
online using the functionality they are accustomed to
Social Networking and using in many social networking applications.
Collaboration Additionally, DHS may decide to include hyperlinks
within the IE-BM Solution for external sites that will be
helpful to users. The Web Content Management
capability is explained in detail in T-9 Technical
Requirements Approach, Section 2.1 Usability.

Core to our proposed Solution is the existing IBM Curam Social Program Management Platform
currently used for MAGI Medicaid, Cognos for Reporting, and DHS’ Document Management
Solution. We understand the financial constraints facing agencies today and the need to
expand investments to the agency’s benefit. Our proposed phased implementation approach
will help to reduce the risk and issues resulting in a total replacement of legacy systems at once.
Our approach is discussed in greater detail in T-11 Implementation Requirements. In doing so,
the IBM team will help improve the experience for both the organization user, consumer,
and the trading partners. The Client experience will be greatly improved with the inclusion of
the ‘No Wrong Door’ approach providing Clients a single point of application to multiple
programs; MAGI, Medicaid, CHIP, SNAP, TANF/TEA, WIC, Child Support, Child Care, LIHEAP,
and Veteran Benefits. Whether a Client is seeking to apply for one or many programs, they will
log in to the Client Portal and complete a single integrated application, which is smart enough to
ask the questions necessary based on the Client’s needs and motivations. The IE-BM will pass
data to external applications, as needed to determine eligibility for benefits administered outside
of the IE-BM Solution.

Additionally, Clients will have access to functionality which will help to promote self-service and
accountability:

Pre-screening to identify the programs for which they may be eligible;

Secure personal account to manage applications, notifications, and verifications;
Personalized views of available supported services in their area; and

Abilities to report changes in their circumstances online.

Providing Clients with centralized access to self-service options will result in a much more
person-centered experience for your Clients. Our experiences in similar implementations for
other states has shown that this leads to greater client satisfaction.

How We Will Help You Achieve Your Vision

Information drives the organization and the ability to understand your Client, the services
delivered, and the outcomes achieved which provides the foundation necessary for data driven
decisions. Analytics are now an essential aspect of human service programs. Over the past
several years we have seen a trend toward using data to drive accountability of Clients, staff,
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and providers. The emphasis on data requires a high level of trust within and outside the agency
as to the accuracy and timeliness of the data.

Master Data Management is an important component in an integrated eligibility solution to
resolve identity across systems and support incremental development. The IE-BM Solution
strengthens the value of Master Data Management through an architecture that places it at
the front door. Identity is not resolved after the fact, it is resolved at the point of system access
for providers and consumers. The Master Data Management component will also improve
Identity Access Management though enhanced authentication process leveraging PARIS
(Public Assistance Identification Registry System). This will verify not just that the individual has
the correct user name and password, but that they actually are the entity associated with the
user name and password which is of increasing importance in an age of growing data security
concerns. Through user verification, the Solution also enhances enterprise content
management.

IBM's consent management component will be a fully integrated process within the IE-BM
Solution. Privacy and Consent will be layered on top of the Caram Role-Based Access Control
and is seamless to the IE-BM Solution user. Layering privacy controls supports a more fine-
grained approach required for cross-program collaboration while complying with HIPAA, CFR 42
Part 2, and other policy directives. The Solution provides the capability for the layers can be
updated as roles, policies, and legislation change, enabling your organization to provide
appropriate and current user access information. Consent is an added component that enables
the constraints supported through the privacy and role based controls. The Consent registry
resides in Caram but the Consent service can also be used by an array of applications. Access
can be controlled at multiple levels, including page or record level in Ciram and Cognos. We
have also included break-the-glass function to override Consent for emergency data access.
Email and SMS alerts will be generated when such overrides occur to provide complete
transparency.

One of IBM’s successful implementations of consent
management is for the County of San Diego. We are
proposing to leverage the robust consent management
component implemented for the County for the State of
Arkansas as well. The IBM team will be able to reduce
customization and implementation time for the IE-BM Project
by re-using this asset as a foundation for your consent
requirements.

Improving data integrity on the front end, from the point of intake through the complete lifecycle,
enhances data on the back end in the form of Reporting, Business Intelligence and Shared
Analytics. Teaming with the Northrop Grumman Corporation (NGC), who brings intimate
knowledge of the Enterprise Data Warehouse, the IBM team will expand and enhance the
enterprise data model to support your current and future information needs. Using Business
Intelligence and Predictive Analytics capabilities supported by Cognos, our proposed Solution
will help DHS gain a better understanding of your Clients and the challenges they face, and
identify the optimal approach to realize positive outcomes. This is important not only for the
development of evidence-based protocols, but also for resource planning and management.
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In the subsequent sections, we provide greater detail on how the IE-BM proposed Solution will
provide the functionality required to deliver the business benefits outlined in the RFP.
Briefly, our proposed Solution includes the following functional areas:

Clients will have the ability to apply over the web, mobile, telephone, and by paper for
programs offered by the DHS and other organizations specified in the RFP using a
single integrated application. With each subsequent project phase, additional
functionality will be added, supporting real-time eligibility determination as each program
is rolled out and with the final phase providing web-based, real-time eligibility
determination through an integrated application that supports multiple programs.

Our proposed Solution is designed to guide the Client, Intake Worker, and Eligibility
Worker through each process and task associated with the client registration and intake
processes. The Solution will request data and present screens in a logical, organized
fashion based on information provided by the Client, so that only the necessary
guestions are asked. Required evidence will be identified, collected, verified, and
processed along with additional information needed prior to benefit issuance. This
will reduce the processing time and decrease the effort required by the Eligibility Worker
by increasing the level of automation.

Our IE-BM Solution provides extensive calendaring functionality allowing DHS staff to
record and keep track of appointments, activities, events and meetings. At the point of
Intake, Interviews will be scheduled where necessary. During the interviews, the
Solution will facilitate a guided evidence capture process to support the Intake and
Eligibility Workers. The guided evidence capture will improve the quality and consistency
of information across DHS Clients and programs

The Eligibility and Benefit Management functionality provides a consistent, efficient,
flexible, and automated mechanism to address cross-program eligibility determination,
benefit issuance, redemption and management for programs other than Medicaid.
It does so by determining Applicant eligibility based on the program rules and
determines the specific level of benefit (payment or service) that an Applicant is entitled
to receive. Once eligibility is confirmed, the Client will receive a welcome package
describing the pertinent details of their benefits and contact points in case additional
information is needed. In cases where program financial management is administered in
our proposed Solution, as benefits are delivered, they will be tracked in the financial
management component of the case, enabling DHS to resolve discrepancies that arise
from retroactive legislation or change in Client circumstances.

Clients will have the ability to submit Client changes and updates online for programs
within the IE-BM Solution’s case management scope. This will help to facilitate more
timely receipt of information and lessen the likelihood of retroactive changes resulting in
over and underpayments. When changes are reported and data is updated in the
Client’s case, the action will trigger the redetermination of eligibility, automatic
recalculation of benefits, and update the financial component to reflect the difference. In
some cases, a liability, resulting from calculation of an overpayment, will be generated
and trigger processes to handle recovery through benefit deductions. Other updates
reported by Clients, or through automated interfaces, or provider reporting may result in
redeterminations that may result in benefit sanctions, suspended or terminated case
processing.

Authorized users will have the ability to conduct a cross-program client look-up and
qguery. The search will return results based on the completeness of the information
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entered. A probabilistic search will return the highest ranking results from which the
Worker can select the correct result after reviewing the additional demographic
information.

e Throughout our IE-BM Solution, DHS will have robust Reporting and Business
Intelligence capabilities. Cognos will provide DHS a combination of standard,
parameter-driven and ad-hoc reports as well as the functionality to support advanced
analytics. The IBM team will work with DHS to develop reports with each phase as the
programs are subsumed into the enterprise solution. Additionally, the IE-BM Solution
supports real-time alerts or notifications which can be used to inform and direct Workers
and other systems users. This will help to improve their ability to deliver necessary
services and benefits to your Clients.

Our IE-BM Solution provides DHS an optimal fit, which leverages your current investments, as
mentioned above, while bringing you industry leading capabilities in human services program
management, master data management, and business intelligence. The underpinning COTS-
based solution also provides the advantage of a proven product, currently in use by other state
agencies to deliver the same programs and meet similar business needs. This will allow the
State to benefit from a shared client community of peer governments, with similar need and
interests, who work together to influence future product enhancements and develop shared
assets. In this way, our IE-BM Solution continues to adapt and support the evolving needs of
governments beyond product improvements and advances. You may choose to participate in
user collaboration communities to share practices, address shared challenges, and collaborate
on new innovations. We encourage such outreach and will support you as part of our user
community.

As you read through the subsequent sections, we hope you gain an appreciation for how well
our proposed Solution provides a person-centered experience for Arkansas Clients, and the
DHS Workers alike.

1.2 Approach to General Requirements

The Vendor should ensure that the responses to this section are in alignment with the
requirements set forth in Template T-6 — Functional Requirements Traceability Matrix, Tab FR1
— General Requirements.
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1.2.1 General Requirements

Significant System capabilities in this area include:
B Providing capabilities to cleanse/manage master data/client information
B Providing multi-lingual capabilities
B Tracking all Case actions

Instructions: The Vendor should describe its approach to addressing General requirements.

This section will focus on the requirements listed within Template T-6 — Functional
Requirements Traceability Matrix, Tab FR1 — General Requirements. As these requirements,
specifically FR1.1 through FR1.26, cover a variety of topics discussed in greater detail as
applicable throughout this document, discussions here will be at a very high level. Requirement
FR1.27 is discussed in section 1.2.3. User Account Management.

Topics discussed in this section focus on five (5) main capabilities:

Access via the Client Portal;

Self Service Features;

Intake Processing;

Ongoing Case Management; and
Monitoring and Tracking Capabilities.

Access via the Client Portal

The IE-BM Solution provides an end-to-end integrated application intake process that monitors
status and processing timeframes for programs selected on the application, identifies
verifications required to process the integrated application, and tracks the receipt of the
verifications. The IE-BM Solution’s Client Portal will provide Clients and Authorized
Representatives online access to the system from desktop and mobile browsers. The IE-BM
Solution will provide online access supporting the pre-screening and application processes, as
well as secure, restricted access to Client and case information. Client communications will be
available within the required languages specified by DHS. Configuring languages and locale text
is a core configuration feature of the system that has been successfully used for New York City
and many other Caram clients around the world. Language text is configured separately from
the screens, notices and other displays to easily allow for standard multi-lingual
configurations. [FR1.8]

Given the sensitive, confidential nature of information housed in the Solution, access to Client
and case information requires log-in credentials. Log-in credentials - a user name and password
- grant access to the IE-BM Solution and determine what information the user can access and
the tasks and activities that they can perform. For example, a Client accesses the IE-BM
Solution through the Client Portal. Their credentials allow them to access their personal and
case information for cases for which they are a member. And, through their landing page, they
will have the ability to complete multiple transactions including:

e View communications issued by DHS as they relate to their case(s)
e Initiate a communication to their assigned Worker,

e Report a change,
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e Submitting Renewal forms,
e Check the status of an application or benefits, and
e Upload verifications needed to determine eligibility or maintain existing benefits.

Our proposed Solution provides role-based portals for both Clients and Authorized
Representatives, internal Workers, and Navigators. Authorized Representative, when accessing
the IE-BM Solution through the Client Portal, will have access to the cases and functions related
to the Clients they represent, but with greater limits in functionality than the Client themselves.
Representatives of other agencies, such as navigators will have limitations on the data they can
access and the tasks they can perform are also governed by their credentials and the sensitivity
level of Client data. For example, some external users may have read only access to a specific
set of data limited to Clients receiving benefits from their agency while DHS Intake and Eligibility
Workers will have access to Client and case information such as Client demographics, eligibility
information including eligibility periods and benefits issued. [FR1.11, FR1.13, FR1.15]

One of IBM’s successful implementations of user interface
requirements is the work we did for the State of Missouri.
IBM utilized its in-depth knowledge of the Cdram product to
work with Missouri to develop a user interface that focused
on limiting customizations and leveraging out-of-the-box
capabilities to meet Missouri’s needs. We propose using a
similar collaborative approach to provide the State of
Arkansas a quick delivery of user interface requirements.

The IBM team has successfully implemented user interface and portal requirements for multiple
similarly-sized State agencies, including North Carolina and Missouri. The IBM team worked
closely with the State of North Carolina to develop a Client Portal that included wording,
sentence structure, and grammar to target a specific grade level understanding of English for its
Clients. As a result of the readability requirements, North Carolina citizens have been able to
easily navigate the State’s Client Portal.

In Missouri, the IBM team worked collaboratively with the State to conduct requirement
elaboration and clarification sessions. The IBM and State team compared out-of-the-box
functionality to the functional requirements required by the State, an approach that allowed the
State to take advantage of the out-of-the-box functionality. We will utilize a similar technique for
the State by identifying process changes that do not impact delivery based on established
policies and procedures, and document and validate changes needed to address gaps within
RFP scope during Design sessions.

The IE-BM Solution provides a user interface (Ul) that is and has been employed by social
enterprise organizations worldwide. The Ul available through the V7 release is crisp, clean, and
intuitive. The IE-BM Solution’s V7 browser based user interface is designed specifically to
support persons with disabilities. The Solution conforms to both the US Federal Section 508
requirements for accessibility for persons with disabilities and the Americans with Disabilities
Act (ADA). The figure below is a representative view available with the release of IBM ClUram
V7. Functions available on the representative view can be incorporated into the existing State
portals and public facing pages to grant broader access to features and support ‘No Wrong
Door’ [FR1.23]

10
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Figure 2: The Client can access the IE-BM Solution via the Client Portal. Additionally, those seeking information concerning benefits
and services can access that information directly, no log-in credentials required.

Self-Service Features

The IE-BM Solution’s Client Portal will provide online access to individuals seeking information
about the programs available through DHS and other specified agencies and allows them to
check potential eligibility for one or multiple programs. The pre-screening process can be
anonymous in that it does not require that the individual create an account. This process will,
based on the program or programs selected, gather general information such as demographics,
employment, shelter, and resource information for individuals listed. This process does not
require that information provided be validated; however, it does compare the information
provided against general rules for each of the programs selected. Pre-screening results reflect
potential eligibility and does not indicate actual eligibility. If pre-screening results indicate
potential eligibility, the person providing the data can opt to create an account. By creating this
account, certain data elements provided will pre-populate fields on an application subsequently
filed.

Completing an application requires that the Applicant provide data. The integrated online
application supports the Applicant’s ability to apply for multiple programs, for example SNAP,
TANF/TEA, WIC, and Child Care. The IE-BM Solution will, based on the programs selected,
collect the necessary data needed to determine eligibility for each program, minimizing the time
spent by the client on the application entry. Questions posed to the client will be based on
answers that they provide. For example, if a member of a household is employed, the IE-BM wiill
request and collect employer, wage, and possibly insurance information. The IE-BM Solution
will leverage information available for Individuals known to the system or those receiving
benefits or services from specified agencies, such as Medicaid, LIHEAP, or WIC recipients, by
pre-populating fields on screens as they are presented to the Applicant where security and
policy permits. For example, the IE-BM Solution will bring in existing data available for an
existing Medicaid recipient applying for SNAP through their secure online account. The
applicant will have the ability to review and modify pre-populated information and answer the

11
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additional necessary questions required to determine eligibility for SNAP. The Applicant must
sign the application in order for the process to move forward. In this instance, the IE-BM
Solution will accept an electronic signature, signifying the Applicant’s acknowledgement that
data provided is accurate. [FR1.1, FR1.2, FR1.12]

Prior to the scheduled interview or a determination of eligibility, the Applicant’s circumstances
may have changed or they may decide to withdraw their application. The screen in the figure
below depicts the type of information an Applicant will see when viewing submitted applications.
You can see on the far right, the Applicant has a hyperlink available to them to withdraw the
application, if they so choose. Since our IE-BM Solution schedules, screens, and requests data
based on the user’s responses to questions, the Applicant will be required to select the
program(s) for which they are withdrawing their application, indicate the reason for the
withdrawal, and electronically sign the application. Our IE-BM Solution will cancel previously
scheduled appointments that are associated with the request and the date and time are among
the transaction details that will be recorded and added to the case activity log. The Solution will
auto-generate a natification of the withdrawal, detailing the programs impacted and the reason
indicated and send the notification to the Applicant via their preferred method of communication
such as mail, text, or email. [FR1.6, FR1.7, FR1.21]

Figure 3: The Applicant can withdraw an application using the self-service option.

Once completed, the Applicant will electronically sign and submit the application. The Solution
will then guide the Applicant through the process of scheduling a face-to-face interview with
DHS staff, as required by each program. From that point forward the DHS Workers will review
and validate data as required by policy to pursue the determination of eligibility for the applied
programs. [FR1.14]

Once the application is signed the Solution will, based on DHS predetermined rules,
electronically route it to the assigned unit or Worker. Using the date the application was filed,
the Solution will track processing days by program. For example, an integrated application may
include requests for TANF/TEA, SNAP, and LIHEAP benefits. The IE-BM Solution will notify the
Eligibility Worker prior to the processing date for SNAP that the processing deadline is
approach, and do so again when the TANF/TEA processing date nears, and again for the
LIHEAP program. The timing of the Eligibility Worker’s notification and the number of reminders
is configurable to meet the instructions given by DHS. For example, the Eligibility Worker may
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be notified ten days prior to the SNAP processing deadline and again five days prior to the
deadline. Once the reminder appears on the Eligibility Worker’s landing page it will remain on
the task list until processed, transferred to another Worker, or escalated to a Supervisor.

Our IE-BM Solution’s self-service feature provides Clients and Authorized Representatives with
a means to securely access their case and personal data. Role-based log-in credentials control
Client access to cases for which they are an active member and limits the actions they can
perform via the Client Portal. The Client experience is also driven by the status of the Client’s
applications or cases. A Client without active cases has a different experience than a Client
with active cases, as there are different levels of information required by each. Potential Clients
without active cases have the capability to monitor their application status as in the screen
above. Clients with active cases can check on the status of a pending applications that may
exist, the issue date and amount of benefits, the balance and repayment period for
overpayments tied to their case, communications issued by DHS, and, using the Solution’s
calendar feature confirm scheduled appointments with DHS staff or request a meeting with their
assigned Worker. [FR1.9]

Intake Processing

If the Applicant has requested the assistance of an Intake Worker, the system will assign the
application as instructed by DHS and generate a naotification to the Intake Worker of the newly
assigned case. As is the case for an online application completed by the Applicant, when Intake
Worker assistance is requested IE-BM Solution will guide the Intake Worker through a series of
screens based on the data entered. This process will continue until required data is captured
and the worker has submitted the application. The Worker entering application data will conduct
a search on individuals listed on the application. If the Applicant is known to the IE-BM Solution,
data available will be pre-populated on applicable screens as shown in the figure below. For
example, Jennifer Nelson received SNAP benefits four months ago. Jennifer Nelson’s name
appears on the search results and is selected by the Intake Worker. The data available for
Jennifer, including date of birth and social security number, will pre-populate screens as the
Intake Worker progresses through the process. In other words, the IE-BM Solution will leverage
available data from trusted sources to alleviate the need to re-enter data. The figure below
provides a sample of information populated based on Jennifer’s prior involvement with DHS or
one of the agencies utilizing the IE-BM Solution’s integrated application capabilities. [FR1.2,
FR1.21]
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Figure 4: The IE-BM will pre-populate fields by leveraging data available in the IE-BM Solution databased and approved external
sources.

Upon submission by the client, our IE-BM Solution will monitor processing timeframes by
recording the date of the application and creating required timers for the programs selected.
Since programs have different processing timeframes, for example SNAP must be processed in
30 calendar days, TANF/TEA in 45 calendar days, the system will track the days against the
program and generate reminders to the Eligibility Worker and/or their supervisor as the
processing deadline approaches. This will help the Worker manage their time, promote timely
application processing, and benefit the Client through timely receipt of benefits. [FR1.3]

The IE-BM Solution will apply verified data against program-specific rules to determine eligibility
for the individuals on an application, for the programs selected. Eligibility determination results
may indicate that the Client or Client household is eligible for emergency benefits. Processing
timeframes may be shortened and the benefits calculated in these cases are typically pro-rated.
For example, a SNAP application with potential eligibility for Emergency SNAP benefits must be
processed within ten (10) calendar days whereas in a non-emergency, the application must be
processed in 30 calendar days. Additionally, the Emergency SNAP benefits will be pro-rated
taking into account the date of the application and issuing benefits for the balance of the
application month.

Subsequent SNAP benefits, if eligible, will be full month allotments. The eligibility determination
results will update the program status for household members. For example, if the application
for SNAP benefits includes four household members, at application, the participation status for
each member will be Pending. Once the application is processed and the IE-BM Solution
determines that the four (4) members are eligible, the status for each of the four (4) members is
automatically changed to Open or Active. The Eligibility Worker is not required to manually
change each members program status. [FR1.10, FR1.22]

Ongoing Case Management

Authorized Workers will have the ability to easily search and maintain Client information. As
shown in the figure below a Worker can open a Client or Applicant record and directly edit
information on the screen, if authorized to do so, and if the information has been verified. Users
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can schedule interviews and other activities in the Client calendar. This interaction can be
manually or automatically recorded within the Communication records for each participant in the
system. [FR1.19]

Figure 5: Authorized users can view and edit Client data as needed.

The Solution will maintain detailed history of Client eligibility periods, case transactions, and
details of who accessed the case and the actions taken on the case. Authorized individuals will
have access to case and personal information. For example, authorized staff may access the
history of Client benefits, application status, and history of eligibility determinations and results.
[FR1.26]

As part of the eligibility process the IE-BM Solution will review the status of each Client to
determine the presence of sanctionable activity. Programs such as TANF/TEA and SNAP will
sanction Clients for certain behaviors that contradict program eligibility requirements. Program
rules governing processing timeframes and eligibility period are often measured in calendar
days. The IE-BM Solution will factor in the number of days in each month, including 29 days in
February in leap years. Daylight saving time start and end dates will also be taken into
consideration as part of the IE-BM Solution. [FR1.20]

Client action or inaction may result in sanctions levied against the individual. For example,
based on program rules and regulations, Clients receiving SNAP benefits who fail to comply
fully with work requirements may be sanctioned based on DHS policy. The Eligibility Worker can
manually initiate a sanction or the Solution can automatically apply sanctions in accordance with
SNAP policy once the Eligibility Worker or other authorized staff enter the Client’s refusal to
comply with the work program participation requirements. The IE-BM Solution supports
sanctioning as shown in the figure below, where users can view sanctions and associated
details. Sanctions can be time-based, as shown by the start and end date in the example below.
Sanctions are applied based on program regulations. For example, if an individual's action or
inaction results in a sanction in both SNAP and TANF/TEA, the IE-BM Solution will track the
individual and duration of the applicable sanction by program. Sanction periods and applicable
details will be recorded as part of the individual’'s history. The IE-BM Solution can apply the
balance of a sanction period at a future time based on program policy. If the case closes and a
member of that household’s sanction period has not expired, the balance of that sanction can
be applied to that individual’s eligibility at reapplication for that program in the future. [FR1.24,
FR1.25]

15



State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-7 — Functional Requirements Response Template

Figure 6: The IE-BM Solution will provide details for imposed sanctions by Client, by program.
Monitoring and Tracking Capabilities

The system will track Case actions including maintaining a record of those accessing a case
and the tasks performed. For example, if a Client performs a task such as initiating a change via
the Client Portal, the IE-BM Solution will track the action, date, time, person taking the action,
and the method (Client Portal self-service), which can be reviewed in real-time by accessing the
case activity log. The Solution will also track events or activities within the case’s lifecycle — from
opening and activation or payment of benefits through to reviews, renewals, suspension, or
closure actions. Some programs require a case review while others may not; periodic
programming occurs however the frequency differs.

The Solution monitors workflow and tasks by program. The Solution’s alert feature, configured
to support your program-specific, task-specific requirements lessens the pressure on your
Workers with reminders and, when necessary escalations to Supervisors Transaction tracking
can be used for audit purposes and can also be analyzed to provide Program Administrators
insight into the features Clients access. For instance, DHS staff can access clients who have
taken action via the Client Portal self-service and those who complete the same action via paper
form to identify trends between the two populations and if needed create outreach efforts where
their aim is to increase online usage. [FR1.3, FR1.4, FR1.5, FR1.11, FR1.15, FR1.16, FR1.17,
FR1.18]

As discussed in this section, our IE-BM Solution provides secure access facilitating Client
access to self-service options including researching available programs and services, testing for
potential eligibility for one or more services, application filing, and accessing case information to
check the status of an application and benefit details. Self-service options increase Client
independence and responsibility. Access to the IE-BM Solution at their convenience allows
Clients to report changes and schedule appointments with DHS Workers that meet the Client’s
availability and schedule. The IE-BM Solutions tracking feature collects details concerning
access to the system, who accessed what case and which data, the actions or tasks performed
and the date and time performed. The tracking feature supports audit requirements but also sets
the timer and Worker notification cycles for time-sensitive events. The Solution’s ability to
leverage available data across previously identified systems coupled with the exchange of
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current, verified data across those systems will help to eliminate redundancy of data entry,
promote the ability to check and update known data, and can prove helpful in the detection of
fraud.

1.2.2 User Interface Requirements

Significant System capabilities in this area include:

B Providing a user interface which allows for DHS workers to perform their tasks
efficiently

B Providing Clients and Applicants access to all self-service functionality in multiple
languages

B Providing context sensitive help information and decision-support tools
B Providing Clients with access to a mapping tool with directions to DCO County offices

B Conforming to State and industry-recognized user interface standards for all System
screens, windows, and reports

B Making all applicable forms available for users to download, pre-populated with the
Client's information previously provided to any Program

B Supporting Client access through multiple on-line channels including computers and
mobile devices (e.g. tablets and smart phones)

Instructions: The Vendor should describe its approach to addressing User Interface
requirements. The Vendor’s response should include a discussion regarding access through
multiple on-line channels (i.e. State workers should be able to access the system from PCs
and tablets and the citizen’s portal should be able to access the system from PCs Tablets and
Mobile Phones)

Our IE-BM Solution leverages the IBM Caram Social Program Management Platform (SPMP)
which provides a crisp, clean, uncluttered user interface incorporating the following
improvements:

¢ Font — Easy to understand page content with easy to read fonts;

e Spacing - Increased spacing allowing Workers greater accuracy in selecting and
activating screen components;

e Contrast - Higher contrast setting as its default, text and icons visually sharp;

e Hover - Hover feature and selected states are visual indications of user mouse location;

e Color Palette - Uniformity and consistency across screens while providing crispness.

User interface capabilities also apply to tablet usability supporting user navigation. Both your
Clients and authorized IE-BM users will find straightforward interactions that make it easier to
process their tasks. Navigation features and screen layouts combine to facilitate intuitive easy
access to case and Client information. Access to current information and intuitive system
navigation helps authorized IE-BM users complete tasks and perform their assigned
responsibilities efficiently.

In the remainder of this section, we will describe how our proposed Solution addresses the User
Interface requirements across five (5) experience areas:

e Access and Navigation,
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Role-based Worker Experiences,

Client and Authorized Representative (AR) Experiences,
Forms, and

Online Help.

Access and Navigation

Access and navigation are a key driver in user satisfaction across our implementations, where
we have delivered improved organizational and user experiences to Clients, external users and
agency staff across multiple Integrated Eligibility implementations. Our North Carolina Families
Accessing Services through Technology (NC FAST) project, a Clram-based integrated eligibility
and case management solution, is an example of this and currently supports multiple agencies
and a wide array of Clients including recipients of:

TANF/TEA, SNAP, Medicaid, LIHEAP, and other eligibility-based programs;
Aging and Adult Services; and
ACA related health exchange programs.

This implementation was approached as an incremental modernization, where programs have
been added to the solution over time. Further expansion is planned to encompass Child
Services programs.

One of IBM’s successful implementations of external portals
is the State of North Carolina. IBM worked with North
Carolina to configure the IBM Curam-based portals to deliver
easy to navigate portals for both Clients and Providers.
These portals are in Production today. The Client Portal can
be accessed by the public at
https://epass.nc.gov/CitizenPortal/application.do

Similarities between the IE-BM Solution and NC FAST include:

User profiles — configured to meet Agency requirements and used to regulate system
access and determine the screens and information the user can view and the tasks and
activities they can perform

Navigation — use of shortcuts, tabs, links and dropdown menus. Easy, intuitive
navigation and Worker ability to bypass a multi-step workflow and navigate directly to a
desired screen or location within the Solution.

Real-time access — authorized users have real-time access to case information and
transaction histories based on their log-in credentials and their role and involvement in
the case.

Real-time updates —Clients, Authorized Representatives, DHS Workers, and others
authorized to access and update information can review and update as needed.
Validated data can be used immediately when determining eligibility and case notes
inform those working with the Client of newly reported or discovered information.
Online Help — provides information concerning processes, policies, and screen-related
data.
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The IE-BM Solution will incorporate benefits from the lessons learned and enhancements made
to increase Worker productivity and enhance Client and Worker experiences across our
implementations.

Role-based Worker Experiences

From their home pages, DHS and other authorized staff, based on their log-in credentials, will
have secure access to clients, cases and the ability to manage their tasks and activities. The
Worker’s landing page organizes and prioritizes tasks and responsibilities, displays upcoming
events, and provides alerts and reminders of time sensitive events. As seen in the middle
portion of the figure below, a list of available pods, based on the user’s role, allows the Worker
to select the pods they wish appear on their landing page. Once selected, the Worker can
arrange the landscape of the landing page by positioning the pods based on their preference
promoting easy access to information and increasing efficiency. In the figure below the Worker
appears to be relocating the My Appointments pod to the top center of their landing page. While
navigation functionality is further discussed in the following paragraph however, the forward and
back navigation links can be seen in the top right corner of the page. [FR1.29, FR1.30, FR1.39]

Figure 7: Users can select and position pods on their landing page to suit their personal work style.

The IE-BM Solution as shown in the figure below, our Ul follows industry standards for user
interfaces and will incorporate State standards for Client and Worker screens The security roles
and profiles defined for Workers and Clients will provide the specific functional views for each
user type. Throughout the Solution, language is in line with the educational level as specified
within the RFP. [FR1.33, FR1.47]
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Figure 8: Navigation options allow the user to use shortcuts, select tabs and dropdowns, and access the Search feature.

As seen in the figure above, navigation features such as hyperlinks, tabs, dropdowns, and
shortcuts provide options for movement. For example, Workers and other authorized users can
complete tasks as guided by the Solution or, they can go directly to a specific screen or location
by choosing a shortcut (left side of scree), a tab (middle of screen), or begin a new task by
selecting an activity from a dropdown (right side of screen). By offering these options the IE-BM
Solution accounts for the user’s system knowledge and experience level and increases the
efficiency of Worker activity by allowing direct access to a screen or activity. The use of the
dropdown feature, in addition to providing access to activities as seen above, expedites and
standardizes data entry by providing the user with data options for a specific field. [FR1.28,
FR1.31, FR1.32, FR1.46]

User roles define the views that the IE-BM Solution will present to the user. For example, views
presented to the Eligibility Worker differ from those presented to a Supervisor. The user’s role
also determines the information they can access, the level of detail available, and the tasks they
can perform. DHS Workers assigned to a case will have access to current and historical case
information. The figure below provides a list of previous Client applications. The Intake and
Eligibility Workers, for example, can access information on these prior applications based on
their role. This information can be compared to data on the Client’s current application and can
be used to structure interview questions as well. The Worker will also have access to
communications issued to the Client. If the Client’'s communication was issued in another
language, the version viewable to the Worker will be set to English. [FR1.37, FR1.48]
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Figure 9: The Application list chronologically displays high-level details of prior applications.
Client and Authorized Representative (AR) Experiences

Clients and ARs accessing the secure self-service option can do so via the Client Portal. The
user role will determine the screens they can access, the information and the level of details
they can view and the tasks and activities they can perform on cases with which they are
affiliated.

The IE-BM Solution’s Client Portal provides Clients with secure access to their case. They can,
in real-time, view benefit details including eligibility periods and benefit issuances, access
communications, and initiate changes. Through our IE-BM Solution Clients and Authorized
Representatives are offered opportunities to research available programs and services through
non-secure public facing tools or through their secure accounts. As discussed previously,
features are also provided to apply for new programs or services through guided experiences
that deliver necessary detailed instructions to help the users understand and provide necessary
data. Online help, discussed in greater detail below, is provided to address potential user
guestions and accessible throughout the process. [FR1.40, FR1.49, FR1.50]

Communication with a Client is crucial to obtaining accurate information and to inform the Client
of their role and responsibilities as it affects their eligibility and entitlements for benefits and
services. Not to mention the critical role it plays in their satisfaction with their interactions with
DHS. The IE-BM Solution will capture and maintain the Client’s and the Authorized
Representative’s preferred language. Using this information, the Solution will present portal
views and generate communications. Languages to be offered include English, Spanish, and
Marshallese. The Client and AR can also indicate the need for an interpreter at the time they
enter their preferred language. The figure below provides a representative view of how preferred
language information is gathered and tracked. As you can see, the Solution captures details
concerning changes to this information. [FR1.34, FR1.35, FR1.36]
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Figure 10: Clients stipulate their preferred language and method of communication.

Applicants, and Clients wishing to visit a DCO office for the purposes of submitting applications
or required documents, meeting with their Eligibility or Intake Workers, or participating in
interviews or other activities required by their programs can use the solution to find contact and
location information. The Solution also provides guidance to those needing directions to the
office through integration with Google Maps. The figure below provides a representative view of
how the user can request directions from a specified location to a DCO County office — a

concept familiar to those requesting directions via a service such as MapQuest.com or
AAA.com. [FR1.45]
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Figure 11: Clients can access driving and walking directions to a select local office.
Forms

Communications, such as an email or SMS message, will inform the Client that they have new
information available and accessible via the Client Portal. When accessing their personal
account, an informational message will describe the action(s) that they must complete. For
example, at the time of renewal, the Client will receive an email informing them that they must
access the renewal form via their Client Account. Once they access their account via the Client
Portal, an informational message will inform them of the steps required to initiate the renewal
process. The message will provide the option of completing the process online or downloading a
form and submitting the completed paper copy to DHS. By accessing the link and choosing the
option to provide the required information online, the Client will be guided through the process of
entering data into required fields, saving, and submitting the data. The Solution will confirm that
the data entry step in the process is complete.

The Client may prefer not to complete the process online and opt to download and print the
renewal form. The Solution will pre-populate DHS-approved fields on the printed form and
asterisk (*) the fields the Client must complete. Mandatory fields are based on program-specific
requirements. The Client will be responsible for completing and signing required forms and
submitting the paper form directly to DHS as indicated by the form’s instructions.
Redeterminations and Recertifications of eligibility are time-sensitive activities with impact to
continued eligibility if the activity, regardless of method chosen, are not submitted timely. The
initial communication and the system generated informational message will relay details
concerning the time-sensitive nature of the activity and the limited availability of the forms based
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on the timeframes established by DHS and in compliance with program-specific policy.
[FR1.51, FR1.52, FR1.90]

Online Help

The Online Help feature within the IE-BM Solution provides Workers and other users
information and guidance necessary to perform system activities. It can be provided at the
screen, task, and field level based on needs defined with DHS during design. It can also provide
references or access to program policy documentation where applicable. Each screen has an
available help section listing informational details or embedded instructions describing each
section. The figure below provides an example of content Workers will see when accessing
Online Help. Help content reflects the applicable business information, such as process or
policy, or descriptions when requesting information at the field level. By selecting the topic, the
Worker can access information concerning the steps required to complete a task. DHS wiill
determine the format to be used when developing Online Help content for Clients and other
users. For example, in addition to accessing online help as users are completing a task, users
can access additional help by choosing the PDF version of content or, and through the use of
Drupal, a multi-media format. The IE-BM Solution Portal and Online Help options are further
discussed in T-9 Technical Requirements, Section 3.1.1. Presentation Layer — Portal. [FR1.41,
FR1.42, FR1.43, FR1.44]

The availability of Online Help assists the user by providing real-time answers to their questions.
Field definitions and descriptions explain what is needed; the ability to review a process gives a
broader view of the steps and purpose of each step needed to complete a task; and access to
program policy educates the user. For example, access to program policy can provide an
explanation of what is factored into and eligibility determination, application and change
processing timeframes, by program, and the acceptable verifications, by program, for
information needed to determine eligibility. Access to this information informs the Client, and
helps decrease the number of Client contacts with the Intake and Eligibility Workers so that
case processing is expedited.

1.2.3 User Account Management Requirements

Significant System capabilities in this area include:
W Supporting one Client account for all programs on the IE-BM Platform

B Granting and limiting access to Clients, State staff, and authorized representatives to
view/update information, based on user role, access rights and program rule

B Allowing users to update their username and password
B Capturing the Client’s preferred method of contact
B Supporting Authorized Representative(s) for each user account

Instructions: The Vendor should describe its approach to addressing User Account
Management requirements.

In this section we will discuss User Account Management requirements by grouping
requirements using these topics:

e General Account Management
e Internal User Accounts
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e External User Accounts
DHS Account Administration

General Account Management

General account management refers to topics or system activity that apply to the entire user
population, for example, password resets and system time-out due to inactivity.

Access to the IE-BM Solution requires a user name and password, regardless of the type of
user. The System Administrator will assign a user name and temporary password to an internal
user, for example an Eligibility Worker, a Supervisor, or support staff that will be accessing the
Solution. Once the password is created and the account is provisioned, the pre-configured role
of Eligibility Worker, Supervisor, and support staff will automatically provide access rights to the
person logging in with that role. A Client creating a new account will also be required to create a
user name and password. [FR1.61]

At times a user, internal or external, will forget their password or may decide to change their
password. Both types of users, internal and external, will have the ability to update their
passwords. For external users, the Solution will check to confirm that the account has not been
flagged or locked in some way that does not allow a password change or reset due to the fact
System Administrators have the ability to lock both internal and external user accounts. Other
DHS authorized users will also have the ability to disable the login of external users, for specific
situations — such as in respsonse to the detection of potential or proven fraud In cases where a
Client has forgotten their password and their account has not been locked, they can reset it by
providing answers to questions or specific hints. The figure below shows a sample password
reset screen. [FR1.64, FR1.65, FR1.75]

Figure 12: By correctly answering Password Hint questions, Clients can reset their password.
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Individuals working in the IE-BM Solution may need to step away from the system while in the
middle of an activity. For example, a Worker may take a phone call or work directly with a Client
or an Applicant may step away while in the process of completing an online application. The IE-
BM Solution will automatically log a user out of the system if an extended period of inactivity
occurs. This period will be configured based on DHS requirements, for example, if no activity
occurs for twenty (20) minutes, the Solution will automatically log the user off after that specfied
period of inactivity. This action will be initiated by rules and based on the Solution’s tracking of
the user’s inactivity. Work will be saved and available to the point the user last saved thier fully
completed field entry and will be returned to that screen once they resume the session by
logging back in. For example, an Applicant is in the process of completing an online appication
for TANF/TEA and SNAP for her household of four. Demographic data for household members
one, two, and three has been saved. However, the Applicant only enters the child’s name and
month and day of the child’s date of birth and saves the entry before the Applicant is distracted
and leaves the site. When the Applicant returns to complete the application, the IE-BM Solution
will return the Applicant to the demographic screen for household member four but only the
child’s name will appear as the DOB field was not saved since the Applicant had not entered the
year the child was born, making it an incomplete field. [FR1.76]

The IE-BM Solution supports setting security to the field level. The sensitivity level determines
who will have access to that data. For example, a case may be designated as highly sensitive
and accessible by a limited number of staff, perhaps only Supervisors assigned to a specific
office or region. Since a sensitivity level can be assigned to the data element level, highly
sensitive Client data may be restricted and not accessible to an AR or a Eligibility Worker even if
they have access to the case. [FR1.61, FR1.83]

Internal User Accounts [FR1.54, FR1.55, FR1.56, FR1FR1.79, FR1.82, GR1.83]

Internal user accounts are associated with DHS Staff and those defined by DHS as internal
users. An internal user account is role-based. The user’s log-in credentials allow the user to
access the IE-BM Solution and regulates, to the field level, what the user can access and the
tasks and activities they can perform. This discussion is focused on the Intake or Eligibility
Worker’s role in assisting an Applicant to create a new account which will allow them access to
the IE-BM Solution.

DHS Workers may receive requests for assistance from Applicants and Clients navigating the
IE-BM Solution and performing tasks. For example, an Applicant experiencing difficulty
completing an online application can request the assistance of an Intake Worker during the
online application process. That request will be routed to an Intake Worker, a Supervisor, or an
Intake Unit based on the process put in place by DHS. The assigned Intake Worker will contact
the Applicant and assist them through the process, including the creation of a Client Account.
Worker assistance may also be requested if a Client wishes to add or discontinue the services
of an Authorized Representative. If, during an in-person interview a Client indicates to the
Eligibility Worker that they wish to authorize a person or agency to act on their behalf, the
Eligibility Worker will initiate the process authorizing that person as the AR to the Client. To link
the Authorized Representative to a Client the Worker will perform a search to see if the
Authorized Representative is known in the IE-BM Solution. If yes, the AR is selected and the
Worker will link the AR to the Client and establish a relationship of AR. If not known to the
system, the Worker will register the AR and complete the steps linking the AR to the Client.
Should a Client wish to discontinue working with the AR, the Eligibility Worker will, upon receipt
of the request of the Client, de-authorize the Authorized Representative. This action will remove
authorization of that representative to access Client information. If the AR represents multiple
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Clients, this action will apply only to the Client requesting the de-authorization. The action will be
recorded on the Client’s activity log and the Eligibility Worker can document the action in the
case notes. [FR1.54, FR1.79, FR1.82]

If a duplicate record is identified by a Worker, they will be able to tag the duplicates and alert
administrators. Merge capabilities available within the Solution support the process of selecting
correct data and merging the data into a single case. The Worker will review the data available
in the Client’s duplicate records in order to determine which data to include as part of the
Client’s merged record. The IE-BM Solution will maintain a history of the sources for data
elements as well as changes to the data for audit purposes. The below figure shows an
example of a representative screen that your staff will use in order to view, compare, and
identify duplicates. In this example, the screens guide the user through a comparison of
datasets including addresses, identifications, and names and show the source and date and
time the data was received allowing users to make educated decisions. [FR1.27, FR1.56]

Figure 13: The IE-BM Solution will identify potential duplicate Client records helping to avoid dupcliate records and eliminate the
need to re-enter available date.

External User Accounts

External user accounts refer to Client Accounts and Authorized Representative accounts, and
other authorized representatives such as Navigator/Assister accounts.

The IE-BM Solution includes a multi-functional Client Portal
that will allow Clients to provide more timely information,
and access information directly about their cases
which will help save time and help reduce errors.
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Client

Clients will create a single account that will grant and limit access to case and Client
information and regulate the activities that can be performed on these cases. A single
account will grant the Client with access across programs within the IE-BM Platform. For
example, Ms. Alexander receives TANF/TEA, SNAP, Medicaid, and Child Care benefits. By
logging into her account, Ms. Alexander is able access her integrated case, apply or prescreen
for additional benefits, check the status of benefits, review communications issued by the
Agency, initiate changes to her case, and upload required verifications. NC FAST and New York
City Access HRA, with the help of IBM, have successfully implemented Client Portal
functionality similar to that required by DHS. Availability of these accounts and the Client’s
ability to independently perform tasks and initiate changes will increase the time available to
Workers to perform other tasks to process cases requiring their skill and knowledge, rather than
perform data entry and respond to basic account inquiries. Client access via the Client Portal
will be limited to their case(s). [FR1.53]

The Applicant is not required to create an account to start an application; however, in order to
file the application and subsequently check on the status of the application, initiate updates to
personal or case data, or to upload verification documents the Solution will require, the
Applicant must create a Client account. Client accounts will be created by the Intake Worker for
Applicants submitting paper applications to DHS by mail, fax, or in-person drop off. [FR1.63]

The figure below presents a sample screen for the initial step creating a Client account. The
Solution will only allow one account per Client. The Solution will confirm that an account does
not currently exist for this individual before creating a new account for the Client. In the event
that an account does exist, the Solution will determine if the account belongs to the individual
attempting to create the new account. If a new account is required, the Client will be allowed to
create the account. If the Client indicates that the existing account is in fact theirs, the Client will
be guided through the retrieve password process. [FR1.54, FR1.55]

Figure 14: The IE-BM Solution will guide the user through the process of creating their personal account.
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As seen in the screen above, the Client will be asked to enter a user name and password. The
IE-BM Solution will support a name structure that includes special characters and symbols
authorized by DHS. Password hints will be used to assist the Client in retrieving or resetting
their password should the need arise. Based on previous implementations we recommend
allowing users to create their own password that matches to your standards instead of issuing a
password for them. The IE-BM Solution can be configured to generate a temporary password
and workflow can be designed to guide the Client through the account creation process.

The usernames and password requirements will be contfigured to support DHS standards.
Additional details including Emergency Contact, Preferred Method of Communication, and
Contact Information will be collected during the Client Registration Process. Should the Client
wish to update this information, they can do so via the Client Portal once their Account is
estabablished. Changes made via the portal are date stamped, tracked, and recorded as part of
the case activity log. [FR1.59, FR1.60, FR1.62, FR1.72, FR1.84]

From the user’s account profile, our IE-BM solution will allow users to manage various aspects
of their profile features which are used for system administration such as password resets.
External users will also have the option to manage additional user information related to system
administration. For example, the external user’s contact information, preferred method(s) of
communcation, preferred language, and other system preferences will be available for the
review and update as needed. Other features, such as change in circumstance processing, can
be used on the portal to report client changes for information which may impact eligiblity and
entitlement to programs, such as address, income, and household composition. [FR1.69,
FR1.73, FR1.74]

Client accounts support the State’s goal toward increased automation. The Client’s ability to
access their case and perform activities such as submitting applications, initiating changes, and
submitting verifications electronically via the secure Client Portal will save Staff time, improve
data accuracy, and decrease the amount of paper and manual processing required to process
and maintain eligibility cases.

Authorized Representatives The IE-BM Solution has the ability to support an Authorized
Representative for each user account. Clients have the option of identifying an Authorized
Representative to act on their behalf or to assist them with their applications, interviews, and
interactions with DHS and other agencies. The Client can appoint or disengage the Authorized
Representative at will. In each case the AR’s involvement will be documented in the case record
and the AR linked to the case or their access rights to the case removed depending on the
status of their involvement.

The system will allow Authorized Representatives to be linked to one or multiple Clients. Once
the link to a Client is established, the AR’s log-in credentials will determine the Client
information they can access, the level of access, and the tasks and activities they can perform
on behalf of each Client. Also, once linked to the Client, the IE-BM Solution will issue
notifications and communications concerning their Clients in the form and language identified in
their preferences. [FR1.57, FR1.77, FR1.80, FR1.81]

Prior to registering an Authorized Representative (AR), the Eligibility Worker will meet with the
Client in a face-to-face interview to confirm the Client understands the role the AR and approves
the AR as their representative. When informed that the Client has identified an Authorized
Representative, the Eligibility Worker will enter required data, including demographics and
contact information, and the Authorized Representative’s preferred method of communication.
Clients can opt to discontinue working with an Authorized Representative or change who they
want acting as their Authorized Representative. The Client will notify the Eligibility Worker of the
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change. The Eligibility Worker will then de-authorize the Authorized Representative’s link and
access to that the Client and case information. The IE-BM Solution will auto-generate
notifications to the parties impacted including the Client and the Authorized Representative.
Communications will be issued in the recipient’s preferred method and the action tracked as a
case transaction. [FR1.78]

The IE-BM Solution facilitates linking Authorized Representatives to Clients for which the Client
has requested their involvement. Transactions are tracked and key information concerning the
AR’s involvement becomes part of the Client case file. There is no longer a need to maintain
this information manually or on a separate system.

Those acting in the capacity of a Navigator/Assistor are also external users authorized to assist
multiple clients. These external users are assigned log-in credentials, access the IE-BM solution
via a separate, custom portal and can perform a discrete set of tasks for a specific set of Clients
receiving their services.

The IE-BM Solution provides full auditability of system changes, with additional solution
functions that track the management of evidence — the data used in determinations of eligiblity
and entitlements. Regardless of whether updates are made by internal, external users or by the
system itself, changes are tracked through the Solution’s Evidence and Case Management
features. Effective dates, change dates, and user records are used to track who, what, and
when changes were made to client records that impact determinations. Where necessary,
additional database auditing can be implemented based on DHS requirements. The figure
below provides an example of tracking changes evidence along with the reasons for the
change. [FR1.58, FR1.59]

Figure 15: The IE-BM Solution maintains a detailed history of case transactions, including changes.
DHS Account Administration

DHS System Administrators will determine the roles assigned, permissions, and access rights
assigned to users. The IE-BM Solution will provide preconfigured roles that control access at the
field level with associated tasks and workflows, for example, internal users such as Case
Workers and Supervisors. Other roles, such as an Authorized Representative or a Navigator or
Advisor will require new roles with specific access rights, tasks, and workflows. The IE-BM
Solution will support authorized users such as a System Administrator, with the authority to

30



State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-7 — Functional Requirements Response Template

create and maintain new user roles as well as the ability to modify existing out-of-the-box rules
based on the needs of DHS. This representative will be registered in the system, have a unique
user name and password and, by virtue of the cases to which they are linked, be allowed to
perform the tasks as approved for that role. [FR1.57, FR1.66, FR1.67, FR1.68, FR1.77]

Figure 16: The System Adminsitrator or authorized staff is responsible for creating and assigning user roles.

System Administrators will also be responsible for activation and deactivation of user roles. For
example, deactivation may occur when a Worker leaves DHS or within a period of time after a
case closes. The System Administrator or other authorized State Staff can disable the log-in
credentials of Clients or Authorized users in the event that fraud has been detected. These
actions will generate notification to the users and register as a case action. [FR1.70, FR1.75]

The System Administrator, in compliance with DHS protocol, will determine the acceptable
number of unsuccessful attempts made by the user. For example, if the number of unsuccessful
attempts allowed is three (3), the account will automatically be locked upon the third
unsuccessful attempt. When a lock out occurs, the IE-BM Solution will provide the user
instructions on how to contact the system administrator and gain access to the system.
[FR1.71]

1.2.4 Validation Checks Requirements

Significant System capabilities in this area include:
B Validating information as the data is entered
B Validating address information
B Allowing for a system administrator to indicate mandatory and optional fields
B Providing the capabilities to upload images

Instructions: The Vendor should describe its approach to addressing Validation Checks
requirements.
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Timely and accurate eligibility and benefit determinations are critical to serving DHS Clients and
administering the programs through which those benefits are issued. To increase Worker
efficiency and reduce the risk of error caused by data entry into multiple systems, the IE-BM
Solution uses real-time onscreen features such as dropdowns, designations at the field level
indicating mandatory data, and real-time, onscreen edits to check the format of data entered.

The IE-BM Solution leverages the IBM Curam user interface that validates data as it is
entered, generating easy to understand messages back to the user as needed. Our proposed
Solution also includes validation checks at the field level within each data collection screen. The
Solution also supports validation against external data sources during scripted capture of
information, such as capture and validation of income information through a tax interface during
online application entry.

Data entered must also conform to the format designated for that field, such that numeric values
are not acceptable in alpha-only fields. Further logical edits can be applied so that the solution
requires certain constraints around the entry. For example, numbers may not be entered into a
Name field, birth date entries cannot reflect dates prior to 1/1/1900 and entries into zip code
fields must conform to a 5-character configuration. Social security numbers, date fields, and
email address fields are examples of other format checks performed by the Solution. [FR1.85,
FR1.86, FR1.88]

Asterisks identify mandatory fields in which data must be entered prior to the user saving the
record on the screen. In the figure below, asterisks inform the user that several fields, First and
Last name and Date of Birth, for example, must include data in order for them to proceed to the
next screen. While the Solution allows the user to enter optional data, the Solution will generate
an error message informing user which mandatory field(s) are incomplete, directing them back
to the missing field(s). The user will not be allowed to proceed until mandatory fields are
entered.
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Figure 17: The IE-BM Solution designates mandatory fields with asterisks and, as seen in the DOB and Registration fields, provides
aids such as calendars and dropdown menus to aid the user.

Address information is critical and is treated as person-based evidence by our proposed
Solution. It drives eligibility as well as necessary communications with clients and external
parties. Verified address information will be used to confirm residency requirements, deliver
EBT cards for SNAP, TANF/TEA benefit distribution, and, should the Client opt to receive
communications via USPS, provides a location where those communications will be mailed.
Address information will be validated against a named external database such as USPS
using existing geographic information system integration which will verify the address is a valid
post code, but will not validate it is the Client’s correct address. It is the Client’s responsibility to
maintain accurate information to DHS, including residential and mailing address details. They
can report changes to their Eligibility Worker or other Workers responsible for their case or they
can update this information by accessing their account via the secure Client Portal. [FR1.89,
FR1.93]

Information collected about Clients and their situation is stored at the Person and Case level
which allows greater application of the data across multiple programs, eliminating the need to
re-enter data. The integrated case shares required data across programs with each program
applying data based on program policy and rules. The Solution provides the capabilities to
upload images and documents from media accessible by the user’'s computer and provides
features to associate these records to the client or case files and to verification records. As
seen in the view below, the user is able to browse for documents and images they wish to
upload and attach to the Client or case record. Verification records are provided associated with
evidence through the Curam Verifications Module, which allow users to document that they
have viewed and validated the evidence and attach files as proof where available. In this way, a
Worker can track that they visually verified a Client’s driver’s license as proof of birthdate or they
can scan and upload an image of the driver’s license to attach to the verification. Where
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necessary, verifications can be set to expire as policy requires. So that someone who is not a
U.S. Citizen may have to resubmit verifications of their residency status after a set period of
time to maintain their eligibility. These verifications are managed by program rules which can
require different proofs across programs, so that one program may require a W-2 to verify
income and the other can require a recent paystub. which can be used as proof of evidence
and documented as verifications. [FR1.92, FR1.94]

Figure 18: The IE-BM Solution facilitates the collection and storage of documents and images used to validate information.

Throughout our IE-BM Solution, users will have the ability to enter narrative text to provide
additional details or explanations of data entered. In the figure above, the Description field is an
example of this feature. Spell check is available to assist users with spelling by identifying
misspelled words entered as part of the narrative or in a communication. As shown in the figure
below, users can easily highlight a misspelled word to select corrections or run a full spellcheck
on content. In the example below, the Solution presents the user with options for the misspelled
word, Imoorrtant. The user can also format text. For example, in the screen shot below, format
buttons visible would allow the user to insert a hyperlink, or format text as subscript and
superscript. Options available but hidden behind the spellcheck feature include bold, italic and
underline. [FR1.87, FR1.91]
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Figure 19: The Spell Check feature is available to IE-BM Solution users.

Workers continue to deal with increasing caseloads, planned and unplanned time away from
work, and Applicant and Client delays, which can impact timely processing of applications,
redeterminations, or responding to reported changes. To assist Workers to manage caseloads
that continue to increase in size and complexity, the IE-BM Solution tracks the progress of
applications and cases and auto-generates reminders to Intake and Eligibility Workers as time-
sensitive completion dates approach. For example, the Solution tracks application processing
timeframes, by program, updating the Worker’s task list to bring the impending deadline to their
attention. In some cases, the Worker’s inability to process cases within policy prescribed
timelines results from variables outside their control. There are approved reasons to extend a
processing timeline to account for these situations. The Solution provides the flexibility for
authorized users to override deadlines. [FR1.95]

In summary, The IE-BM Solution provides real-time on-screen edits to expedite and standardize
data collection. By doing so, the Solution standardizes data across programs allowing Workers,
Clients, Applicants, and other users to enter data once and use it across multiple programs,
saving time and decreasing the risk of data entry errors which could in turn result in eligibility
and benefit errors.

1.2.5 Alerts and Notifications Requirements

Significant System capabilities in this area include:

B Providing the ability to manually or automatically generate alerts and notifications for
users (Worker or Client)

B Sending global alerts/notifications
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B Sending notifications based on the user's preferred method of communications

B Providing the capability to consolidate multiple, mandated communications into one
mailing

Instructions: The Vendor should describe its approach to addressing Alerts and Notifications
requirements.

Well-informed Clients and Workers promote efficient and effective benefit and service delivery.
We understand the need for Clients, Workers and Agencies to communicate with each other
through multiple channels. In line with the State’s objectives, the IE-BM Solution will provide:

e Succinct, consolidated communications using preferred methods such as text, mail, and
email accessible via the Client’s secure IE-BM Solution’s self-service inbox as well as
their personal email account.

e An intuitive alert or notification approach leveraging the Solution’s Communication and
Workflow Management.

o Full history of communications recorded within the IE-BM Solution and related to
persons and cases to provide easy access to person-centric communications.

The IE-BM Solution supports the ability to manually or automatically generate alerts and
notifications to Workers and Clients. As an end-to-end eligibility solution, the IE-BM Solution is
designed to generate alerts and notifications based on defined triggers, including the following:

Changes to case and Client data;

Creation of calendar activities;

Worker/Client actions that need to be taken, for example data verifications;
Key events that occur throughout the life cycle of a case; and
System-wide events such as office closures.

Automated tasks, alerts and notifications will be system generated based on predetermined
system events and process milestones. They are integrated with workflows associated with the
rules engine that underpins our IE-BM solution. Tasks would be generated for specific work
processes which must be assigned and monitored for completion. Alerts or notifications would
be generated as informational and not require the same level of tracking as a task. For
example, a Worker may receive a notification that they have been assigned ownership of a
case. However, they would receive a task to perform the case review for that case. Workers
may also receive system-wide notifications via the banner alerts on their homepage. Clients
may also have information ‘pushed’ to their account home pages. In this way system
administrators can issue Global alerts or notifications as broadcast messages to the entire
internal user population or a subset of the user population such as in the case of emergency
office closures or security alerts. The figure below provides an example of an ‘office closure’
global alert. [FR1.104]
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Figure 20: Authorized Staff can issue global alerts or announcements such as Amber alerts, weather alerts and, as seen above,
office closures as global, time sensitive alerts.

For a Client, notifications and communications would be issued where permitted by policy using
the Client’s preferred method of communication. For example, a Client may have specified a
preference to receive their communications electronically so that the Client would receive an
email or text message informing them of new correspondence available via the Client Portal.
They can then login, access, and view the correspondence via their secure account. However,
policy or legislation may specify that certain communications must go out via hard-copy mail
distributions. Notices of determination or termination may require these paper distributions, in
addition or instead of electronic communications. Our IE-BM Solution will support this
capability. [FR1.98, FR1.99, FR1.100, FR1.113]

Workers and Clients can update their preferred communication methods in their profiles and will
have the ability to manage their subscription to various alerts and notifications as allowed based
on security, policy, role and business rules. [FR1.103]

In addition to correspondence, Clients may receive notifications that are reminders of activities
or requirements associated with their program involvement. For example, Clients or their
representatives can be notified via the secure portal of renewal or recertification submissions,
outstanding verification documents required for determinations, work-requirement activities, and
interview appointments. Other outreach information can also be ‘pushed’ out to client
populations, such as information about new programs and community services. [FR1.109,
FR1.110]

Additionally, Workers can manually initiate an alert or notification to a co-worker or to a Client by
manually creating a task. Manually set alerts may include reminders of a scheduled event or an
action that must be taken, for example, a Supervisor may remind a Staff member that they must
complete a performance evaluation or an Eligibility Worker may inform a peer of an upcoming
workshop; while neither impact a specific case the informational reminder option is available.
[FR1.96]

Alert and Notification content may vary based on the message being conveyed. Electronic
messages can include hyperlinks to additional information such as policy guidelines and help
resources that recipients can access. Note that written communications reflect the same

37



State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-7 — Functional Requirements Response Template

information as the electronic version, so hyperlink information on a hardcopy document will not
provide the same enhanced functionality as in the electronic version. [FR1.105]

Alerts

An alert often refers to an internal message distributed to a member of the DHS Staff. Similar to
the concept used to distribute naotifications, the IE-BM Solution can auto-generate reminders at
predetermined intervals leading to a milestone due date. As described above, the Worker will
receive task reminders via their Landing Page until the task is complete. The IE-BM Solution
can escalate overdue tasks to the attention of the Supervisor. Because the IE-BM Solution
collects and maintains preferred communication methods; email, SMS, paper, and secure
messaging, for both Workers and Clients, it will generate communications, manual and auto-
generated, observing these preferences.

Notifications

Notification is the term used to describe communications to the Applicant, Client, Authorized
Representative or third-parties often triggered by a case event such as need for a
redetermination, changes to a case, or general information notices. Communications may
include appointment notices, notices detailing eligibility determination results and benefit
calculations, and global or mass mailings generated by DHS informing Applicants and Clients of
special events or new programs. Unless restrictions apply, naotifications will be distributed using
the recipient’s preferred method of communication. For example, if a Client designates an
Authorized Representative and both have indicated different preferred methods of
communication as well as indicating communication is to be sent to both Client and AR, the
Solution will distribute the communication adhering to each recipient’s identified preference.
[FR1.97, FR1.98, FR1.101]

As a further example, a Client applies for multiple programs and the IE-BM Solution applies the
appropriate program-specific rules against provided data to make program eligibility
determinations. Once decisions are reached, communications will be sent to the Client. The
Solution provides the capability to consolidate multiple, mandatory communications into
one mailing. While the IE-BM Solution produces detailed notices of each eligibility
determination, the notifications will be consolidated. Other communications scheduled to be
sent on the same day will also be sent in the same communication package. This consolidation
provides the Client with the eligibility for multiple programs in a single mailing while significantly
saving the State postage by preventing multiple mailings to a Client. [FR1.102]

Once saved and sent, forms and notices are not editable, but will be saved within the system.
The IE-BM Solution maintains copies of communications in printable formats. It also maintains a
detailed log of the communications including date, recipient(s), and method. Authorized users
will have access to notifications. Applicants, Clients, and Authorized Representatives can
access case and Client information based on their role. By accessing the IE-BM Solution via the
Client Portal, the Applicant, Client and Authorized Representative can view case related
communications, the status of an application, and other eligibility related information. If a Client
is deceased, the Worker has the ability to designate an alternate recipient for the Client’s email
by adding an Authorized Representative, if one is currently not associated with the case, and
updating the Client’s preferred method of communication. [FR1.106, FR1.107, FR1.108,
FR1.111, FR1.112]

38



State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-7 — Functional Requirements Response Template

1.3 Approach to Pre-Screening

The Vendor should ensure that the responses to this section are in alignment with the
requirements set forth in Template T-6 — Functional Requirements Traceability Matrix, Tab FR2
— Pre-Screening.

Significant System capabilities in this area include:
B Allowing the public to access the anonymous pre-screening tool

B Providing a set of questions to capture Applicant data for use in providing guidance for
programs or benefits

B Providing the Applicant easy access to the online integrated application and provide
instructions how to apply for benefits and receive an official decision about his/her (or
household) eligibility

B Providing easy access to the integrated application and the option of transferring the
Applicant's data from the anonymous pre-screening tool to the self-service integrated
application

B Providing the Applicant a PDF version of the information presented and the
preliminary eligibility determination

Instructions: The Vendor should describe its approach to addressing Pre-Screening
requirements.

The IBM team will leverage the State’s existing investments by utilizing IBM Curam’s Intelligent
Evidence Gathering (IEG) to develop a pre-screening script. The IBM team will work with DHS
employees, who have experience interpreting legislation and defining departmental policy, using
a collaborative approach that engages your staff throughout the development process to
configure and deploy a pre-screening tool that provides Applicants two (2) main features:

e A consistent and clear user interface coupled with intuitive navigation features allowing
Applicants to easily find and understand eligibility requirements without the assistance of
your staff.

¢ A dynamic multi-program screening questionnaire to support an integrated, person-
centered enterprise-wide application.

This will quickly and significantly change how Applicants engage with DHS, by reducing the
need to call or physically visit local agency offices and improving self-sufficiency and Client
satisfaction. This has the added benefit of reducing the administrative burden on your
personnel, enabling them to focus on value added activities.

The graphic below provides a high-level overview of the Pre-Screening business process, which
highlights the topics to be further elaborated within this section.
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Figure 21: The IE-BM Solution will support Applicants seeking information about State and non-State programs by providing a
seamless transition from the Pre-Screening functionality to application functionality, should the individual opt to apply for benefits or
services.

This section describes our approach to pre-screening requirements in more detail by discussing
three sub-areas of the pre-screening high-level process:

e Complete the Pre-Screening Tool — The IE-BM Solution will provide DHS a pre-
screening tool that facilitates secure online access to information about available
services and programs. The screening function will allow Applicants to determine
potential eligibility for State and non-State programs, a complete list of these programs
will be provided by DHS.

o View Potential Eligibility Assessment Results — We will configure predefined program
rule sets to provide the Applicant with a preliminary eligibility assessment for a list of
identified IE-BM programs regardless of whether the IE-BM Solution supports the final
eligibility determination for the program. Along with the potential eligibility determination,
the Applicant will be provided guidance on how the determination was made, where to
find more information, and actions available to the Applicant. The IE-BM Solution can
also provide details regarding non-State programs such as community services that may
be of interest to the Applicant attempting to address immediate needs.

e Complete an Application — The IE-BM Solution will provide Clients a multi-channel
option to complete an application regardless of the potential eligibility assessment
results. The data collected by the pre-screening questionnaire will be loaded into the
application, eliminating the need to re-key information, and reducing the burden on
Clients.

Complete the Pre-Screening Tool

The IE-BM Solution’s Client Portal includes prebuilt functionality allowing us to quickly deploy a
user interface that supports pre-screening for a diverse set of benefits and services. The
screening function will allow the public to access the anonymous pre-screening tool to
learn if they are potentially eligible for one or more programs or benefits. Users will navigate to a
single location to complete a set of guided questions, built using Cdram’s Intelligent Evidence
Gathering (IEG). Since the users will be able to complete the questionnaire anonymously, users
can include the actual Applicants as well as Authorized Representatives, Providers, or others
with an interest in potential eligibility benefits in the State of Arkansas. For example, the high
level nature of the information collected and the ability to complete the pre-screening process
anonymously supports queries by individuals who are not residents of Arkansas but are seeking
information concerning potential eligibility should they relocate. [FR2.1, FR2.14]

One of IBM’s successful implementations of a Client Portal
was for the State of Missouri and completed in January of
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2014. The landing page of the Client Portal includes a ‘No
Wrong Door’ pre-screening script for MAGI eligibility. It
includes pre-screening for Low Income Family and Children,
Pregnant Women, Children, The Children’s Health Insurance
Program (CHIP), and Uninsured Women’s Health Services
(a Family Planning Waiver).

The IE-BM Solution will support two types of screening:

o Filtered screening allows Applicants to indicate for which programs they wish to pre-
screen. Based on the Applicant selection(s), the pre-screening questionnaire presents
an abbreviated list of questions; the IE-BM Solution will assess the Applicant’s
responses in order to return a list of potentially eligible programs. Filtered screening
typically uses high-level factors to screen Applicants into (or out of) a range of programs.
For example, a question will ask if the Applicant is unemployed. The answer to this
guestion can immediately target programs based on employment status. Filtered
screening provides Applicants information to guide their decision regarding which
programs they will apply.

e Eligibility screening is used to determine the Applicant’s potential eligibility for
particular programs and it gathers more detailed information than filtered screening.
Applicants will be presented with a question script, divided into several major categories,
such as residency, household demographics, income, assets, and expenses. Using this
detailed information, the system applies an extensive eligibility rule-set to the data and
when the analysis is complete, a list of programs is presented for which the Applicant
(and their family) may be potentially eligible. [FR2.4]

When the Applicant navigates to the Client Portal, the system will prompt the user to select the
language for the self-service option. The IE-BM Solution will support multiple languages in
accordance with the State’s language requirement; languages include English, Spanish, and
Marshallese. Once the language is selected, the Applicant will initiate the pre-screening
guestionnaire, which will provide a set of questions in the selected language to capture
Applicant data for use in providing guidance for programs or benefits. At the start of the
guestionnaire, the system will display a list of State and non-State programs and provide the
capability to drill down for detailed information about each program. The Applicant has the
option to choose one or more of these programs to screen for potential eligibility. Based on the
program selection, the pre-screening questionnaire will be tailored to prompt the Applicant with
only questions needed to make a preliminary determination for the program(s) selected. [FR2.2,
FR2.5, FR2.28]

The IBM team will develop a user interface for the IE-BM Solution that caters to usability and
effectiveness. Pre-screening content will comply with a fourth grade reading level and Limited
English Proficiency (LEP) requirements. Additional guidance will be displayed along with
answers to historically confusing questions; such as calculation of total value of assets or
expenses criteria. Questions can also be configured to allow multiple methods of responding to
a guestion. For example, if an Applicant does not know or cannot estimate monthly income, the
system will capture current sources of gross income and calculate the monthly income for the
user. The banner can also be configured to display relevant information to the Applicant such as
a link to a self-service help tool or DHS contact number throughout the screening process and
on each view throughout the system. [FR2.6, FR2.7, FR2.8, FR2.26, FR2.27, FR3.31]
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DHS will be able to manage a list of programs including removing, adding, and changing the
order of the available programs. DHS can also maintain the drill-down summaries and the
corresponding rule set for each program. The below screens provide an illustration of the
program administration functionality available within the IE-BM Solution. [FR2.24]

Figure 22: The Administration functionality provides users easy access to manage programs by giving them the abitliy to edit,
delete, or add new programs for the pre-screening functionality.

As shown above, users can manage a list of State and non-State programs. In addition, users
can also manage the individual program by changing the order in which the programs display
and editing or renaming the program name or description as shown below.

42



State of Arkansas Department of Human Services
Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-7 — Functional Requirements Response Template

Figure 23: The Administration functionaliy provides users the capability to change the order of how the programs are displayed and
rename programs so that user experience and feedback can be incorporated.

The pre-screening process also has multiple user interface features to assist the Applicant as
they complete the pre-screening questionnaire. The system will allow the Applicant to re-start
the questionnaire, erase individual responses within the questionnaire, erase the entire
guestionnaire, and exit the questionnaire during the pre-screening process without submitting
the questionnaire. Applicants will be able to select a help icon that displays a separate tab with
detailed information and access to related help information. We will embed help text in the
screen to provide context sensitive information for multiple fields that a user can hide or show.
As the creator of the IBM Curam Social Program Management Platform, we are highly skilled in
configuring the screening questionnaire so that product capabilities are used effectively for the
benefit of the Applicant and conform to DHS processes. [FR2.19, FR2.20, FR2.21, FR2.25]

View Potential Eligibility Assessment Results

Once the questionnaire is completed, an eligibility rules engine analyzes the answers provided
and provides eligibility guidance based on the identified programs and their rules, regardless of
whether the IE-BM Solution supports the program rules for final eligibility determination. Below
is an illustration of an example of the pre-screening assessment results that display when the
Applicant completes the pre-screening questionnaire.
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Figure 24: The Pre-Screening Questionnaire will provide clear and easy-to-understand terminology to describe the Appicant’s
potential eligibility and related guidance.

Given that the pre-screening tool, in order to be client friendly, is abbreviated and not intended
for definitive eligibility decisions, the system will determine and display the following results for
each program:

o May be eligible,
e May not be eligible for these benefits, or
¢ Did not provide enough information to determine potential eligibility.

Along with these determinations, Administrators can configure the pre-screening assessment
rules so the IE-BM Solution displays guidance on how the determination was made and
applicable limiting language required by DHS, including the qualifier that a successful pre-
screening assessment does not guarantee eligibility. The system will also provide supplemental
information based on the determinations. For example, the system can provide the Applicant
resources and general recommendations for users who do not appear to qualify for a specific
program, such as households that indicated a need for SNAP or WIC but were determined
ineligible for both. The system can also provide a list of community action agencies where the
Applicant can apply should they appear eligible for LIHEAP. [FR2.3, FR2.9, FR2.10, FR2.16,
FR2.17]

We will also extend functionality to provide Applicants a “receipt” of the preliminary eligibility
determination. The Pre-Screening Questionnaire Results Page, example displayed above, will
be provided to the Applicant as a PDF version of the information presented and the
preliminary eligibility determination, to print or email to themselves. [FR2.23]
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Complete an Application

Regardless of the Pre-Screening results, the Applicant is given the option to receive and
complete an integrated application through a multitude of methods

e Online Application — The system will provide the Applicant easy access to the
online integrated application and provide instructions how to apply for benefits
and receive an official decision about his/her (or household) eligibility regardless
of the pre-screening results. If the Applicant wishes to complete an online application but
not at this time, the system will provide a link for the Applicant to save and navigate to
when the Applicant is ready to apply. The Applicant can choose to access the online
integrated application after completing the pre-screening questionnaire within the same
session. This provides Applicants easy access to the integrated application and
the option of transferring the Applicant’s data from the anonymous pre-screening
tool to the self-service integrated application. For example, screening evidence can
be passed to the application process without requiring the Applicant to log in using an
existing account or creating an account. The persistence of data from one stage of the
process to the next eliminates the need for re-keying and reduces the amount of data
that needs to be entered by Applicants and Intake Workers. The application process is
further described in T-7 Section 1.4 Approach to Integrated Eligibility Application.

o Mail a Paper Application — The Applicant can choose to download a paper application.
The system will provide a mailing address if they choose to complete a paper application
to complete and return to DHS.

e Contact a DCO County Office — The system will provide contact information including a
phone and fax number for DCO County Offices for Applicants to utilize for questions,
applications, and application appointments. [FR2.11, FR2.12, FR2.13, FR2.18, FR2.22]

Once the Applicant is ready to submit the application, the user will be prompted with the option
to create an account, log in with an existing account, or submit the application without an
account. Creating an account will allow the Applicant to check the status of the application and
access additional functionality such as viewing notifications and notices and updating
information. At the time of submission, the Applicant will receive a signature request, an
explanation of their rights and responsibilities, and an invitation to complete an application or
update voter registration information. [FR2.15]

Our proposed Solution provides a robust, multi-channel self-
service and an integration application for benefits, which will
lower postage expenses, promote more reliable
communication, and further engage Clients.

The IE-BM Solution provides a secure, configurable self-service option that assists people
seeking information about State and non-State programs. Our proposed approach will provide
DHS significant self-service functionality, including pre-screening, early in the project to deliver
quick value to Workers and Clients. It provides a seamless transition from the pre-screening
functionality to application functionality should the individual opt to apply for services. The self-
service option will not only increase Client self-sufficiency, helping to decrease the stress on the
State’s resources, but will also provide the public increased access to data and information,
demonstrating DHS’s commitment to a person-centered model of practice.

45



State of Arkansas Department of Human Services

Integrated Eligibility and Benefit Management Engagement (IE-BM) RFP
RFP #: SP-17-0012

Template T-7 — Functional Requirements Response Template

1.4 Approach to Integrated Eligibility Application

The Vendor should ensure that the responses to this section are in alignment with the
requirements set forth in Template T-6 — Functional Requirements Traceability Matrix, Tab FR3
— Application.

1.4.1 Application General Requirements

Significant System capabilities in this area include:
B Supporting multiple application submission approaches
Pre-populating the information fields whenever available
Determining the list of documentation required
Validating information based on available real-time and stored data sources

Providing the ability for Applicants to leverage documents and information submitted
across divisions

Instructions: The Vendor should describe its approach to addressing Application General
requirements.

The IE-BM Solution provides a single access point for Applicants seeking benefits and services
offered by DHS and other agencies as specified in the RFP. Our proposed Solution will provide
your Clients online access to an integrated, multi-program application, program information, and
the steps required to access benefits and services. Today, gaining access to information via the
Internet is second nature; however, understanding that information may prove challenging. To
promote understanding, the IE-BM Solution will provide a clean, crisp, and intuitive user
interface. Additionally, the application and instructions for completion of the application form will
be available in English, Spanish, and Marshallese and instructions and information available
through the Help feature will be written to the level indicated (4" grade). [FR 3.31, FR3.32]

A single Client Account that can be used across organizations is key to organizing Client and
case data, sharing data across organizations, minimizing redundant data entry, and increasing
the efficiency of resources. The process of a Client creating an Account is explained in greater
detail in T-7 Section 1.2.3 User Account Management. The Solution will monitor accounts
created in an effort to avoid creation of multiple accounts for an individual. An additional benefit
will be the ability for organizations to monitor program participation and expenditures.
Awareness of benefits received by Clients across programs will help to increase awareness and
discovery of fraud, improving program operations, avoiding misspent dollars, and potentially
increasing the number of Clients that can be served. [FR3.5, FR3.25]

The IE-BM Solution supports a person-centric vision that will
enable an outcome-based service delivery model.

The IE-BM Solution supports multiple application submission approaches allowing
Applicants to apply via telephone, or complete a paper form which they can fax, mail, scan,
email, or bring to their local County Office. The Solution’s Client Portal provides Clients with
access to DHS information and also supports additional online functionality such as the ability to
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complete and submit an application. Additionally, the integrated application removes the
concept of a siloed approach to eligibility by incorporating multiple programs into a single
application. Applicants can choose to apply for Medicaid, CHIP, SNAP, TANF/TEA, LIHEAP,
WIC, and other programs as specified by DHS. While the IE-BM Solution will be responsible for
determining eligibility for programs specified by DHS, data gathered for programs whose
eligibility is determined on an external system will be transmitted to those systems via a secure
interface. [FR3.1, FR3.2]

The Solution supports both pre-screening, as described in T-7 Section 1.3 Approach to Pre-
Screening, and application processing. In both situations the Solution will guide the user
(Applicant or Intake Worker) through the data collection process. A sample of the data collected
includes applicant demographics, income, resources, and medical and educational details. If an
Applicant completes the pre-screening questionnaire and then choose to apply, the IE-BM
Solution will pre-populate the applicable data into the application. The figure below, while used
to support the Client Registration process, provides a sample of data captured. The system can
capture multiple Client addresses, for example, mailing and residence. As Clients report
address changes, once validated the Solution can end-date the prior address and activate the
newly verified address. The Solution maintains a history of Client addresses. [FR3.3, FR3.35]

Figure 25: We will configure the IE-BM Solution to capture required data fields for Client contact information as defined by the State.

The online application is configured to mirror the integrated paper application which will be
developed as part of the IE-BM project; in other words, data collected on a paper application is
collected in the same order as when applying online. For applications submitted directly to DHS,
for example, those received through the mail, via fax, or hand-delivered by the Applicant and
those situations where the Applicant has requested Intake Worker assistance, the DHS Intake
Worker will enter the application data into the system. Applications received via interface from
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the Federally Funded marketplace will follow this same process. The Intake Worker will review
and confirm that the data is available, contacting the Applicant, and arranging an appointment to
obtain missing application data. The Intake Worker will first conduct a search for existing,
pending applications from this Client. If one is located, the Intake Worker can select the
application and the Solution will display available data. The Intake Worker will review existing
data, update based on information on the latest application form, and enter and save the
remaining application data. If the Applicant indicates that they have a prior case, the Intake
Worker will conduct a search on the Applicant, select that individual, and align the new
application to the existing case. The Intake Worker will also conduct searches on individuals
listed on the application. This linking supports DHS’ objective of a single case across the
agencies; DHS, DFA, DWS, and ADH. Additionally, to avoid creating a duplicate client record,
the IE-BM Solution will guide the Intake Worker or Applicant through the process of searching
for existing records. A search on each Applicant will be conducted across DHS approved
systems. Applicants known to DHS, for example individuals who have received services or
benefits from DHS or other organizations identified in the RFP, will not have to re-enter data
available in the system. For example, if John Doe received SNAP or TANF/TEA benefits at one
time, data used in previous eligibility determinations, including that available on household
members listed on the new application, will be used to pre-populate information fields
whenever available in the IE-BM Solution. If the individual is known to DHS, i.e., there is
historical information such as demographic details, prior eligibility, and supporting
documentation, once the Worker selects that individual, the prior data is displayed and the
Intake and Eligibility Worker have access to the historical data. The IE-BM Solution guides the
Applicant or the Intake Worker through the process by presenting screens in a logical order
based not only on data required for each program, but also based on the Applicant’s response
to application items. The Solution maintains a history of case transactions including the date,
time, person performing the action, and in the case of an application, a record of how the
application was filed — online or with the assistance of an Intake Worker. Collection and
assessment of self-service data provides DHS with information needed to improve and expand
self-service options to better serve its clientele. [FR3.3, FR3.4, FR3.33, FR3.37]

IBM’s successful implementation of a Client Portal for the
State of Missouri provides pre-screening and application
functionality. By utilizing this functionality, Missourians have
greater access to information related to benefits and
services as well as access to the federally facilitated
marketplace if screening does not show potential eligibility
for MAGI based Medicaid programs.

Application information is shared across programs. The data requested is dependent on the
type of assistance requested. For example, applications for TANF/TEA require the collection of
information concerning absent or disabled parent(s). The screens presented to the Applicant or
Intake Worker depend on the Applicant’s indication of disability or absence of one or both
parents. This information will be shared with DFA’s Office of Child Support Enforcement in order
to establish and enforce child support obligations for the absent parent, establish paternity, or, in
the case of a disabled parent, provide the Child Support System with details needed to eliminate
the need for previously identified child support-related activities. [FR3.14]
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Applications indicating disability of at least one parent require the collection disability-related
details and documentation. The Solution will guide the Applicant or Intake Worker through a
series of screens to collect disability details and apply the data collected against rules to
determine if involvement from the Medical Review Team (MRT) is needed. This process is
further explained in T-7 Section 1.11 Approach to Medical Review Team. The Medical Review
Team will review available reports and, with the consent of the disabled party, contact providers
in order to access records needed to render a disability decision in accordance with program
rules. The MRT’s decision will be documented in the Solution, applied against program rules,
and an eligibility decision based on the disability will be communicated to the Applicant.
Documents received during this process will be uploaded and linked to the individual and
maintained in the Client’s historical file. Authorized users can access these records as needed.
[FR3.7, FR3.8]

The application process asks for the Applicant’s consent to share information across programs.
The IE-BM Solution will capture this consent or the Applicant’s refusal as required to support
DHS processes and policies. The IE-BM Solution will proceed or discontinue the application
process in accordance with DHS policy. [FR3.6]

The IE-BM Solution will provide a summary of information recorded on the application and
provide the opportunity to update information prior to submission. This summary can be
produced as a PDF file suitable for printing. The system will require the Applicant to sign the
application attesting that information provided is true and accurate in order to submit the
application. Our proposed Solution will support capturing a signature electronically. Once the
Applicant’s signature is obtained, the application cannot be altered until the eligibility interview.
Eligibility determinations will be based on the information provided on the application once it has
been validated. Validation can occur via secure real-time or batch interfaces or obtained through
other means. For example, verification of housing expenses may be obtained via a landlord’s
statement. Eligibility determinations performed by the Intake Worker can be automatically routed
to a Supervisor for review and approval. The Solution will track the process and provide an audit
trail documenting that the Intake Worker determined eligibility which was then reviewed and
authorized or denied by the Supervisor. [FR3.11, FR3.26, FR3.28, FR3.33]

The Applicant has the option of withdrawing an application after the application has been
submitted. The Solution will capture withdrawal details including the date, reason, and the
program(s) on the application impacted by the withdrawal. The IE-BM Solution will auto-
generate a notification reflecting the details of the withdrawal and send that notification via the
Applicant’s stated preferred notification method. The withdrawal transaction, like other case
transactions, will appear on the case event log. [FR3.20, FR3.21]

The IE-BM Solution supports the organization of worker responsibilities. The calendaring
function will notify the worker of upcoming events issuing reminder notifications via the Worker’s
Landing Page. The Solution’s tracking feature significantly benefits the Worker’s ability to
manage their workload and process time-sensitive items according to deadlines. An application
involving multiple programs, each having different policy-driven processing timeframes can be
difficult to track. The Solution, using the application date will set the processing deadline for
each program based on applicable policy, notifying the Worker via their landing page as the
processing deadline for each program approaches. For example, the Solution will prioritize
processing and tracking an application for SNAP and TANF/TEA where circumstances indicate
eligibility for Emergency SNAP benefits. The priority will be the processing of the Emergency
SNAP benefits within ten (10) calendar days — the Eligibility Worker will be notified prior to day
ten (10) that the case must be processed. The Eligibility Worker will receive additional alerts
informing them, perhaps at day 25, that the SNAP case must be processed and again at day 35
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that the TANF/TEA case must be processed. An example of the IE-BM Solution’s tracking and
automated processing capabilities occur when an online application was saved but not
submitted. The Solution will store the saved application for a pre-determined period of time as
required by DHS. It will track this incomplete application form including the date saved, notifying
the Applicant at a predetermined interval that the unsubmitted application will be deleted on a
specific date unless further action is taken by the Applicant to complete or delete the
application. As the application is submitted, the IE-BM Solution will assess programs selected,
determine the Worker or agency responsible for the determination and route the application
appropriately, and track the processing requirements. For example, based on the application
data the IE-BM Solution will determine if the case is eligible for expedited SNAP benefits, route
the application to the appropriate unit or worker, track the number of days since application, and
alert the assigned Worker that the case must be processed within the ten (10) day SNAP
required timeframe. The Solution will also, based on the application data, determine the need
for MRT review and notify the appropriate MRT users. MRT involvement will likely generate
additional communications to the Applicant concerning the medical review process. [FR3.12,
FR3.13, FR3.15, FR3.27, FR3.30]

Eligibility determinations require validation of the information provided by the Applicant. The IE-
BM Solution will determine and generate a list of the documentation and validations
required to process eligibility. This list will be presented to the Applicant at the close of the
online session or after the Intake Worker enters the application information. This list will be
updated as needed, for example following an interview with the Intake or Eligibility Worker and
the Applicant. The IE-BM Solution can also