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[bookmark: _Toc436768273][bookmark: _Toc445294060][bookmark: _Toc258319901][bookmark: _Toc258320028]Approach to Transitioning the Medicaid Eligibility and Enrollment (E&E) Solution  
	The Medicaid E&E Solution is currently in production. During the initial phase of the Application System Integrator (ASI) Vendor’s engagement with DHS, it will need to take responsibility for the M&O of the Medicaid E&E Solution from the incumbent vendor. 
During this phase, the ASI Vendor also needs to onboard the required staff and perform all logistical activities to ensure the staff is productive (e.g. establishing an office, establishing connectivity to DHS’ systems, etc.). The incumbent vendor will provide support and training to the ASI Vendor. Additionally, the Platform Vendor will likely be onboarding its M&O team in parallel.
Instructions:  Describe how the ASI Vendor plans to perform the transition. The response should discuss the planned structure, staffing requirements (DHS, incumbent vendor and ASI Vendor) and the anticipated tasks required to ensure the transition occurs smoothly. 



<Response>
[bookmark: _Toc445294061]Approach to Systems Integration / Multi-Vendor Integration Coordination  
	The Platform Vendor will be performing Systems Integration (SI) / Multi-Vendor Integration (MVI) services for the DHS Enterprise Program. During M&O, the ASI Vendor will be required to coordinate with the Platform Vendor’s SI / MVI team while supporting the Medicaid E&E Solution and Benefits Eligibility Solution. 
Instructions: Describe how the ASI Vendor plans to coordinate with the Platform Vendor’s SI / MVI team to ensure the different vendors working on the DHS Enterprise Platform work together seamlessly. Include an overview from multiple perspectives including infrastructure support, applications / software support and software enhancements. Include a discussion regarding the key touch points, team structure and management, maintenance of operational processes and processes required to establish support accountability. Include a discussion of the following subjects in the response:
Architecture coordination and Services Management
Coordination of M&O and DDI activities
Documentation standards
System Performance and Monitoring
Operating system, application and database backup



<Response>
[bookmark: _Toc445294062]Approach to Infrastructure and Middleware Coordination  
	The Platform Vendor will be providing the infrastructure and middleware to the ASI Vendor. During the M&O period, although the Platform Vendor will be providing and supporting the infrastructure, the ASI Vendor will need to coordinate with the Platform Vendor for a variety of reasons (e.g. to request changes to the infrastructure, resolve incidents).  
Instructions:  Describe how the ASI Vendor will coordinate with the Platform Vendor to ensure the infrastructure required is available so DHS’ SLRs can be met.  Include a discussion of each of the following areas, and the challenges and approaches to overcome these challenges:
Network, hosting and data center services
Storage management
Database administration
Operating system, application and database backup and recovery
Requesting changes to services provided by the Platform Vendor
Coordinating resolution of incidents/problems



<Response>
[bookmark: _Toc445294063]Approach to Application Maintenance and Operations 
	The ASI Vendor will be primarily responsible for the M&O of the software deployed as part of the Medicaid E&E Solution while the Platform Vendor will be responsible for providing M&O for the DHS Enterprise Platform infrastructure and middleware and coordinating processes executed across vendors.
Instructions:  Describe how the ASI Vendor will perform these tasks and coordinate with the Platform Vendor to ensure the application meets DHS’ SLRs.  This should include a discussion of each of the following areas, and the challenges and approaches to overcome these challenges:
Capacity management
Performance management and system monitoring 
Service desk, incident and problem management
User account administration 
Security 
Change and release management
Configuration management
Disaster recovery
Break-fix
Status/SLR reporting



<Response>
[bookmark: _Toc445294064]Approach to Modifications/Enhancements
	DHS anticipates modifications and/or enhancements will be required to the Medicaid E&E Solution during the M&O phase. These could range in priority and size. The ASI Vendor will be responsible for managing the entire implementation lifecycle for these changes from receiving the request through successful deployment into the production environment (and training, if required).
Instructions: Describe the entire process required to convert a request into a deployed enhancement.  Include a discussion regarding how the ASI Vendor plans to schedule/bundle enhancements, how the process may change based on the size/complexity of any changes, staffing approach to support the potential for variable demand, touch points with the Platform Vendor, any challenges envisioned and how the ASI Vendor proposes overcoming these challenges. The response should include a description of the approach for the following:
Estimating costs 
Defining/documenting the requirements
Detailed design
Configuration and development 
Documentation management
Testing
Training
Deployment
Coordination with the Platform Vendor (including items such as regression and performance testing and scheduling)



<Response>
[bookmark: _Toc445294065]Approach to Account Management and Quality Assurance 
	The SOW in the RFP captures the expectations regarding the ASI Vendor’s staffing for M&O of the Medicaid E&E Solution and Benefits Eligibility Solution. The ASI Vendor must provide a team which has the skills required to perform the M&O tasks and to effectively manage the relationship. 
Instructions: Describe the ASI Vendor’s approach to managing the account to ensure quality services are provided and the SLRs are met. At a minimum, this should include a discussion of:
The ASI Vendor’s approach to client management including any processes, tools and documentation 
The proposed M&O team structure and roles and responsibilities of each team member
Staffing approach to ensure the Benefits Eligibility Solution transitions smoothly from the implementation Project to being managed by the M&O team
Any previous experience with similar clients, the challenges faced and how these were overcome



<Response>
[bookmark: _Toc445294066]Approach to M&O Turn-Over
	M&O may be transitioned to a successor service provider or to DHS.  The ASI Vendor must provide assistance in this transition. The detailed roles/expectations are outlined in the Requirements Traceability Matrix and Response Template. The expectation is that the ASI Vendor will provide all of the support required to transition the Medicaid E&E Solution and Benefits Eligibility Solution to the new support organization without any adverse impacts to DHS stakeholders due to the turn-over.
Instructions: Describe the ASI Vendor’s approach to providing turn-over support including planning activities, roles required, approach to communicating/interacting with the new support organization and DHS stakeholders, the inherent challenges and how the ASI Vendor has overcome these challenges in the past.



<Response>
[bookmark: _Toc445294067][bookmark: _Toc289436805]Statement of Work
[bookmark: _Toc255547802][bookmark: _Toc445294068]M&O Deliverables
	The ASI Vendor must provide a Statement of Work that details the activities to be performed during the M&O phase. The narrative for the Statement of Work must include a detailed description of each task/phase.  The Statement of Work must also clearly define the approach and provide assumptions on which the Statement of Work was developed. The ASI Vendor must NOT include any pricing or pricing assumptions in this section.
For each Deliverable, the ASI Vendor must provide the following information:
Deliverable Description – Provide an overview of the Deliverable
ASI Vendor Responsibilities – Provide a clear and concise narrative of ASI Vendor responsibilities to perform the work for this Deliverable
State Responsibilities – Provide a clear and concise narrative of what the ASI Vendor expects from DHS to perform the work for this Deliverable
Deliverable Timeline – Please include start and end dates
Instructions: Provide a Statement of Work including each of the Deliverables in Table 1, and any additional ASI Vendor-proposed deliverables. Each Deliverable must include at least the template in the Deliverable Response Template (Table 2). Replicate the template for each Deliverable. Change only the cells containing “<Insert>”. Do not change any of the completed cells. Any changes to the completed cells could lead to the disqualification of the Proposal.



[bookmark: _Toc371267441][bookmark: _Toc371268715][bookmark: _Toc371428614][bookmark: _Toc371437870][bookmark: _Ref437262809]List of Deliverables
	Task
	#
	Deliverable
	Frequency

	Task 1 – Medicaid E&E Transition Planning
	BM-1
	Medicaid E&E Solution M&O Transition Plan
	Once

	Task 2 – Medicaid E&E Transition Services
	BM-2
	Transition Status Report
	Weekly during transition period

	
	BM-3
	Medicaid E&E Solution Design Assessment
	Once

	
	BM-4
	Medicaid E&E M&O Plan
	Once

	
	BM-5
	Completed Medicaid E&E Readiness Checklist
	Once

	Task 3 – Provide M&O Services, Report Status and Assure Quality
	BM-6
	Monthly Status Report and Service Level Agreement Reporting
	Monthly

	Task 4 – Implement Enhancements and Changes
	BM-7
	BES Enhancement/Changes Requirements and Cost Estimates
	Once per release

	
	BM-8
	Completed BES Enhancement/Changes Release Check-List
	Once per release

	Task 5 – BES M&O Migration
	BM-9
	BES M&O Migration Plan
	Once per BES release

	
	BM-10
	Updated Operations Plan
	Once per BES release

	
	BM-11
	Completed BES Migration Checklist
	Once per BES release

	Task 6 – Turn-Over M&O Services
	BM-12
	M&O Turn-Over Plan
	Updated as needed or requested by DHS

	
	BM-13
	M&O Turn-Over Assessment Report
	Monthly during transition activities



[bookmark: _Ref437262826]Deliverable Response Template
	ID - 1
	Medicaid E&E Solution M&O Transition Plan

	Deliverable Description
	<Insert>

	ASI Vendor Responsibilities
	<Insert>

	Expectations for the State’s Responsibilities 
	<Insert>

	
	Start
	End

	Timeline
	<Insert>
	<Insert>

	Reference (Section, Page Paragraph)
	<Insert>



<Response>


[bookmark: _Toc255547804][bookmark: _Toc445294069][bookmark: _Toc289436808]Deliverables Expectations Document
The ASI Vendor will be required to prepare all deliverables based on a DED that will be written by the ASI Vendor and approved by DHS with guidance from at least the IV&V vendor prior to the ASI Vendor starting any work on the Deliverable. Once approved by DHS, the DED will be a tool used to monitor the ASI Vendor’s work on the deliverable and to discuss the ASI Vendor’s successful delivery of the Deliverable as defined by the deliverable acceptance criteria.
No work may be performed on any deliverable until the associated DED has been approved in writing by DHS. As each Deliverable is submitted, the ASI Vendor must include a copy of the DED as the cover sheet. 
Submission of DEDs for these deliverables will be evaluated as part of the ASI Vendor’s Proposal but submission with a Proposal, or issuance of a Contract does not constitute acceptance of the DED.
Instructions: Provide DEDs for the following deliverables (see the RFP document for additional details), using the template in the DED Template (Table 4).  Replicate the template for each DED submitted.  Change only the cells containing “<Insert>”.  Do not change any of the completed cells. Any changes to the completed cells could lead to the disqualification of the Proposal.
Deliverables For Which The Vendor Has To Complete A DED Within The Proposal
	Deliverable #
	Name of Deliverable

	BM-1
	Medicaid E&E Solution M&O Transition Plan

	BM-3
	Medicaid E&E Solution Design Assessment

	BM-4
	Medicaid E&E M&O Plan

	BM-9
	BES M&O Migration Plan



[bookmark: _Ref437263020]DED Template
	M&O Deliverable Expectations Document (DED)

	Deliverable Number:
	Title of Deliverable: 

	<Insert>
	<Insert>

	Proposal Reference:
	Contract Reference:

	<Insert>
	<Leave Blank>

	Frequency:
	Draft Submission Due:

	<Insert>
	<Leave Blank>

	State’s Draft Review and Comment Period:
	Final Submission Due:

	<Leave Blank>
	<Leave Blank>

	Approval Required:
	Distribution:

	<Leave Blank>
	<Leave Blank>

	ASI Vendor: 

	Prepared by:
	Date Submitted:

	<Leave Blank>
	<Leave Blank>

	Date Submitted 2:
	Date Submitted 3:

	<Leave Bank>
	<Leave Blank>

	Phone Number: 
	Fax: 

	<Leave Blank>
	<Leave Blank>

	E-mail:

	<Leave Blank>

	Deliverable Acceptance Criteria – To be reviewed by IV&V vendor and DHS and Approved by the Project Director

	<Insert Proposed Format and Content Description for Each Required DED>

	Department of Human Services Approval/Comments

	Approved by:

	Date:

	<Leave Blank>
	<Leave Blank>

	Signature:
<Leave Blank>

	Comments:
<Leave Blank>


[bookmark: _Toc256581976]
[bookmark: _Toc272349492][bookmark: _Toc289436821][bookmark: _Toc445294070][bookmark: _Toc272349493]Value Added Services and Benefits
	The ASI Vendor may describe any services or deliverables that are not required by the RFP, and thus at no additional cost to DHS, but that the ASI Vendor proposes to provide that will add value to the M&O phase and further differentiate the ASI Vendor from other bidders. The ASI Vendor is not required to propose value-added benefits, but inclusion of such services may impact the ASI Vendor’s overall evaluation.
Instructions:  Please describe any value added services or deliverables the ASI Vendor is including as part of its Proposal that is at no additional cost to DHS.



<Response>
[bookmark: _Toc409440791][bookmark: _Toc445294071]Lessons Learned
	DHS learns from the experiences of others.  The ASI Vendor should describe what it sees as the success factors and primary challenges in managing and operating similar systems.
Instructions: Please describe any “lessons learned” from the ASI Vendor’s relevant experience and how those lessons learned will impact the ASI Vendor’s approach to this Engagement.



<Response>

[bookmark: _Toc445294072]Issues, Challenges and Potential Risks
	DHS is interested in any information that may help to identify issues, clarify the requirements, reduce risk of the procurement, and identify issues and challenges of managing and implementing the proposed Benefits Eligibility Solution and enhancing the Medicaid E&E Solution.  
Instructions: Describe the primary concerns, risks, issues and recommendations for DHS as it proceeds with this Engagement.



<Response>

[bookmark: _Toc445294073][bookmark: _Toc289436819]Maintenance and Operations Approach Assumptions
Instructions: Document all assumptions related to this Response Template in Table 5. 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.
[bookmark: _Ref437263193]Maintenance and Operations Requirements Assumptions
	ITEM #
	REFERENCE (SECTION, PAGE, PARAGRAPH)
	DESCRIPTION
	RATIONALE

	1.
	
	
	

	2.
	
	
	

	3.
	
	
	





