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Request for Proposal 3238 -Replacement of MHD Core Systems


    COST PROPOSAL INSTRUCTIONS


Contents of the cost proposal must be as follows:


1. Tab I - Title Page


The title page must include the following:


A. Cost Proposal for:


B. RFP:


Name:


Address:


D. Proposal opening date:


E. Proposal opening time:


2. Tab II - Cost Proposal


A.


C.


3. Tab III - Cost Proposal Certification of Compliance with Terms and Conditions of RFP


B. Proposers must include Attachment L, Cost Proposal Certification of Compliance with Terms and 


Conditions of RFP for Section 7, Project Costs within this section. 


Proposers must provide a CD of their cost proposal within the master cost proposal.


April 19th, 2016


2:00 PM


9805 NE 116th St, PMB #7156, Kirkland, WA 98034


Cost proposal must be in the format identified in Section 7, Project Costs.


eightCloud


C. Proposer Information:


3238


Replacement of MHD Core Systems







Request for Proposal 3238 -Replacement of MHD Core Systems


7.1  COST SCHEDULES


7.1.1 Detailed Deliverable Cost Schedule


Description of Deliverable Activity Number Cost


5.4 Planning and Administration Deliverables


5.4.3.1 Detailed Project Plan


5.4.3.3 Risk Management Plan (Note: Vendor not to charge for this deliverable, include cost in other 


deliverables)


NO CHARGE


Subtotal for 5.4 - Planning and Administration $0.00


5.5 Review and Validate Requirements and Gap/Fit Analysis


5.5.2.1


5.5.3.1 Gap Analysis Report (including detailed options to address gaps) 5.5.2.2


5.5.3.2 Comprehensive Walk-Through of System, Addressing All Core MHD Business Processes 5.5.2.3


Subtotal for 5.5 - Review and Validate Requirements and Gap/Fit Analysis $22,500.00


5.6 System Design/Implementation Configuration


5.6.3.1 System Design/Implementation Configuration Documentation 5.6.2


Subtotal for 5.6 - System Design/Implementation Configuration $37,500.00


5.7 Setup and Configure/Build System


Deliverable Number


The cost for each deliverable must be complete and include all expenses, including travel, per diem and out-of-pocket expenses as well as administrative 


and/or overhead expenses.  Detailed backup must be provided for all cost schedules completed.


The schedules have been set-up so that the sub-total from each deliverable cost schedule will automatically be transferred to the summary table in Section 


7.1.7, Summary Schedule of Project Costs.


However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary 


Schedule of Project Costs prior to submitting their cost proposal.







5.7.3.1
Configured Working System (including demonstrations/pilot/walk-through of system 


components) 5.7.2.1


5.8.3.2 Deliver fully functional system that the vendor has fully tested. 5.7.2.2


5.8.3.3 Walk-through of entire system prior to UAT. 5.7.2.2 E


Subtotal for 5.7 - Setup and Configure/Build System $75,000.00


5.8 Data Migration


5.8.2.1 


5.8.3.1 Detailed data migration plan. 5.8.2.2


5.8.3.2 Test cases for validating converted data (ensure accuracy of data migration). 5.8.2.3


5.8.3.3 Migrate data to test and production environments. 5.8.2.4


Subtotal for 5.8 - Data Migration $22,500.00


5.9 User Acceptance Testing


5.9.3.1 Test environment and fully functioning system, including test data (vendor to have 


performed comprehensive system testing). 5.9.2.1 


5.9.3.2 Vendor training of UAT team so that they understand the system to a level necessary to 


complete UAT. 5.9.2.2


5.9.3.3 Review of MHD's UAT plan and test cases. 5.9.2.3


5.9.3.4 Technical support and timely remediation of defects, data and system issues throughout 


the UAT. 5.9.2.4


Subtotal for 5.9 - User Acceptance Testing $11,250.00


5.10 Documentation


5.10.3.1 User manual. 5.10.2.1 


5.10.3.2 Online help functionality and content. 5.10.2.2


5.10.3.3 System administration/operations guide. 5.10.2.3


Subtotal for 5.10 - Documentation $11,250.00


5.11 Training


5.11.3.1 Training plan. 5.11.2.1


5.11.3.2 Training materials and scenarios. 5.11.2.2


5.11.3.3 Fully functional training environment with data. 5.11.2.3


5.11.3.4 Training. 5.11.2.4







Subtotal for 5.11 - Training $22,500.00


5.12 Transition to Production


5.12.3.1 Production transition plan. 5.12.2.1 


5.12.3.2 Final conversion of legacy data to new system. 5.12.2.2


5.12.3.3 Technical support after go-live for at least two weeks. 5.12.2.3


Subtotal for 5.12 - Transition to Production $7,500.00


5.13 Post Implementation Review


5.13.3.1 Post Implementation Review Plan. 5.13.2.1 


5.13.3.2 Execute Plan. 5.13.2.2


5.13.3.3 Resolution of system and vendor operational issues. 5.13.2.3


Subtotal for 5.13 -Post Implementation Review $11,250.00


5.14 Warranty and Corrective Maintenance Deliverables


5.14.3.1 Timely corrective action on all system defects.
5.14.3.2 User support.


5.14.3.3 Release notes.


Subtotal for 5.14 - Warranty and Corrective Maintenance Deliverables $18,000.00


$239,250.00Total Section 7.1.1 Detailed  Deliverable Cost Schedules







Request for Proposal 3238 -Replacement of MHD Core Systems


7.1.2 Development and Data Conversion Environments


7.1.2.1


7.1.2.2


7.1.2.3


7.1.2.4


7.1.2.5


Item #
Description of Proposed Hardware and/or Software


for the Development and Data Conversion Environments
Cost


1 N/A


2


3


4


5


6


7


8


9


10


11


12


$0.00


Proposers must identify costs for any hardware and/or software proposed for the Development and Data Conversion Environments, as follows:


SUB-TOTAL FOR 7.1.2


Proposers must provide a detailed description and cost for each proposed item.


The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, 


Summary Schedule of Project Costs.


However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, 


Summary Schedule of Project Costs prior to submitting their cost proposal.


Costs for specific licenses must be provided.


The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer.


The State reserves the right not to accept the proposed hardware and/or software.







Request for Proposal 3238 -Replacement of MHD Core Systems


7.1.3 Integration, System Test and UAT Environments


7.1.3.1


7.1.3.2


7.1.3.3


7.1.3.4


7.1.3.5


Item #
Description of Proposed Hardware and/or Software


for the Integration, System Test and UAT Environments
Cost


1 N/A


2


3


4


5


6


7


8


9


10


11


12


$0.00SUB-TOTAL FOR 7.1.3


Proposers must identify costs for any hardware and/or software proposed for the Integration, System Test and UAT Environments, as follows:


The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, 


Summary Schedule of Project Costs.


However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, 


Summary Schedule of Project Costs prior to submitting their cost proposal.


Proposers must provide a detailed description and cost for each proposed item.


The State reserves the right not to accept the proposed hardware and/or software.


Costs for specific licenses must be provided.


The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer.







Request for Proposal 3238 -Replacement of MHD Core Systems


7.1.4 Training Environment


7.1.4.1


7.1.4.2


7.1.4.3


7.1.4.4


7.1.4.5


Item #
Description of Proposed Hardware and/or Software


for the Training Environment
Cost


1 N/A


2


3


4


5


6


7


8


9


10


11


12


$0.00SUB-TOTAL FOR 7.1.4


Proposers must identify costs for any hardware and/or software proposed for the Training Environment, as follows:


The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, 


Summary Schedule of Project Costs.


However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary 


Schedule of Project Costs prior to submitting their cost proposal.


Proposers must provide a detailed description and cost for each proposed item.


The State reserves the right not to accept the proposed hardware and/or software.


Costs for specific licenses must be provided.


The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer.







7.1.5.1


7.1.5.2


7.1.5.3


7.1.5.4


7.1.5.5


Item #
Description of Proposed Hardware and/or Software


for the Production Environment
Cost


1 N/A


2


3


4


5


6


7


8


9


10


11


12


$0.00SUB-TOTAL FOR 7.1.5


Proposers must identify costs for any hardware and/or software proposed for the Production Environment, as follows:


The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, 


Summary Schedule of Project Costs.


However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary 


Schedule of Project Costs prior to submitting their cost proposal.


Proposers must provide a detailed description and cost for each proposed item.


The State reserves the right not to accept the proposed hardware and/or software.


Costs for specific licenses must be provided.


The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer.







Request for Proposal 3238 -Replacement of MHD Core Systems


7.1.6 Other Associated Costs


7.1.6.1


7.1.6.2


Item # Description of Other Associated Costs Cost


1 Conga Composer - 11 Licenses* $2,376.00


2 Form Assembly - 2 Licenses** $3,120.00


3


4


5


6


7


8


9


10


11


12


$5,496.00


*Pricing Provided by Conga Composer and is an annual fee


**Pricing Provided by Form Assembly and is an annual fee


Proposers must provide detailed information for each item identified.


The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, 


Summary Schedule of Project Costs.


However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, 


Summary Schedule of Project Costs prior to submitting their cost proposal.


SUB-TOTAL FOR 7.1.5


Proposers must identify any other costs not covered on the Detailed Deliverable Cost Schedules and/or the specific cost scheudles for any hardware 


and/or software proposes, as follows:







Request for Proposal 3238 -Replacement of MHD Core Systems


Deliverable or


Cost Schedule Number
Summary of Total Project Costs Cost


5.4 Planning and Administration Deliverables $0.00
5.5 Review and Validate Requirements and Gap/Fit Analysis $22,500.00
5.6 System Design/Implementation Configuration $37,500.00
5.7 Setup and Configure/Build System $75,000.00
5.8 Data Migration $22,500.00
5.9 User Acceptance Testing $11,250.00


5.10 Documentation $11,250.00
5.11 Training $22,500.00
5.12 Transition to Production $7,500.00
5.13 Post Implementation Review $11,250.00
5.14 Warranty and Corrective Maintenance Deliverables $18,000.00
7.1.6 Other Software $5,496.00


Sub-Total of Project Tasks $244,746.00


7.1.2 Development and Data Conversion Environments $0.00
7.1.3 Integration, System Test and UAT Environments $0.00
7.1.4 Training Environment $0.00
7.1.5 Production Environment $0.00


Sub-Total of Proposed Hardware and/or Software $0.00


7.1.6 Other Associated Costs $5,496.00


Sub-Total of Other Associated Costs $5,496.00


Total Project Costs $250,242.00


7.1.7   Summary Schedule of Project Costs


          Sub-totals from each of the previous cost schedules must be transferred to the following summary schedule of project costs.







Request for Proposal 3238 -Replacement of MHD Core Systems


7.1.8 Hourly Rate Schedule for Change Orders


7.1.8.1


7.1.8.2


7.1.8.3


Classification Title Hourly Rate


Project Management, Configuration $150.00


Data Migration/Integration, Solution Design, Business Process Review, UAT, Training $150.00


Custom Development $150.00


Support $150.00


Proposers must provide firm, fixed hourly rates for change orders/regulatory changes, including updated documentation.


Prices quoted for change orders/regulatory changes must remain in effect for six (6) months after State acceptance of the successfully 


implemented system.


Proposers must provide a firm, fixed hourly rate for each staff classification identified on the project.  Proposers must not provide a single 


compilation rate.







Request for Proposal 3238 -Replacement of MHD Core Systems


7.1.19 Annual Product Licensing and Maintenance Schedule


A.  Year 1


Item # Product Description Cost


Annual


Licensing Fee,


if applicable


Annual


Maintenance


Fee


Percentage


of the


Original Amount


1 Service Cloud Enterprise Edition - 204-1306 (16 Users @ $1,534.74) $1,534.74 $24,555.84 $0.00 0.00%


2


3


4


5


6


7


8


9


10


11


12


B.  Year 2


Proposers must provide a three (3) year fee schedule with the following information:  


    -  Listing of each product;


    -  Original project proposed price;


    -  Annual licensing fee, if any;


    -  Annual maintenance fee, if any; and


    -  Percentages of the original amount for each fee.


7.1.9.1







Item # Product Description Cost


Annual


Licensing Fee,


if applicable


Annual


Maintenance


Fee


Percentage


of the


Original Amount


Item # Product Description Cost


Annual


Licensing Fee,


if applicable


Annual


Maintenance


Fee


Percentage


of the


Original Amount


1 Service Cloud Enterprise Edition - 204-1306 (16 Users @ $1,534.74) $1,534.74 $24,555.84 $0.00 0.00%


2


3


4


5


6


7


8


9


10


11


12


C.  Year 3


Item # Product Description Cost


Annual


Licensing Fee,


if applicable


Annual


Maintenance


Fee


Percentage


of the


Original Amount


1 Service Cloud Enterprise Edition - 204-1306 (16 Users @ $1,534.74) $1,534.74 $24,555.84 $0.00 0.00%


2


3


4







Item # Product Description Cost


Annual


Licensing Fee,


if applicable


Annual


Maintenance


Fee


Percentage


of the


Original Amount


5


6


7


8


9


10


11


12








TAB 3







ATTACHMENT K - COST PROPOSAL CERTIFICATION OF COMPLIANCE
WITH TERMS AND CONDITIONS OF RFP


I have read, understand and agree to comply with alt the terms and conditions specified in this Request for


Proposal.


YES


NO


JBB I agree to comply with the terms and conditions specified in this RFP.


I do not agree to comply with the terms and conditions specified in this RFP.


If the exception and/or assumption require a change in the terms in any section of the RFP, the contract,


or any incorporated documents, vendors must provide the specific language that is being proposed in the


tables below. If vendors do not specify in detail any exceptions andlor assumptions at time of proposal


submission, the State will not consider any additional exceptions and/or assumptions during negotiations.


Note: Only cost exceptions and/or assumptions should be identiJied on this attuchment. Do not restate


the technicul exceptions and/or assumptions on this attachmenl


TGI Systems LLC


Jav B. Baldwin April 15, 2016


Print Name Date


Vendors MUST use thefollowingformat. Attach additional sheets if necessary.


ASSUMPTION SUMMARY FORM


This document must be submitted in Tah III of vendor's cost proposal.


This form MUST NOT be included in the technical proposal.


Company Name


EXCEPTION SUMMARY FORM


EXCEPTION #
RFP SECTION


NUMBER
RFP


PAGE NUMBER


EXCEPTION
(Complete detail regarding exceptions must be


identified)


ASSUMPTION #
RFP SECTION


NUMBER
RFP


PAGE NUMBER


ASSUMPTION
(Complete detail regarding assumptions must


be identified)


Re p I oc em enl of lvl onufactu r e d H cttts i ng
D it' i t i on' \ (- ( trL' .SJ s/c'r,,s


RFP 3238 Page 89 of93






Cost Proposal Instructions

		Request for Proposal 3238 -Replacement of MHD Core Systems



		    COST PROPOSAL INSTRUCTIONS



				Contents of the cost proposal must be as follows:



				1.		Tab I - Title Page



						The title page must include the following:



						A.		Cost Proposal for:								Replacement of MHD Core Systems



						B.		RFP:								3238



						C.		Proposer Information:						Name:		eightCloud

														Address:		9805 NE 116th St, PMB #7156, Kirkland, WA 98034



						D.		Proposal opening date:								April 19th, 2016



						E.		Proposal opening time:								2:00 PM





				2.		Tab II - Cost Proposal



						A.		Cost proposal must be in the format identified in Section 7, Project Costs.



						C.		Proposers must provide a CD of their cost proposal within the master cost proposal.





				3.		Tab III - Cost Proposal Certification of Compliance with Terms and Conditions of RFP



						B.		Proposers must include Attachment L, Cost Proposal Certification of Compliance with Terms and Conditions of RFP for Section 7, Project Costs within this section. 





















































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































7.1.1 Detailed Del Cost Schs

		Request for Proposal 3238 -Replacement of MHD Core Systems



		7.1  COST SCHEDULES



				The cost for each deliverable must be complete and include all expenses, including travel, per diem and out-of-pocket expenses as well as administrative and/or overhead expenses.  Detailed backup must be provided for all cost schedules completed.



		7.1.1 Detailed Deliverable Cost Schedule



				The schedules have been set-up so that the sub-total from each deliverable cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs.

However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal.





		Deliverable Number				Description of Deliverable		Activity Number		Cost



		5.4		Planning and Administration Deliverables



				5.4.3.1		Detailed Project Plan

				5.4.3.3		Risk Management Plan (Note: Vendor not to charge for this deliverable, include cost in other deliverables)				NO CHARGE



						Subtotal for 5.4 - Planning and Administration				$0.00



		5.5		Review and Validate Requirements and Gap/Fit Analysis

								5.5.2.1

				5.5.3.1		Gap Analysis Report (including detailed options to address gaps)		5.5.2.2

				5.5.3.2		Comprehensive Walk-Through of System, Addressing All Core MHD Business Processes		5.5.2.3



						Subtotal for 5.5 - Review and Validate Requirements and Gap/Fit Analysis				$22,500.00



		5.6		System Design/Implementation Configuration



				5.6.3.1		System Design/Implementation Configuration Documentation		5.6.2





						Subtotal for 5.6 - System Design/Implementation Configuration				$37,500.00



		5.7		Setup and Configure/Build System



				5.7.3.1		Configured Working System (including demonstrations/pilot/walk-through of system components)		5.7.2.1

				5.8.3.2		Deliver fully functional system that the vendor has fully tested.		5.7.2.2

				5.8.3.3		Walk-through of entire system prior to UAT.		5.7.2.2 E



						Subtotal for 5.7 - Setup and Configure/Build System				$75,000.00



		5.8		Data Migration

								5.8.2.1 

				5.8.3.1		Detailed data migration plan.		5.8.2.2

				5.8.3.2		Test cases for validating converted data (ensure accuracy of data migration).		5.8.2.3

				5.8.3.3		Migrate data to test and production environments.		5.8.2.4



						Subtotal for 5.8 - Data Migration				$22,500.00



		5.9		User Acceptance Testing



				5.9.3.1		Test environment and fully functioning system, including test data (vendor to have performed comprehensive system testing).		5.9.2.1 

				5.9.3.2		Vendor training of UAT team so that they understand the system to a level necessary to complete UAT.		5.9.2.2

				5.9.3.3		Review of MHD's UAT plan and test cases.		5.9.2.3

				5.9.3.4		Technical support and timely remediation of defects, data and system issues throughout the UAT.		5.9.2.4



						Subtotal for 5.9 - User Acceptance Testing				$11,250.00



		5.10		Documentation



				5.10.3.1		User manual.		5.10.2.1 

				5.10.3.2		Online help functionality and content.		5.10.2.2

				5.10.3.3		System administration/operations guide.		5.10.2.3



						Subtotal for 5.10 - Documentation				$11,250.00



		5.11		Training



				5.11.3.1		Training plan.		5.11.2.1

				5.11.3.2		Training materials and scenarios.		5.11.2.2

				5.11.3.3		Fully functional training environment with data.		5.11.2.3

				5.11.3.4		Training.		5.11.2.4



						Subtotal for 5.11 - Training 				$22,500.00



		5.12		Transition to Production



				5.12.3.1		Production transition plan.		5.12.2.1 

				5.12.3.2		Final conversion of legacy data to new system.		5.12.2.2

				5.12.3.3		Technical support after go-live for at least two weeks.		5.12.2.3





						Subtotal for 5.12 - Transition to Production				$7,500.00



		5.13		Post Implementation Review



				5.13.3.1		Post Implementation Review Plan.		5.13.2.1 

				5.13.3.2		Execute Plan.		5.13.2.2

				5.13.3.3		Resolution of system and vendor operational issues.		5.13.2.3



						Subtotal for 5.13 -Post Implementation Review				$11,250.00



		5.14		Warranty and Corrective Maintenance Deliverables



				5.14.3.1		Timely corrective action on all system defects.

				5.14.3.2		User support.

				5.14.3.3		Release notes.



						Subtotal for 5.14 - Warranty and Corrective Maintenance Deliverables				$18,000.00



		Total Section 7.1.1 Detailed  Deliverable Cost Schedules								$239,250.00









































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































7.1.2 Dev-Data Conversion Envir

		Request for Proposal 3238 -Replacement of MHD Core Systems



		7.1.2		Development and Data Conversion Environments

				Proposers must identify costs for any hardware and/or software proposed for the Development and Data Conversion Environments, as follows:



		7.1.2.1		The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs.

However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal.



		7.1.2.2		Proposers must provide a detailed description and cost for each proposed item.



		7.1.2.3		The State reserves the right not to accept the proposed hardware and/or software.



		7.1.2.4		Costs for specific licenses must be provided.



		7.1.2.5		The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer.

		Item #		Description of Proposed Hardware and/or Software
for the Development and Data Conversion Environments		Cost

		1				N/A

		2

		3

		4

		5

		6

		7

		8

		9

		10

		11

		12

		SUB-TOTAL FOR 7.1.2				$0.00





























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































7.1.3 Inte-System Test-UAT Env

		Request for Proposal 3238 -Replacement of MHD Core Systems



		7.1.3		Integration, System Test and UAT Environments

				Proposers must identify costs for any hardware and/or software proposed for the Integration, System Test and UAT Environments, as follows:



		7.1.3.1		The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs.

However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal.



		7.1.3.2		Proposers must provide a detailed description and cost for each proposed item.



		7.1.3.3		The State reserves the right not to accept the proposed hardware and/or software.



		7.1.3.4		Costs for specific licenses must be provided.



		7.1.3.5		The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer.

		Item #		Description of Proposed Hardware and/or Software
for the Integration, System Test and UAT Environments		Cost

		1				N/A

		2

		3

		4

		5

		6

		7

		8

		9

		10

		11

		12

		SUB-TOTAL FOR 7.1.3				$0.00





























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































7.1.4 Training Environment

		Request for Proposal 3238 -Replacement of MHD Core Systems



		7.1.4		Training Environment

				Proposers must identify costs for any hardware and/or software proposed for the Training Environment, as follows:



		7.1.4.1		The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs.

However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal.



		7.1.4.2		Proposers must provide a detailed description and cost for each proposed item.



		7.1.4.3		The State reserves the right not to accept the proposed hardware and/or software.



		7.1.4.4		Costs for specific licenses must be provided.



		7.1.4.5		The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer.

		Item #		Description of Proposed Hardware and/or Software
for the Training Environment		Cost

		1				N/A

		2

		3

		4

		5

		6

		7

		8

		9

		10

		11

		12

		SUB-TOTAL FOR 7.1.4				$0.00





























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































7.1.5 Production Environment

		Request for Proposal 3238 -Replacement of MHD Core Systems



		7.1.5		Production Environment

				Proposers must identify costs for any hardware and/or software proposed for the Production Environment, as follows:



		7.1.5.1		The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs.

However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal.



		7.1.5.2		Proposers must provide a detailed description and cost for each proposed item.



		7.1.5.3		The State reserves the right not to accept the proposed hardware and/or software.



		7.1.5.4		Costs for specific licenses must be provided.



		7.1.5.5		The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer.

		Item #		Description of Proposed Hardware and/or Software
for the Production Environment		Cost

		1				N/A

		2

		3

		4

		5

		6

		7

		8

		9

		10

		11

		12

		SUB-TOTAL FOR 7.1.5				$0.00





























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































7.1.6 Other Associated Costs

		Request for Proposal 3238 -Replacement of MHD Core Systems



		7.1.6		Other Associated Costs

				Proposers must identify any other costs not covered on the Detailed Deliverable Cost Schedules and/or the specific cost scheudles for any hardware and/or software proposes, as follows:



		7.1.6.1		The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs.

However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal.



		7.1.6.2		Proposers must provide detailed information for each item identified.

		Item #		Description of Other Associated Costs		Cost

		1		Conga Composer - 11 Licenses*		$2,376.00

		2		Form Assembly - 2 Licenses**		$3,120.00

		3

		4

		5

		6

		7

		8

		9

		10

		11

		12

		SUB-TOTAL FOR 7.1.5				$5,496.00



				*Pricing Provided by Conga Composer and is an annual fee

				**Pricing Provided by Form Assembly and is an annual fee



































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































7.1.7 Summary Schedule of Costs

		Request for Proposal 3238 -Replacement of MHD Core Systems



		7.1.7   Summary Schedule of Project Costs

		          Sub-totals from each of the previous cost schedules must be transferred to the following summary schedule of project costs.







		Deliverable or
Cost Schedule Number		Summary of Total Project Costs		Cost

		5.4		Planning and Administration Deliverables		$0.00

		5.5		Review and Validate Requirements and Gap/Fit Analysis		$22,500.00

		5.6		System Design/Implementation Configuration		$37,500.00

		5.7		Setup and Configure/Build System		$75,000.00

		5.8		Data Migration		$22,500.00

		5.9		User Acceptance Testing		$11,250.00

		5.10		Documentation		$11,250.00

		5.11		Training		$22,500.00

		5.12		Transition to Production		$7,500.00

		5.13		Post Implementation Review		$11,250.00

		5.14		Warranty and Corrective Maintenance Deliverables		$18,000.00

		7.1.6		Other Software		$5,496.00





				Sub-Total of Project Tasks		$244,746.00





		7.1.2		Development and Data Conversion Environments		$0.00

		7.1.3		Integration, System Test and UAT Environments		$0.00

		7.1.4		Training Environment		$0.00

		7.1.5		Production Environment		$0.00

				Sub-Total of Proposed Hardware and/or Software		$0.00



		7.1.6		Other Associated Costs		$5,496.00



				Sub-Total of Other Associated Costs		$5,496.00





				Total Project Costs		$250,242.00











































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































7.1.8 Rate Sch Change Orders

		Request for Proposal 3238 -Replacement of MHD Core Systems



		7.1.8		Hourly Rate Schedule for Change Orders



		7.1.8.1		Prices quoted for change orders/regulatory changes must remain in effect for six (6) months after State acceptance of the successfully implemented system.



		7.1.8.2		Proposers must provide firm, fixed hourly rates for change orders/regulatory changes, including updated documentation.



		7.1.8.3		Proposers must provide a firm, fixed hourly rate for each staff classification identified on the project.  Proposers must not provide a single compilation rate.





				Classification Title		Hourly Rate

				Project Management, Configuration		$150.00

				Data Migration/Integration, Solution Design, Business Process Review, UAT, Training		$150.00

				Custom Development		$150.00

				Support		$150.00





















































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































7.1.9 Annual Prod Lic-Main Sch

		Request for Proposal 3238 -Replacement of MHD Core Systems



		7.1.19		Annual Product Licensing and Maintenance Schedule



		7.1.9.1		Proposers must provide a three (3) year fee schedule with the following information:  

    -  Listing of each product;
    -  Original project proposed price;
    -  Annual licensing fee, if any;
    -  Annual maintenance fee, if any; and
    -  Percentages of the original amount for each fee.





				A.  Year 1



		Item #		Product Description		Cost		Annual
Licensing Fee,
if applicable		Annual
Maintenance
Fee		Percentage
of the
Original Amount

		1		Service Cloud Enterprise Edition - 204-1306 (16 Users @ $1,534.74)		$1,534.74		$24,555.84		$0.00		0.00%

		2

		3

		4

		5

		6

		7

		8

		9

		10

		11

		12





				B.  Year 2



		Item #		Product Description		Cost		Annual
Licensing Fee,
if applicable		Annual
Maintenance
Fee		Percentage
of the
Original Amount

		1		Service Cloud Enterprise Edition - 204-1306 (16 Users @ $1,534.74)		$1,534.74		$24,555.84		$0.00		0.00%

		2

		3

		4

		5

		6

		7

		8

		9

		10

		11

		12







				C.  Year 3



		Item #		Product Description		Cost		Annual
Licensing Fee,
if applicable		Annual
Maintenance
Fee		Percentage
of the
Original Amount

		1		Service Cloud Enterprise Edition - 204-1306 (16 Users @ $1,534.74)		$1,534.74		$24,555.84		$0.00		0.00%

		2

		3

		4

		5

		6

		7

		8

		9

		10

		11

		12
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[bookmark: _Toc399317393]Document Organization and Objectives

[bookmark: _Toc399317394]Overview

This document addresses planning for the “Go Live” of the HomeBase project. When a project of this scale is deployed into production, it is critical that the activities are tightly scripted and choreographed well ahead of time. Typically the business provides a relatively short window to perform the cutover so as not to disrupt operations, so the project team’s expectation is to schedule at least some of the detailed cutover activities literally by the minute. 



This document summarizes the following:

· Plan Definition

· Roles and Responsibilities

· Preparedness Milestones

· Go / No Go Decision Framework and Timing

· Communication Plan

· Detailed Plan

· Cutover Activities list

· Validation in production post cutover but prior to Go Live

· Immediate support after cutover



[bookmark: _Toc399317395]Plan Objectives

The objectives of this training program are to:

· Document key activities and responsibilities that must be considered for Go Live

· Gain commitment from all stakeholders



[bookmark: _Toc399317396]Assumptions

It is our assumption that the Commission does not want to shut down operations any more than absolutely necessary. We are making the assumption that shutting down for one Friday afternoon is acceptable to the Commission.



[bookmark: _Toc399317397]Go Live Plan Definition

[bookmark: _Toc399317398]Roles and Responsibilities

Each group below will play a role in validating readiness and in deploying HomeBase during the Go Live cutover. It is critical that the each group know their role and follow the plan.





		Role

		Responsibility



		eightCloud Team

		Project Management, Communications, Execution



		SMEs

		Participation in planning and execution, Signoffs



		IT Governance

		Oversight, Escalations, Signoffs



		Integration Partners

		Availability, Support







[bookmark: _Toc399317399]Preparedness Milestones

Below are key dates to track in order to ensure we are prepared for Go Live.

· [bookmark: _Toc399317400]User Acceptance Testing – 3/13/15

· [bookmark: _Toc399317401]Code Migration – 3/26/15

· [bookmark: _Toc399317402]Production Final QA – 4/2/15





[bookmark: _Toc399317403]Go / No Go Decision Framework and Timing

[bookmark: _Toc46303395]The Commission, specifically the IT Governance committee, ultimately owns the decision on whether or not to take HomeBase live. The project team has a responsibility to communicate fully and accurately in order to facilitate an informed decision. All factors, from bug count to organizational readiness, should be considered when making the decision to Go Live. 



From the Training Plan, we established quantifiable criteria for determining whether HomeBase passed or failed. Those criteria, referenced below, should also be used as on input for the Go / No Go decision.



Testing Pass/Fail Criteria:

· No Critical bugs

· No Major bugs that do not have acceptable workarounds

· A reasonable number of Minor bugs, as agreed upon by the SMEs

· A stable environment that is not changing

· End to End testing completed



In addition to these criteria, the decision should also factor in how ready the organization is for the change. Questions for the IT Governance committee to consider are:



· Does the committee have all the data they need to make a Go / No Go decision?

· Is training complete and did it go well?

· Are there any external factors (schedule conflicts, absence of key staff, etc.) that will affect the Go Live?





The formal decision should be made on our about the day before the cutover. Presumably the decision should be a formality because any “showstopper” issues will have been identified and addressed prior to this time.




[bookmark: _Toc399317404]Cutover Communication Plan



The major points of communication specifically around the cutover are proposed as follows:



		Timing

		Audience

		Responsible

		Details



		1 month prior

		All Staff / Partners

		Project Manager

		Advance notice to all advising them of the timeline and setting expectations



		1 week prior

		All Staff / Partners

		Project Manager

		Reminder notice, with detailed timeline



		1 day prior

		Project Team, SMEs, IT Governance

		Project Manager

		Go / No Go Decision, Detailed plan including specific tasks and timeline



		1 day prior

		All Staff / Partners

		Project Manager

		Notification of Go / No Go decision, confirmation of Go Live



		Wednesday of cutover

		All Staff / Partners

		Project Manager

		Notification to stop data entry in legacy database



		Monday after cutover

		All Staff / Partners

		Project Manager

		Notification to begin using HomeBase, include support procedures / contact info







[bookmark: _Toc409926758][bookmark: _Toc46303401]


[bookmark: _Toc399317405]Detailed Cutover Planning

[bookmark: _Toc409926759]

This detailed plan will be updated and expanded upon to include more details during the final preparation before cutover. Also, in that planning we will include everyone’s contact information and specific meeting times. The cutover is planned to occur over a 2.5 day period from Wednesday at noon to Friday end of day. Starting with a cutoff on a Wednesday at noon to allow enough time for the team to move the most recently updated data over to HomeBase. The philosophy here is that, if anything were to go wrong, a roll back can be done over the weekend by the project team. 



		Task

		Timing

		Responsibilty / Comments



		Cutoff data entry into legacy database

		Wed @ noon

		All Staff will be notified to stop using the database



		Final Data Migration

		Wed/Thurs

		eightCloud





		End-to-End Test

		Thurs

		eightCloud will conduct one final end-to-end test



		Validation by SMEs

		Fri

		SMEs will validate the final data migration was done correctly



		Final Signoff

		Fri

		With SMEs input, IT Governance will be asked to sign off on the validation



		Rollback (if necessary)

		Weekend

		If rollback is necessary, open up the legacy database and communicate to users



		Go Live

		Monday

		All Staff will begin using HomeBase



		Post Implementation Support

		@ Go Live 

		Support will begin immediately after Go Live, with all hands at the commission offices for day one





[bookmark: _Toc399317406][bookmark: _Toc76289321][bookmark: _Toc100125728]Document Change History



		Version No.

		Date

		Name

		Description of Change



		1.0

		9/8/14

		Eric Long

		Initial Template Creation



		1.1

		9/11/14

		Eric Long

		Final Draft



		1.2

		9/24/14

		Eric Long

		Based on ITG feedback, extended cutover period to 2.5 business days
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Below is a list of common terms and their definitions that are used throughout this document:

		Term

		Definition
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1. Document Organization and Objectives 


1.1. Overview 
This document addresses planning for the “Go Live” of the HomeBase project. When a project of this scale is 
deployed into production, it is critical that the activities are tightly scripted and choreographed well ahead of 
time. Typically the business provides a relatively short window to perform the cutover so as not to disrupt 
operations, so the project team’s expectation is to schedule at least some of the detailed cutover activities 
literally by the minute.  
 
This document summarizes the following: 


 Plan Definition 
o Roles and Responsibilities 
o Preparedness Milestones 
o Go / No Go Decision Framework and Timing 
o Communication Plan 


 Detailed Plan 
o Cutover Activities list 
o Validation in production post cutover but prior to Go Live 
o Immediate support after cutover 


 


1.2. Plan Objectives 
The objectives of this training program are to: 


 Document key activities and responsibilities that must be considered for Go Live 


 Gain commitment from all stakeholders 
 


1.3. Assumptions 
It is our assumption that the Commission does not want to shut down operations any more than absolutely 
necessary. We are making the assumption that shutting down for one Friday afternoon is acceptable to the 
Commission. 


 


2. Go Live Plan Definition 


2.1. Roles and Responsibilities 
Each group below will play a role in validating readiness and in deploying HomeBase during the Go Live cutover. 
It is critical that the each group know their role and follow the plan. 
 
 


Role Responsibility 


eightCloud Team Project Management, Communications, Execution 


SMEs Participation in planning and execution, Signoffs 


IT Governance Oversight, Escalations, Signoffs 


Integration Partners Availability, Support 
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2.2. Preparedness Milestones 
Below are key dates to track in order to ensure we are prepared for Go Live. 


 User Acceptance Testing – 3/13/15 


 Code Migration – 3/26/15 


 Production Final QA – 4/2/15 


 
 


2.3. Go / No Go Decision Framework and Timing 
The Commission, specifically the IT Governance committee, ultimately owns the decision on whether or 
not to take HomeBase live. The project team has a responsibility to communicate fully and accurately in 
order to facilitate an informed decision. All factors, from bug count to organizational readiness, should be 
considered when making the decision to Go Live.  
 
From the Training Plan, we established quantifiable criteria for determining whether HomeBase passed or 
failed. Those criteria, referenced below, should also be used as on input for the Go / No Go decision. 
 


Testing Pass/Fail Criteria: 


 No Critical bugs 


 No Major bugs that do not have acceptable workarounds 


 A reasonable number of Minor bugs, as agreed upon by the SMEs 


 A stable environment that is not changing 


 End to End testing completed 
 
In addition to these criteria, the decision should also factor in how ready the organization is for the 
change. Questions for the IT Governance committee to consider are: 
 


 Does the committee have all the data they need to make a Go / No Go decision? 


 Is training complete and did it go well? 


 Are there any external factors (schedule conflicts, absence of key staff, etc.) that will affect the Go 
Live? 


 
 
The formal decision should be made on our about the day before the cutover. Presumably the decision 
should be a formality because any “showstopper” issues will have been identified and addressed prior to 
this time. 
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2.4. Cutover Communication Plan 
 
The major points of communication specifically around the cutover are proposed as follows: 


 


Timing Audience Responsible Details 


1 month prior All Staff / Partners Project Manager 
Advance notice to all advising 


them of the timeline and 
setting expectations 


1 week prior All Staff / Partners Project Manager 
Reminder notice, with detailed 


timeline 


1 day prior 
Project Team, 


SMEs, IT 
Governance 


Project Manager 
Go / No Go Decision, Detailed 
plan including specific tasks 


and timeline 


1 day prior All Staff / Partners Project Manager 
Notification of Go / No Go 


decision, confirmation of Go 
Live 


Wednesday of 
cutover 


All Staff / Partners Project Manager 
Notification to stop data entry 


in legacy database 


Monday after 
cutover 


All Staff / Partners Project Manager 
Notification to begin using 


HomeBase, include support 
procedures / contact info 
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3. Detailed Cutover Planning 
 
This detailed plan will be updated and expanded upon to include more details during the final preparation before 
cutover. Also, in that planning we will include everyone’s contact information and specific meeting times. The 
cutover is planned to occur over a 2.5 day period from Wednesday at noon to Friday end of day. Starting with a 
cutoff on a Wednesday at noon to allow enough time for the team to move the most recently updated data over to 
HomeBase. The philosophy here is that, if anything were to go wrong, a roll back can be done over the weekend 
by the project team.  
 


Task Timing Responsibilty / Comments 


Cutoff data entry into 
legacy database 


Wed @ noon All Staff will be notified to stop using the 
database 


Final Data Migration Wed/Thurs eightCloud 
 


End-to-End Test Thurs eightCloud will conduct one final end-to-end 
test 


Validation by SMEs Fri SMEs will validate the final data migration 
was done correctly 


Final Signoff Fri With SMEs input, IT Governance will be 
asked to sign off on the validation 


Rollback (if 
necessary) 


Weekend If rollback is necessary, open up the legacy 
database and communicate to users 


Go Live Monday All Staff will begin using HomeBase 


Post Implementation 
Support 


@ Go Live  Support will begin immediately after Go Live, 
with all hands at the commission offices for 
day one 
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Appendix A: Document Change History 
 


Version No. Date Name Description of Change 


1.0 9/8/14 Eric Long Initial Template Creation 


1.1 9/11/14 Eric Long Final Draft 


1.2 9/24/14 Eric Long Based on ITG feedback, extended cutover period to 2.5 business days 
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Appendix B: Review and Sign-off 
Below is a list of the required reviewers 


Person Role Contact Reviewed Date 
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Appendix C: Glossary/ Definitions 
Below is a list of common terms and their definitions that are used throughout this document: 


Term Definition 
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Appendix D:  Related Documents/References 
 


Document Document Location 


  


  


  


 


 


 








Salesforce Health Check Review







• Executive Summary / Major Findings
• Stakeholder Feedback
• Application Analysis 


– User Adoption
– Company Profile
– Leads
– Opportunities
– Accounts
– Contacts
– Campaigns
– Cases
– Chatter
– Reports & Dashboards
– Security – Roles & Profiles
– Data Usage
– Integration, Visualforce & Apex


• Corporate Roadmap
• Questions


Agenda✓







• Goal


– To determine health of the current implementation


– Document application


– Determine Risks and provide Recommendations


– Co-Develop Salesforce roadmap with customer


• Application Analysis + User Inputs


– Global Set-ups & Configurations


– Salesforce Object Review (configuration, usage)


– Security Review


– Data and Metadata analysis


– Adoption and Usage Statistics 


– Stakeholder interviews


eightCloud Methodology✓







• Standard Objects
– Leads


• 93% of all leads are Open, including 77k from 2011 and 2012
• Process issue – standard Lead-to-Opportunity conversion is not followed
• 85k Leads owned by Inactive User – transfer to active user or purge


– Accounts
• Most Accounts (66%) owned by an inactive user – transfer to active user
• Agency/ Account custom vs. standard object schema should be simplified


– Contacts
• 30/50 fields are rarely populated – field audit should be performed.


– Opportunities
• High number of past due opportunities (3K+) – update or close
• 2K owned by an inactive user – transfer to active user or close


– Cases
• Not actively using the Case object – no cases opened in 2013


– Campaigns
• The Campaign object is not being used at this time in Salesforce.com


Executive Summary / Major Findings


Recommendations/Best Practices
1) Use standard Salesforce.com Lead Conversion process


2) Perform Account-owner audit


3) Close out old Leads & Opportunities


4) Perform Field Audit across the board


✓







• Key Custom Objects


– Agency


• 380 Agency records


• Records and children records have been ‘migrated’ to standard Account object


• This custom object will be retired (there is nothing special about this object that 
cannot be address with the standard Account record).


• Misc


– Reports and Dashboards


• 84% of all reports have not been run in last 30 days


– Roles and Profiles


• Chargent Gateway is Public Full Access


• Too many custom profiles –17/37 (~1:2) profile:user ratio


Executive Summary / Major Findings


Recommendations/Best Practices
1) Cleanup and purge reports that are not useful


2) Audit Roles & Profiles (reduce the number)


3) Start using Territory Management.


4) Retire the Agency object, migrate to standard Salesforce.com object


✓







• Sales/ Marketing


– Let’s improve and build out reporting and dashboards.


– Let’s use Salesforce.com the way it was intended and move away from 
customized Agency object.


• Sales Support


– Lead-to-oppty workflow is not efficient.


– We are not engaging with Leads in SFDC, even when we assign them.


– Opptys are manually created, there is no loop back into SFDC.


• Operations


– Salesforce.com workflow can be improved


– We should integrate Salesforce.com with other systems (AdServer, Quickbook, 
Inventory Management).


Some Stakeholder Feedback…✓







Current Metric
The most basic metric used to measure adoption is the percentage of active users that have logged in 
to the application within the last 2 weeks.


For the period of the past 2 weeks, the number of users that logged in at least one time was 22 out of 
a total of 37 active users in the org, which is a 60% adoption metric. A healthy usage metric is above 
80% for the prior two weeks.


Time Period
Total # of Users Logged In (Active 


Users)
Adoption % Logged In (Active 


Users)


Last 2 Weeks 22 60%


Last 4 Weeks 27 73%


Last 8 Weeks 28 76%


Application Analysis:  Adoption✓







• ABC is using Salesforce Enterprise Edition with 37 total licenses (37 currently in use)


• Company Profile:


Org Item Value


Company Name ABC, Inc.


Primary Contact Sunil Kumar


Phone 415-533-7406


Used Data Space .578 GB (57%)


Used File Space .9 GB (3%)


API Requests, Last 24 Hours 927 (37,000 max)


Fiscal Year Starts In January


Salesforce.com Organization ID 00DE0000000Jfdx


Salesforce Edition Enterprise Edition


Application Analysis:  Company Profile✓







General Info
• 89,440 total Leads (97% unconverted)


– Process issue: Leads are not typically converted to Oppty


• Lead fields


– 31 total standard fields: 11 are filled in less than 10% of the time 
(of these, 2 fields contain no value on any lead record).


– 18 total custom fields: these fields are rarely used, 15 of these 
fields are filled in less than 1% of the time (of these, 3 fields 
contain no value on any lead record).


• Zero (0) validation rules


• 8 triggers, all managed packages (7 HubSpot, 1 Constant Contact)


• 4 page layouts; 4 used


• Default Lead Owner: Alex Mock (if assignment rules do not assign 
the lead, Alex will own the lead)


• 3 record types: Agency Sales, Business Development, Direct Sales


• 3 lead processes: Agency Sales, Business Development, Direct Sales


• 0 active workflow rules (1 inactive)


Application Analysis:  Leads
Year Created Leads


2011 10,217


2012 73,483


2013 5,740


Total Leads 89,440


✓







General Info


• 1 lead assignment process: HubSpot-based regional mapping to 
Users and Queues.


• Lead limits


– Custom Fields: 40/800 (8% used)


– Custom Field Relationships: 1/25 (4% used)


– All other limits under 1% usage


• No Auto-Response Rules


• Lead Status


– 93% of all leads are Open, including 77k from 2011 and 2012


– 85k Leads owned by Inactive User


Application Analysis:  Leads (continued)
Lead Status Leads


Contacted 1,603


Open 83,109


Qualified 2,767


Unqualified 1,961


Total Leads 89,440


Recommendations/Best Practices
1) Lead cleanup initiative for stale leads (convert/ close everything).


2) Leverage standard SFDC Lead Conversion process, avoid orphaning 
Leads.


✓







General Info


• 4,024 total opportunity records


– 1,919 in Open status. Of these,


• 1,756 have a Close Date in 2012 or earlier 


• 1,694 are owned by an inactive user


• Opportunity fields


– 30 total standard fields: 18 are filled in 100% of the time, 8 are filled in less than 
25% of the time (of these, 3 contain no value on any Opportunity record)


– 174 total custom fields:  148 are filled in less than 20% of the time (of these, 90 
contain no value on any Opportunity record)


• 10 active validation rules


• 1 trigger (HubSpot Integration)


• 7 page layouts; 5 used


• 4 record types 


– 3 associated sales processes 


• 23 active workflow rules


• Opportunity limits


– Custom Fields: 190/500 (38% used)


– Custom Relationship Fields: 6/25 (24% used)


– Active Workflow Rules: 23/50 (46% used)


– All other limits under 10% used


Application Analysis:  Opportunities


Recommendations/Best Practices
1) Review past due Opportunities: update closedate or close Oppty.


2) Review Opportunities owned by inactive users (reassign or close).


3) Review Opportunity Stages.


Opportunity Stage (29 stages) Records


Contacted 1,500


Demo Set 809


Prospecting 649


Closed Lost 546


Proposal 115


Demo Hold (No Contract Out) 57


Contract Out (No Commit) 53


Verbal Commitment 50


Contract Out (Verbal Commit) 40


Live 36


Proposal/ Price Quote 33


IO In 32


Solution Presented 18


Contract Sent 17


Integration/ Testing 10


Opportunity 10


Contract Executed 10


Needs Analysis 7


New 7


… 9


Total Opportunities 4,024


✓







General Info
• 4,092 total account records


• Account fields


– 31 total standard fields: 16 fields are populated lass than 25% of 
the time (of these, 2 fields contain no value on any Account 
record).


– 18 total custom fields: all 18 are populated less than 10% of the 
time, and 15 are populated less than 1% of the time.


• 0 validation rules


• 2 triggers (HubSpot)


• 4 page layouts; 4 used 


• 3 record types


• 0 workflow rules


• Account limits:


– Custom Fields: 18/500 (4% used)


– Rollup Summary Fields: 0/10 (0% used)


– Custom Relationship Fields: 3/25 (12% used)


Application Analysis:  Accounts
Account Type Accounts


Customer 10


Partner 7


Prospect 1


SMTP 78


(blank) 3,996


Total Accounts 4,092


Recommendations/Best Practices
1) Currently 2,714 accounts are owned by an Inactive User; these should be 


reviewed and reassigned.


2) Account categorization should be reviewed.


✓







General Info
• 3,205 total contact records


• Contact fields


– 44 total standard fields: 14 fields are used frequently, 
populated on 70% of all Contact records. 24 fields are used 
infrequently, populated on fewer than 10% of all Contact 
records (10 fields have never been used).


– 6 total custom fields: these fields are populated on fewer than 
6% of all Contact records (3 fields have never been used).


• 0 validation rules


• 6 triggers; 5 for HubSpot, 1 for Constant Contact


• 2 page layouts; 2 used


• 2 record types


• 1 active workflow rule


• Contact limits


– Custom Fields: 5/500 (1% used)


– Custom Relationship Fields: 2/25 (8% used)


– All other limits are near 0%


Application Analysis:  Contacts


Recommendations/Best Practices
1) Most Contacts (2,874) are owned by Inactive Users. 


This should be addressed alongside Account object 
cleanup.


✓







General Info


• The Campaign object is not being used at this time in Salesforce.com.


Application Analysis:  Campaigns✓







General Info


• Not actively using the Case object


• 1,293 total case records


– 1,286 closed/ 7 open


– No cases opened in 2013


Application Analysis:  Cases✓







General Info


• Chat enabled


• Low engagement


• A total of 1 groups


– 1 private


• 0 Topics listed


• 0 Chatter Mobile users


Application Analysis:  Chatter


Chatter uses a lot of the same paradigms that you see on sites like Facebook and Twitter, 
however, Chatter is completely secure and completely private. At the heart of Chatter is a feed 
with all of the things you choose to follow, like people, groups, accounts, and opportunities. You 
are in control. Chatter is not an app for monitoring other social media sites, like Twitter or 
LinkedIn. Chatter usage tends to correlate closely with general Salesforce.com engagement.


✓







General Info


• There are a total of 296 reports, of which...


– 249 have not been run in the last 30-days


– 221 have not been run in the last 90-days


– 25 have never been run (22 of these are reports were created by package installs)


• 80 of these reports are in the Unfiled Public Reports folder


• 96 total dashboards


Application Analysis:  Reports & Dashboards


Recommendations/Best Practices
1) Setup an archive reports folder for any reports that have not been run in 


over 90-days.


2) Remove permissions from the Unfiled Public Reports folder for those 
users that do not need it.


✓







List of Apps
– Chargent


– Conga Composer


– Constant Contact for Salesforce


– DocuSign for Salesforce


– EchoSign


– HubSpot


– PaymentConnect


– Salesforce for Google AdWords


Recommendations/Best Practices
1) Low risk, but recommend a full audit of installed apps.


Application Analysis: Installed Packages✓







Role Hierarchy
VP of Strategic Partnerships


aMp


BD Manager


BD Rep


VP of Sales


Director of Agency Sales Central


Account Executive Central


OCC


Director of Agency Sales East


Account Executive East


Director of Agency Sales West


Account Executive West


Head of Travel


Sharing Settings (Org-Wide Defaults)


– Lead -> Private


– Account -> Private


– Contact -> Private


– Opportunity-> Private


– Case -> Private


– Campaign -> Public Full Access


– Chargent Gateway -> Public Full Access


Sharing Settings (OWD) determine the access Users have to records they do not own. The Role 
Hierarchy is a way to extend access to records when Sharing Settings (OWD) have been set to 
anything more restrictive than “Public Read/Write”. 


Recommendations/Best Practices
1) Sharing Settings have some risk areas that should be audited.


2) Role Hierarchy should be adjusted to reflect expanding sales 
organization for 2014.


Application Analysis:  Sharing Settings & Roles✓







Custom Profiles (17)
– Account Executive
– Account Manager
– Accounting
– Ad Operations
– Ad Ops with Agreement
– Agency Sales
– Agency Sales Manager
– AM Test
– Business Development
– CLT Account Manager
– CLT System Administrator
– Custom Admin
– Direct Sales
– OCC
– Sales Coordinator
– Vendor Admin
– VP of Business Development


The Profile assigned to user defines that user’s permissions.  This is different than access to 
records in that it defines what a user can do with a record once it is up on the screen (i.e. 
edit/create/delete).  Profiles also define general systems permissions such as “Manage Public List 
Views” or “Password Never Expires”.


Recommendations/Best Practices
1) This org has too many profiles, 2:1 User-to-Profile ratio (should be around 


10:1 User-to-Profile).


2) Audit should be performed to right-size profile list, permission sets 
should be used if necessary (best practice).


Application Analysis:  Profiles✓







Network Access


– Four (4) IP Ranges have been whitelisted, which allows access from those 
IP address w/o requiring two-factor authentication.


Password Policy


– Require reset every 90 days


– 8 characters, mix of alpha and numeric


– Cannot re-use any of last 3 passwords


Miscellaneous


– No issues found


Recommendations/Best Practices
1) Audit IP Ranges to make sure they are known and trusted.


Application Analysis:  General Security✓







Recommendations/Best Practices
1) If Storage becomes an issue in the distant future… we could 


evaluate Task record persistence in Salesforce. We could consider 
deleting records based on criteria (e.g. Tasks older than 2 years).


2) Salesforce does archive Tasks that are older than 1 year and in a 
Completed status, however these still count against storage.


Storage Types Limit Used % Used


Data Storage 1 GB .578 GB 57%


File Storage 32 GB .9 GB 3%


Top 5 Record Types Records Used % Used


Tasks 101,303 197.9 MB 34%


Leads 89,435 174.7 MB 30%


HubSpot Activities 55,793 109 MB 19%


Top 5 Data Users Used % Used


Dan Hight 239.1 MB 26%


Melissa Andringa 103.4 MB 11%


Chris Sanchez 96.7 MB 11%


Application Analysis:  Data Usage


Data Statistics
• Data Storage includes all records in 


standard and custom objects


– Data Storage utilization is currently 
at 56% (.578 GB used vs. 1 GB limit)


– Of that data, 34% (198 MB) are Tasks


• File Storage includes attachments, 
Documents/Files tab, and Chatter


✓







Application Analysis:  Integration


General Info


– Hubspot


– Constant Contact


Recommendations/Best Practices


1) Constant Contact batch class fails several times a day… 
let’s resolve this.


✓







General Info


– Percent of available code used = .28%


– Code Coverage estimate = 85%


– Mostly managed packages (small amount of custom 
code for forgotten passwords)


Application Analysis:  Visual Force & APEX


Recommendations/Best Practices


✓







Salesforce.com Roadmap


1. SFDC Integrations 
(AdServer, Quickbook, 
Inventory Management)


2. Campaign Management


Futures


Object 
Hierarchy 
Alignment


Quota Load/ 
Reporting


Training


Adoption


Futures


Timeline


✓







Questions / Next Steps
✓








IBS Business Process Review Meeting


Part 1 - 8/26/2015 9-11am EST


Discussion Area Start End


Introduction/BPR Objectives 9:00 AM 9:10 AM


Setup and security/who needs 


access to what 9:10 AM 9:30 AM


Opportunity and Lead Tracking


9:30 AM 10:00 AM


Products/Pricebooks 10:00 AM 10:30 AM


Account and Contact 


Management


10:30 AM 11:00 AM


Quote Tracking


BPR PT2 TBD


Activity, Call Report, Task and 


Event Tracking BPR PT2 TBD


KPI’s, Reports and Dashboards


BPR PT2 TBD


Key BPR Objectives


Business Overview


Process Definition


Application Set Up and Security


Requirements Gathering







o   Understand Lead tracking requirements


o   Understand Account and Contact tracking requirements


o   Understand Opportunity tracking requirements 


o   Understand Product/Pricebook requirements


o   Understand Quote requirements


o   Understand Account and Contact tracking requirements


o   Understand Customer activity tracking requirements


o   Sales Process discovery


o   Start to understand analytics requirements


While Keeping in Mind... 


Everything we do should scale


Salesforce is the single source of truth


   Let's get it right the first time







Description


High level explanation


Determine/discuss rules for access 


to data


What is the Sales process currently 


and how can we evolve it? 


How are services sold now and 


how does that map to Salesforce 


products/pricebooks?


What types of Account and 


contacts do we want to track?  


What details are important to 


capture?


How can we best match the current 


process in Salesforce while 


imporoving on efficiency?


Thinking through the process of 


tracking sales activities


What indicators are most important 


to understand and drive business 


growth?  







o   Understand Account and Contact tracking requirements


o   Understand Account and Contact tracking requirements


o   Understand Customer activity tracking requirements















Upgrade to EE - BPR Considerations


Area


Custom Profiles and Permission Sets 


Org Wide Security


Multiple Page Layouts and Field-Level Security 


Multiple Business Processes and Record Types 


Workflow Automation 


Approval Processes 


Forecasting







Considerations/questions Salesforce Help
Do you want to remove certain permissions from standard users?  Are 


there certain permissions that you want more control over granting?  Do 


you want different users to see different information on pages? http://sforce.co/1I0g9Yo
Should certain record be hidden from certain groups of users?  Is all org 


data visible to all? http://sforce.co/1I0geLV
Do you want to hide fields?  


Do you want your pages to look differently?  See tabs for fields and/or 


look in org to get you thinking. http://sforce.co/1I0giv8
Do you have different groups that follow different Sales processes with 


different Opportunity stages? 


Do you want to make different picklist values available to different 


users? http://sforce.co/1LjwagM
What internal business processes do you want to automate in 


Salesforce? For examples are there Tasks that you want assigned when 


certain information is changed or a Stage reached?  Is there an email 


that shoul dbe sent to alert a user about a record being in a certain 


state? http://sforce.co/1KuhOY5


Do you want a strict process in place to have management 


review certain quotes before they can be sent to a customer?  


Do you want an Opportunity to be approved before allowing it to 


reach a certain stage? http://sforce.co/1KuhOY5


What is the organizational hierarchy, does it match the Forecast 


structure?  Who should see which users Forecasts? http://sforce.co/1I0gr1x







Standard Field Name Data Type Values


Address Address


Annual Revenue Currency (18,0)


Campaign Lookup (Campaign)


Company* Text (80)


Created By* Lookup (User)


Description Long Text Area (32000)


Do Not Call Checkbox


Email Email


Email Opt Out Checkbox


Fax Fax


Fax Opt Out Checkbox


-Agriculture


-Apparel


-Banking


-Biotechnology


-Chemicals


-Communications


-Construction


-Consulting


-Education


-Electronics


-Energy


-Engineering


-Entertainment


-Environmental


-Finance


-Food & Beverage


-Government


-Healthcare


-Hospitality


-Insurance


-Machinery


-Manufacturing


-Media


-Not for Profit


-Recreation


-Retail


-Shipping


-Technology


-Telecommunications


Industry Picklist







-Transportation


-Utilities


-Other


Last Modified By* Lookup (User)


Last Transfer Date Date


Lead Owner Lookup (User, Queue)


-Advertisement


-Employee Referral


-External Referral


-Partner


-Public Relations


-Seminar Internal


-Seminar Partner


-Trade Show


-Web


-Word of mouth


-Other


-Open


-Contacted


-Qualified


-Unqualified


Mobile Phone


Name Name


-Mr.


-Ms.


-Mrs.


-Dr.


-Prof.


First Name Text (40)


Last Name Text (80)


No. of Employees Number (8,0)


Phone Phone


-Hot


-Warm


-Cold


Title Text (80)


Website URL (255)


Custom Fields Data Type Notes


Business Card - Back URL from custom app 


Business Card - Front URL from custom app 


Industry Picklist


Lead Source Picklist


Rating Picklist


Lead Status* Picklist


Salutation Picklist







Business Card String from custom app 


Capture Location 


(Latitude) Double
from custom app 


Capture Location 


(Longitude) Double
from custom app 


Capture Location LOCATION from custom app 


MC Subscriber Reference from custom app 


Contact Lead Source Reference























Standard Field Name Data Type Values


Account Name* Text (80)


Account Number Text (40)


Account Owner Lookup (User)


Account Site Text (80)


Account Source Picklist


Annual Revenue Currency (18,0)


Billing Address Address


Created By* Lookup (User)


Description Long Text Area (32000)


Employees Number (8,0)


Fax Fax


-Agriculture


-Apparel


-Banking


-Biotechnology


-Chemicals


-Communications


-Construction


-Consulting


-Education


-Electronics


-Energy


-Engineering


-Entertainment


-Environmental


-Finance


-Food & Beverage


-Government


-Healthcare


-Hospitality


-Insurance


-Machinery


-Manufacturing


-Media


-Not for Profit


-Recreation


-Retail


-Shipping


-Technology


-Telecommunications


Industry Picklist







-Utilities


-Other


Last Modified By* Lookup (User)


-Public


-Private


-Subsidiary


-Other


Parent Account Lookup (Account)


Phone Phone


-Hot


-Warm


-Cold


Shipping Address Address


SIC Code Text (20)


SIC Description Text (80)


Ticker Symbol Content (20)


-Analyst


-Press


-Competitor


-Prospect


-Customer


-Reseller


-Integrator


-Investor


-Partner


-Other


Website URL (255)


No Custom Fields 


currently


Type Picklist


Industry Picklist


Ownership Picklist


Rating Picklist



















Standard Field Name Data Type Values


Account Name Lookup (Account)


Assistant Text (40)


Asst. Phone Phone


Birthdate Date


Contact Owner Lookup (User)


Created By* Lookup (User)


Department Text (80)


Description Long Text Area (32000)


Do Not Call Checkbox


Email Email


Email Opt Out Checkbox


Fax Fax


Fax Opt Out Checkbox


Home Phone Phone


Last Modified By* Lookup (User)


Last Stay-In-Touch Request 


Date
Date/Time


Last Stay-In-Touch Save Date* Date/Time


-Advertisement


-Employee Referral


-External Referral


-Partner


-Public Relations


-Seminar Internal


-Seminar Partner


-Trade Show


-Web


-Word of mouth


-Other


Mailing Address Address


Mobile Phone


Name* Name


-Mr.


-Ms.


-Mrs.


-Dr.


-Prof.


First Name Text (40)


Last Name Text (80)


Lead Source Picklist


Salutation Picklist







Other Address Address


Other Phone Phone


Phone Phone


Reports To Lookup (Contact)


Title Text (80)


Custom Field Name Data Type Note


Business Card - Back URL From installed card reader app


Business Card - Front URL From installed card reader app


Business Card String From installed card reader app


Capture Location (Latitude) Double From installed card reader app


Capture Location (Longitude) Double From installed card reader app


Capture Location LOCATION From installed card reader app


MC Subscriber Reference



















Standard Field Name Data Type


Account Name* Lookup (Account)


Amount* Currency (16,2)


Close Date* Date


Created By* Lookup (User)


Description Long Text Area (32000)


Expected Revenue Currency (16,2)


Last Modified By* Lookup (User)


Next Step Text (255)


Opportunity Name* Text (80)


Opportunity Owner Lookup (User)


Primary Campaign Source Lookup (Campaign)


Private Checkbox


Probability Percent (3,0)


Quantity Number (16,2)


Forecast Category Picklist


Lead Source Picklist


Stage* Picklist







Custom Field Name Data Type


Date Project Ended Date


Subcontractor Needed MultiPicklist


Date Project Started Date


Permit Required? Boolean


Project Notes TextArea


Site Safety Plan Required? Boolean


Type of Hoisting Needed MultiPicklist


Gutter/DS-Metal Type and Guage MultiPicklist


Project Started Boolean


Perimeter Sheets Picklist


Workmanship Warranty Picklist


Membrane Fastener Picklist


Insulation Fastner MultiPicklist


Edge Metal Type MultiPicklist


Insulation Attachment MultiPicklist


Special Equipment MultiPicklist


Membrane Attachment MultiPicklist


Membrane Thickness Picklist


Roof Deck Type MultiPicklist


Warranty Date Date


Warranty Expires Date


Manufacturer Warranty Type Picklist


Project Manager MultiPicklist


Manufacturer MultiPicklist


Notes String


Scope MultiPicklist


Dumpsters Needed Boolean


Porta-John Needed Boolean


Bid Date Date


Safety Stands Needed Boolean


Hoisting Equipment Needed Boolean


Type Picklist


Stage* Picklist







Values


-Omitted


-Pipeline


-Best Case


-Commit


-Closed


-Advertisement


-Employee Referral


-External Referral


-Partner


-Public Relations


-Seminar Internal


-Seminar Partner


-Trade Show


-Web


-Word of mouth


-Other


Needs Analysis - 0%


Proposal/Price Quote - 5%


Negotiation/Review 50%


Closed Won - 100%


Closed Lost - 0%







-Existing Business


-New Business


Notes



















Standard Field Name Data Type


Assigned To Lookup(User,Calendar)


Call Duration Number(8, 0)


Call Object Identifier Text(255)


Call Result Text(255)


Call Type Picklist


Comments Long Text Area(32000)


Created By Lookup(User)


Due Date Date/Time


Email Email


Last Modified By Lookup(User)


Name Lookup(Contact,Lead)


Phone Phone


Picklist


Recurrence Interval Number(9, 0)


Related To


Lookup(Contract,Order,Campaign,Account,Opport


unity,Product,Asset,Case,Solution,Quote,Program)


Repeat This Task Picklist


Picklist


Picklist


Picklist


Custom Fields Data Type


Crew Members MultiPicklist


Subject


Type


Priority


Status







Values


High


Normal


Open


Completed


Call


Send Letter


Send Quote


Other


Call


Send Letter


Send Quote


Other


Notes











Prioritized Business Goals







Standard Reports to Measure Goals







Package Name Keep?


MailChimp for Salesforce


Opportunity Planning Wall


Smartsheet Project Management


Procurement 1.0


FullContact Card Reader


Evernote for Salesforce


Yesware


Informatica Data Wizard







Deliverable
  Application optimization as it relates to the upgrade from Professional to Enterprise Edition and includes 


user configuration, roles, custom profiles, groups, org wide defaults and sharing rules
  Activities, Tasks and Events setup – Includes field customizations (up to 5 fields per object), page 


layouts, and validation rules.  View and manage activities (notes, calls, emails), events, and tasks.  


Integration with Gmail (associated with accounts and contacts)  Workflow Automation – It is expected that an initial set of 2 workflow rules and/or approval processes 


(with up to 3 actions each) will be implemented to accommodate the Client’s automation needs/requests.  


Email notifications to specified users or roles based on changes to record data (either through entry or 


import).  Automated task creation (i.e. reminders to follow-up with a customer). Other potential workflow 


outputs: field updates and outbound messages
  Lead Management optimization – Includes field customizations (up to 25 fields), record types, page 


layouts, and validation rules.  View and manage lead information


  Account Management optimization – Includes page layout and field customizations (up to 25 fields).  


View and manage customer information
  Sales Process optimization – Includes 1 standard sales stage funnel and sales process assignment to 


user profiles (teams)  Opportunity Management optimization – Includes field customizations (up to 25 fields), and sales 


process/stage implementation, record types, page layouts, and validation rules.  View and manage product 


sales information.  Track activities associated with opportunities.  Linked related detail records, such as 


contact roles and activities
  Setup of Quote object - Includes page layout and field customizations (up to 25 fields), as well as single 


quote template based on existing template used by client
  Salesforce1 Mobile Application – Includes setup of 2-3 user devices and educating/supporting the 


balance of the user base on mobile setup.  Mobile device access enabling quick access to account and 


contact information in the field and logging sales activities.  Deliver the Salesforce experience on any 


device and transform the way you connect to sales, service, marketing and more.  Bring all your Chatter, 


CRM, custom apps & business processes together in one unified experience
  Forecasting setup – Includes ability for sales reps and managers to create, update and override 


forecasts.  Opportunity forecast categories
  Product and Price Book – Includes page layout and field customizations (up to 10 fields).  Anticipate up 


to 1 price book
  Email Template setup – as many as 3 templates.  Client provided verbiage for each template. Merge 


fields from standard and custom objects.  Plain text and html versions of templates
  Google Apps Integration (“Cirrus Insight” – 3


rd
 party application provider) - Features: Cirrus Insight 


integration application that lets you:  Save Emails & Attachments to Salesforce w/ a Click.  View Salesforce 


Info in Gmail & Google Apps.  Sync Salesforce & Google Calendar. Add Google Contacts to Salesforce.  


Create & Edit Salesforce Records on the Fly.  Custom fields & custom objects.   AppExchange 


http://bit.ly/1jqUG0w.  Set up and configure up to 2-3 users (train the trainer model) 
  Custom Reports setup – Includes as many as 5 custom reports.  Will leverage standard salesforce 


reports where possible.  Develop additional custom reports to support visibility to sales activities, 


performance, and sales information appropriate based on role.  Ability to export to Excel or other flat file  


  Custom Dashboards setup – Includes as many as 3 custom dashboards.  Dashboard metrics sourced 


from standard and custom reports.  Develop additional custom dashboards & metrics to support visibility to 


sales activities, performance, and sales information appropriate based on role  


  Quote Merge Template (native) – 3 templates for the quote generated from Salesforce 







Date Notes/Comments







Task/need/Comment Date


Org chart to inform hierarchy in Forecastsing and Roles


Consider installed apps and what is not needed and can be 


uninstalled






BPR Overview-Agenda

				IBS Business Process Review Meeting

				Part 1 - 8/26/2015		9-11am EST



				Discussion Area		Start		End		Description

				Introduction/BPR Objectives		9:00 AM		9:10 AM		High level explanation

				Setup and security/who needs access to what		9:10 AM		9:30 AM		Determine/discuss rules for access to data

				Opportunity and Lead Tracking		9:30 AM		10:00 AM		What is the Sales process currently and how can we evolve it? 

				Products/Pricebooks		10:00 AM		10:30 AM		How are services sold now and how does that map to Salesforce products/pricebooks?

				Account and Contact Management		10:30 AM		11:00 AM		What types of Account and contacts do we want to track?  What details are important to capture?

				Quote Tracking		BPR PT2		TBD		How can we best match the current process in Salesforce while imporoving on efficiency?

				Activity, Call Report, Task and Event Tracking		BPR PT2		TBD		Thinking through the process of tracking sales activities

				KPI’s, Reports and Dashboards		BPR PT2		TBD		What indicators are most important to understand and drive business growth?  



				Key BPR Objectives

				Business Overview

				Process Definition

				Application Set Up and Security

				Requirements Gathering

				o   Understand Lead tracking requirements

				o   Understand Account and Contact tracking requirements

				o   Understand Opportunity tracking requirements 

				o   Understand Product/Pricebook requirements

				o   Understand Quote requirements

				o   Understand Account and Contact tracking requirements

				o   Understand Customer activity tracking requirements

				o   Sales Process discovery

				o   Start to understand analytics requirements



				While Keeping in Mind... 

				Everything we do should scale

				Salesforce is the single source of truth

				   Let's get it right the first time





BPR-Upgrade to EE

		Upgrade to EE - BPR Considerations



		Area		Considerations/questions		Salesforce Help

		Custom Profiles and Permission Sets 		Do you want to remove certain permissions from standard users?  Are there certain permissions that you want more control over granting?  Do you want different users to see different information on pages?		http://sforce.co/1I0g9Yo

		Org Wide Security		Should certain record be hidden from certain groups of users?  Is all org data visible to all?		http://sforce.co/1I0geLV

		Multiple Page Layouts and Field-Level Security 		Do you want to hide fields?  
Do you want your pages to look differently?  See tabs for fields and/or look in org to get you thinking.		http://sforce.co/1I0giv8

		Multiple Business Processes and Record Types 		Do you have different groups that follow different Sales processes with different Opportunity stages? 
Do you want to make different picklist values available to different users?		http://sforce.co/1LjwagM

		Workflow Automation 		What internal business processes do you want to automate in Salesforce? For examples are there Tasks that you want assigned when certain information is changed or a Stage reached?  Is there an email that shoul dbe sent to alert a user about a record being in a certain state?		http://sforce.co/1KuhOY5

		Approval Processes 		Do you want a strict process in place to have management review certain quotes before they can be sent to a customer?  Do you want an Opportunity to be approved before allowing it to reach a certain stage?		http://sforce.co/1KuhOY5

		Forecasting		What is the organizational hierarchy, does it match the Forecast structure?  Who should see which users Forecasts?		http://sforce.co/1I0gr1x







Lead

		Standard Field Name		Data Type		Values

		Address		Address

		Annual Revenue		Currency (18,0)

		Campaign		Lookup (Campaign)

		Company*		Text (80)

		Created By*		Lookup (User)

		Description		Long Text Area (32000)

		Do Not Call		Checkbox

		Email		Email

		Email Opt Out		Checkbox

		Fax		Fax

		Fax Opt Out		Checkbox

		Industry		Picklist		-Agriculture

						-Apparel

						-Banking

						-Biotechnology

						-Chemicals

						-Communications

						-Construction

						-Consulting

						-Education

						-Electronics

						-Energy

						-Engineering

						-Entertainment

						-Environmental

						-Finance

						-Food & Beverage

						-Government

						-Healthcare

						-Hospitality

						-Insurance

						-Machinery

						-Manufacturing

						-Media

						-Not for Profit

						-Recreation

						-Retail

						-Shipping

						-Technology

						-Telecommunications

						-Transportation

						-Utilities

						-Other

		Last Modified By*		Lookup (User)

		Last Transfer Date		Date

		Lead Owner		Lookup (User, Queue)

		Lead Source		Picklist		-Advertisement

						-Employee Referral

						-External Referral

						-Partner

						-Public Relations

						-Seminar Internal

						-Seminar Partner

						-Trade Show

						-Web

						-Word of mouth

						-Other

		Lead Status*		Picklist		-Open

						-Contacted

						-Qualified

						-Unqualified

		Mobile		Phone

		Name		Name

		Salutation		Picklist		-Mr.

						-Ms.

						-Mrs.

						-Dr.

						-Prof.

		First Name		Text (40)

		Last Name		Text (80)

		No. of Employees		Number (8,0)

		Phone		Phone

		Rating		Picklist		-Hot

						-Warm

						-Cold

		Title		Text (80)

		Website		URL (255)



		Custom Fields		Data Type		Notes

		Business Card - Back		URL		from custom app 

		Business Card - Front		URL		from custom app 

		Business Card		String		from custom app 

		Capture Location (Latitude)		Double		from custom app 

		Capture Location (Longitude)		Double		from custom app 

		Capture Location		LOCATION		from custom app 

		MC Subscriber		Reference		from custom app 

		Contact Lead Source		Reference





Account

		Standard Field Name		Data Type		Values

		Account Name*		Text (80)

		Account Number		Text (40)

		Account Owner		Lookup (User)

		Account Site		Text (80)

		Account Source		Picklist

		Annual Revenue		Currency (18,0)

		Billing Address		Address

		Created By*		Lookup (User)

		Description		Long Text Area (32000)

		Employees		Number (8,0)

		Fax		Fax

		Industry		Picklist		-Agriculture

						-Apparel

						-Banking

						-Biotechnology

						-Chemicals

						-Communications

						-Construction

						-Consulting

						-Education

						-Electronics

						-Energy

						-Engineering

						-Entertainment

						-Environmental

						-Finance

						-Food & Beverage

						-Government

						-Healthcare

						-Hospitality

						-Insurance

						-Machinery

						-Manufacturing

						-Media

						-Not for Profit

						-Recreation

						-Retail

						-Shipping

						-Technology

						-Telecommunications

						-Utilities

						-Other

		Last Modified By*		Lookup (User)

		Ownership		Picklist		-Public

						-Private

						-Subsidiary

						-Other

		Parent Account		Lookup (Account)

		Phone		Phone

		Rating		Picklist		-Hot

						-Warm

						-Cold

		Shipping Address		Address

		SIC Code		Text (20)

		SIC Description		Text (80)

		Ticker Symbol		Content (20)

		Type		Picklist		-Analyst

						-Press

						-Competitor

						-Prospect

						-Customer

						-Reseller

						-Integrator

						-Investor

						-Partner

						-Other

		Website		URL (255)

		No Custom Fields currently















Contact

		Standard Field Name		Data Type		Values

		Account Name		Lookup (Account)

		Assistant		Text (40)

		Asst. Phone		Phone

		Birthdate		Date

		Contact Owner		Lookup (User)

		Created By*		Lookup (User)

		Department		Text (80)

		Description		Long Text Area (32000)

		Do Not Call		Checkbox

		Email		Email

		Email Opt Out		Checkbox

		Fax		Fax

		Fax Opt Out		Checkbox

		Home Phone		Phone

		Last Modified By*		Lookup (User)

		Last Stay-In-Touch Request Date		Date/Time

		Last Stay-In-Touch Save Date*		Date/Time

		Lead Source		Picklist		-Advertisement

						-Employee Referral

						-External Referral

						-Partner

						-Public Relations

						-Seminar Internal

						-Seminar Partner

						-Trade Show

						-Web

						-Word of mouth

						-Other

		Mailing Address		Address

		Mobile		Phone

		Name*		Name

		Salutation		Picklist		-Mr.

						-Ms.

						-Mrs.

						-Dr.

						-Prof.

		First Name		Text (40)

		Last Name		Text (80)

		Other Address		Address

		Other Phone		Phone

		Phone		Phone

		Reports To		Lookup (Contact)

		Title		Text (80)

		Custom Field Name		Data Type		Note

		Business Card - Back		URL		From installed card reader app

		Business Card - Front		URL		From installed card reader app

		Business Card		String		From installed card reader app

		Capture Location (Latitude)		Double		From installed card reader app

		Capture Location (Longitude)		Double		From installed card reader app

		Capture Location		LOCATION		From installed card reader app

		MC Subscriber		Reference





Oppty

		Standard Field Name		Data Type		Values

		Account Name*		Lookup (Account)

		Amount*		Currency (16,2)

		Close Date*		Date

		Created By*		Lookup (User)

		Description		Long Text Area (32000)

		Expected Revenue		Currency (16,2)

		Forecast Category		Picklist		-Omitted

						-Pipeline

						-Best Case

						-Commit

						-Closed

		Last Modified By*		Lookup (User)

		Lead Source		Picklist		-Advertisement

						-Employee Referral

						-External Referral

						-Partner

						-Public Relations

						-Seminar Internal

						-Seminar Partner

						-Trade Show

						-Web

						-Word of mouth

						-Other

		Next Step		Text (255)

		Opportunity Name*		Text (80)

		Opportunity Owner		Lookup (User)

		Primary Campaign Source		Lookup (Campaign)

		Private		Checkbox

		Probability		Percent (3,0)

		Quantity		Number (16,2)

		Stage*		Picklist		Needs Analysis - 0%

						Proposal/Price Quote - 5%

						Negotiation/Review 50%

						Closed Won - 100%

						Closed Lost - 0%













		Type		Picklist		-Existing Business

						-New Business

		Custom Field Name		Data Type		Notes

		Date Project Ended		Date

		Subcontractor Needed		MultiPicklist

		Date Project Started		Date

		Permit Required?		Boolean

		Project Notes		TextArea

		Site Safety Plan Required?		Boolean

		Type of Hoisting Needed		MultiPicklist

		Gutter/DS-Metal Type and Guage		MultiPicklist

		Project Started		Boolean

		Perimeter Sheets		Picklist

		Workmanship Warranty		Picklist

		Membrane Fastener		Picklist

		Insulation Fastner		MultiPicklist

		Edge Metal Type		MultiPicklist

		Insulation Attachment		MultiPicklist

		Special Equipment		MultiPicklist

		Membrane Attachment		MultiPicklist

		Membrane Thickness		Picklist

		Roof Deck Type		MultiPicklist

		Warranty Date		Date

		Warranty Expires		Date

		Manufacturer Warranty Type		Picklist

		Project Manager		MultiPicklist

		Manufacturer		MultiPicklist

		Notes		String

		Scope		MultiPicklist

		Dumpsters Needed		Boolean

		Porta-John Needed		Boolean

		Bid Date		Date

		Safety Stands Needed		Boolean

		Hoisting Equipment Needed		Boolean





Events-Tasks

		Standard Field Name		Data Type		Values

		Assigned To		Lookup(User,Calendar)

		Call Duration		Number(8, 0)

		Call Object Identifier		Text(255)

		Call Result		Text(255)

		Call Type		Picklist

		Comments		Long Text Area(32000)

		Created By		Lookup(User)

		Due Date		Date/Time

		Email		Email

		Last Modified By		Lookup(User)

		Name		Lookup(Contact,Lead)

		Phone		Phone

		Priority		Picklist		High

						Normal

		Recurrence Interval		Number(9, 0)

		Related To		Lookup(Contract,Order,Campaign,Account,Opportunity,Product,Asset,Case,Solution,Quote,Program)

		Repeat This Task		Picklist

		Status		Picklist		Open

						Completed

		Subject		Picklist		Call

						Send Letter

						Send Quote

						Other

		Type		Picklist		Call

						Send Letter

						Send Quote

						Other

		Custom Fields		Data Type		Notes

		Crew Members		MultiPicklist





Reports

		Prioritized Business Goals		Standard Reports to Measure Goals





















Installed Packages

		Package Name		Keep?

		MailChimp for Salesforce

		Opportunity Planning Wall

		Smartsheet Project Management

		Procurement 1.0

		FullContact Card Reader

		Evernote for Salesforce

		Yesware

		Informatica Data Wizard















































8C-Deliverables

		Deliverable		Date		Notes/Comments

		¦  Application optimization as it relates to the upgrade from Professional to Enterprise Edition and includes user configuration, roles, custom profiles, groups, org wide defaults and sharing rules

		¦  Activities, Tasks and Events setup – Includes field customizations (up to 5 fields per object), page layouts, and validation rules.  View and manage activities (notes, calls, emails), events, and tasks.  Integration with Gmail (associated with accounts and contacts)

		¦  Workflow Automation – It is expected that an initial set of 2 workflow rules and/or approval processes (with up to 3 actions each) will be implemented to accommodate the Client’s automation needs/requests.  Email notifications to specified users or roles based on changes to record data (either through entry or import).  Automated task creation (i.e. reminders to follow-up with a customer). Other potential workflow outputs: field updates and outbound messages

		¦  Lead Management optimization – Includes field customizations (up to 25 fields), record types, page layouts, and validation rules.  View and manage lead information

		¦  Account Management optimization – Includes page layout and field customizations (up to 25 fields).  View and manage customer information

		¦  Sales Process optimization – Includes 1 standard sales stage funnel and sales process assignment to user profiles (teams)

		¦  Opportunity Management optimization – Includes field customizations (up to 25 fields), and sales process/stage implementation, record types, page layouts, and validation rules.  View and manage product sales information.  Track activities associated with opportunities.  Linked related detail records, such as contact roles and activities

		¦  Setup of Quote object - Includes page layout and field customizations (up to 25 fields), as well as single quote template based on existing template used by client

		¦  Salesforce1 Mobile Application – Includes setup of 2-3 user devices and educating/supporting the balance of the user base on mobile setup.  Mobile device access enabling quick access to account and contact information in the field and logging sales activities.  Deliver the Salesforce experience on any device and transform the way you connect to sales, service, marketing and more.  Bring all your Chatter, CRM, custom apps & business processes together in one unified experience

		¦  Forecasting setup – Includes ability for sales reps and managers to create, update and override forecasts.  Opportunity forecast categories

		¦  Product and Price Book – Includes page layout and field customizations (up to 10 fields).  Anticipate up to 1 price book

		¦  Email Template setup – as many as 3 templates.  Client provided verbiage for each template. Merge fields from standard and custom objects.  Plain text and html versions of templates

		¦  Google Apps Integration (“Cirrus Insight” – 3rd party application provider) - Features: Cirrus Insight integration application that lets you:  Save Emails & Attachments to Salesforce w/ a Click.  View Salesforce Info in Gmail & Google Apps.  Sync Salesforce & Google Calendar. Add Google Contacts to Salesforce.  Create & Edit Salesforce Records on the Fly.  Custom fields & custom objects.   AppExchange http://bit.ly/1jqUG0w.  Set up and configure up to 2-3 users (train the trainer model) 

		¦  Custom Reports setup – Includes as many as 5 custom reports.  Will leverage standard salesforce reports where possible.  Develop additional custom reports to support visibility to sales activities, performance, and sales information appropriate based on role.  Ability to export to Excel or other flat file  

		¦  Custom Dashboards setup – Includes as many as 3 custom dashboards.  Dashboard metrics sourced from standard and custom reports.  Develop additional custom dashboards & metrics to support visibility to sales activities, performance, and sales information appropriate based on role  

		¦  Quote Merge Template (native) – 3 templates for the quote generated from Salesforce 







IBS Punchlist

		Task/need/Comment		Date

		Org chart to inform hierarchy in Forecastsing and Roles

		Consider installed apps and what is not needed and can be uninstalled
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1. Introduction


1.1. Purpose


1.2. Instructions


1.


2.


3.


The general purpose of this document is to provide a template that can be used for writing test cases and scripts. 


The instructions for using this test script are listed below.


Ultimately, each test script should map against one or more application requirements (see diagram below).  Each 


test script should also contain one or more test cases per test script as shown in the diagram below.


Each individual test script should be its own tab, with an associated tab containing only the test cases for that 


script.


Be sure to copy and label the "Test Script" and "Test Case" tabs when adding additional scripts and cases to this 


workbook.  When completely filled out just select "Print Workbook" to generate a complete document for audit 


records.


Requirement Req't RequirementReq't Req't


Test Case Test Case Test Case Test Case Test Case Test Case Test Case Test Case


Test Script Test Script







2. Test Script


Salesforce CRM Project


Salesforce - Contacts


2.1. Test Script Execution Instructions


2.2. Specific Information Regarding this Script


Test Script Setup:


Test Script Evolution:


Additional Information:


Please complete the "Execution History" section completely each time.  


Contacts workflow


The instructions for using this test script are listed below.


Please add a contact to CRM including the following fields first name, last name, email address and phone number


<Test scripts will be executed in the following browser and operating system combinations>: IE 7 or better


<The following files have been set up for use in this test script>:


<Note about highlighted items that are subject to change as you move from one environment to another.>


<Anything else.>







2.3. Execution History


Date Build Min. to 


Execute


# Pass/# 


Fail


8/2/10 it2 6 Pass


2.3. Revision History


Date Build Description Author


Eric Could not find how to relate an Accounto case


Executed by: Comments







3. Test Script and Test Case Template


Step Actual Results / Comments


1


2


3


4


5


6


7


8


9


10


11


Email address you have 


access (msn, hotmail or gmail 


account or old Vertafore alias)


phone number and email address data is populated in fields


Click save Your mother is contact in CRM


Verify your mother exists under contacts for the 


account


Mother is listed as contact for account


< #2.1 ,Add Contact workflow > <Requirement> <Expected Result>


Click new contact new contact form opens


add first name, last name data is populated in fields


Input Data / Comments Activity Expected Results


Under Search on left navigation, choose 


'Contacts' from drop-down


Related search input fields should 


display


"Your mother's name" Search for contact Not found


Test Script number/name Description


< #2 , Salesforce - Contacts > Contact Workflow


Preconditions Your mother does not exist in the CRM system as a contact


Preconditions Your mother does not exist in the CRM system as a contact


Test Case number/name Requirement Expected Result


Associate mother's contact to an account Note the account


Account foundSearch for the account


Search for your mother by name Find the contact you just created


Select your mother from Recently Viewed on left See mother's contact under Recently 


Viewed







Step Actual Results / Comments


1


2


3


4


5


6 Click Home page tab Home page is displayed


7


8


9


10


Step Actual Results / Comments


1


2 Select the link by register self service user The register self service portal user 


form opens, first and last name and 


Input Data / Comments Activity Expected Results


Select your mother under the recently viewed 


links


The contact detail for your mother 


opens


Click Home page tab Under my open tasks see new task


Look under 'Open Activities' related list Open task assigned to you is 


automatically created.


Preconditions Your mother is not a Vertafore portal user


<List pre-conditions here.  Delete or add lines as needed.>


<List pre-conditions here.  Delete or add lines as needed.>


<List pre-conditions here.  Delete or add lines as needed.>


<List pre-conditions here.  Delete or add lines as needed.>


Test Case number/name Requirement Expected Result


< #2.3 , Making Contact Portal User <Requirement> <Expected Result>


Search for best friend by email address The contact your just created is found


Email address you have 


access (msn, hotmail or gmail 


account or old Vertafore alias)


Phone number and email address data is populated in fields


Click save Your best friend is a contact in CRM


Add first name and last name data is populated in fields


Input Data / Comments Activity Expected Results


Your best friends name Search for contact Not found


Test Case number/name Requirement Expected Result


< #2.2 , Add contact with out 


account >


<Requirement> <Expected Result>


Click new contact New contact form opens


Open the contact for our best friend Contact is displayed


Preconditions Your best friend does not exist in the data base.


<List pre-conditions here.  Delete or add lines as needed.>


<List pre-conditions here.  Delete or add lines as needed.>


<List pre-conditions here.  Delete or add lines as needed.>


<List pre-conditions here.  Delete or add lines as needed.>







3


4


5


6


7


8


9


Step Actual Results / Comments


1


2


3


4


5


6 Select this account


7


8


9


10


11


12


Search for any different account


Search for Account noted in step 


Input Data / Comments Activity


Search for contact Donna Gumm


Select Donna's name


Click on the magnifying glass next to the Account 


name.


select your mother and select to edit Web user your mother contact details 


opens in edit modechange ……..(need to see page for details)


Login to IQ staging <insert URL> My inbox pulls up when login


Select web users and search for your mother Your mother is found


Refresh the contact in CRM IQ user statusregistration in progress, 


IQ user role should be restricted, IQ 


user type external, IQ registeration Date 


is current date, submitted Vertafore ID 


is id entered on form


Update stats fields in CRM Change IQ User Role to update my cases and 


change IQ user status to Approved


the changes are saved when you view 


contact details.


Enter field information check display name to public, enter a vertafore id, 


confirm email, check to manage cases online, 


and word verification, select register


Registration verification screen displays


Test Case number/name Requirement Expected Result


< #2.4 , Changing Contact <Requirement> <Expected Result>


The account populates in account field 


under contact information


Account name is updated on Donna's 


Account search results are displayed


Search window is popped


Contact detail form for Donna opens


Donna is returned in search results


Expected Results







3. Test Script


Salesforce CRM Project


Salesforce - Cases


3.1. Test Script Execution Instructions


3.2. Specific Information Regarding this Script


Test Script Setup:


Test Script Evolution:


Additional Information:


<Enter any SPECIAL instructions for this Test Script here>


<Note that each test case (and script) has a Description and Precondition section in which you can enter test case specific 


instructions>


The instructions for using this test script are listed below.


<The following data variables have been set up for use in this test script>:


<Test scripts will be executed in the following browser and operating system combinations>:


<The following files have been set up for use in this test script>:


<Note about highlighted items that are subject to change as you move from one environment to another.>


<Anything else.>







3.3. Execution History


Date Build Defect 


Number


Min. to 


Execute


# Pass/# Fail


3.1


3.3. Revision History


Date Build


Executed by: Comments


Description Author







3. Test Script and Test Case Template


Step Actual Results / Comments


1


2


3


4


5


6


7


8 Check email address associated with 


contact for emails of case creation.


Received email acknowledging case 


creation.


Click save returned to contact detail screen see 


case listed under case object with you Select the case tab see case listed under my open cases


Click on drop down box for team and 


select one Value


Team selected fills to box, note the 


team


enter a subject and description information is in subject and description 


fields


Select new next to case object Case detail form opens in edit mode 


with the following information populated, 


case number account, contact, work 


phone, email address, tier, priority, 


status and open time.


Select Asset/select product Click on magnifying glass next to asset After selecting available item, the 


product will populate


Input Data / Comments Activity Expected Results


search for contact you created 


previously


Contact detail form appears


Preconditions Use contact you created which you have access to email address


<List pre-conditions here.  Delete or add lines as needed.>


<List pre-conditions here.  Delete or add lines as needed.>


<List pre-conditions here.  Delete or add lines as needed.>


<List pre-conditions here.  Delete or add lines as needed.>


Test Case number/name Requirement Expected Result


< #3.1 , Create Case> <Requirement> <Expected Result>


Test Script number/name Description


< #3 , Salesforce - Cases > Case Workflow


Preconditions Access to CRM with representative rights or better


Account and contact data in CRM


List reports built


Email address on contact you can access


Account has an Asset associated to it.







Step Actual Results / Comments


1


2


3


4


5


Step Actual Results / Comments


1


Input Data / Comments Activity Expected Results


on open activity object, click new task Task details form will open with 


following fields populated: owner - you, 


due date - today's date, priority - 3-low, 


account, contact and case id from case.


Preconditions Existing case opened at case detail screen


Test Case number/name Requirement Expected Result


< #3.3 , Task Workflow > <Requirement> <Expected Result>


select an interaction type click drop down box under interaction field populates with selection


click save Case detail screen with case 


information will launch. Completed 


activities will show activity you created


Document customer interaction On completed activities object select log 


a call


New task form will open.  Following data 


will populate, owner, type=call, due 


date= current date, priority=3-low, 


status=completed, account, primary 


contact, case number, audit information 


populates, there is also information in 


call details


enter subject and description 


information


enter subject and description 


information


subject and description fields have data 


you entered


Input Data / Comments Activity Expected Results


From case tab select the case listed 


under my open cases


Case detail screen with case 


information will launch.


Preconditions Have existing case assigned to you.


Test Case number/name Requirement Expected Result


< #3.2, Activity Workflow > <Requirement> <Expected Result>







2


3


4


5


6


7


8


Actual Results / Comments


Step


1


2


3


4


5


6


7


8 select the date for the appointment you see the appointment in your 


calendar


click save case detail screen will open .  Under 


open activities the new appointment is 


lised
Select the calendar tab calendar tab opens


enter a type from drop down select call Type=call


update start and end date and 


time


click on the link for the start and end 


date and times


start and end dates and times display 


what you selected


Under the open activities object select a 


new appt


the appointment edit form will open.  


Populated data is owner=you, start 


time=today's date with a time, end 


time=end date with one hour later time; 


related to: has account, primary contact; 


case number from case


enter subject and description 


information


enter subject and description 


information


subject and description fields have data 


you entered


Input Data / Comments Activity Expected Results


under recently viewed on left - select 


case number


case detail screen will open with case


Preconditions Existing case


Test Case number/name Requirement Expected Result


< #3.4 , Appointment Workflow> <Requirement> <Expected Result>


Click Home Page Tab Task will display under my open task 


with next business day as due date


select status from drop down menu select a status 


Not started


Status displays Not Started


Click save case detail screen will display with new 


task under open activities


select next business date for 


due date


Click Due Date select next business day


change priority from Priority drop down menu select 2-


medium


2-medium should display in priority


enter subject and description 


information


enter subject and description 


information


subject and description fields have data 


you entered


select type from drop down 


menu


select type research research displays in type field







Actual Results / Comments


Step


1


2


3


4


5


Step Actual Results / Comments


1


2


3


navigate to the find answers object see this displayed on page


type in a keyword(s) or 


question in search box


next to the long box select ask results will display under search results


Input Data / Comments Activity Expected Results


Under the recently viewed list select a 


case


Case detail form will open


Preconditions Existing open case


Test Case number/name Requirement Expected Result


< #3.6 , Search knowledge base <Requirement> <Expected Result>


change status select the status drop down menu 


select completed


status displays completed


select save task detail screen displays and 


completed date displays current date 


and time


either select edit or click next to the 


items to modify


either form or field displays in edit mode


Update description to complete type comments in description Description field has your added 


comments


Input Data / Comments Activity Expected Results


On the calendar tab click the open task 


in the lower right hand corner of the 


screen (select the task subject to open)


task detail form opens with data for task 


created in #3.3


Preconditions open task with you as the owner


Test Case number/name Requirement Expected Result


< #3.5 ,Complete task  Workflow > <Requirement> <Expected Result>







Step Actual Results / Comments


1


2


Step Actual Results / Comments


1


2


3


enter subject and description 


information


enter subject and description 


information


subject and description fields have data 


you enteredselect type from drop down 


menu


select type portal note portal note displays in type field


Input Data / Comments Activity Expected Results


from case detail form select new task Task details form will open with 


following fields populated: owner - you, 


due date - today's date, priority - 3-low, 


account, contact and case id from case.


Preconditions Existing open case, customer who is portal user


Test Case number/name Requirement Expected Result


< #3.8 ,Add customer portal note <Requirement> <Expected Result>


click on link with states linked content articles will display under header of 


linked content


Input Data / Comments Activity Expected Results


after performing KB search and results 


were found select two articles


small box next to article are checked


Preconditions case, find answer search conducted, data returned in search


Test Case number/name Requirement Expected Result


< #3.7 , Link KB article Workflow > <Requirement> <Expected Result>







4


5


6


7


Step Actual Results / Comments


1


2


3


4


Step Actual Results / Comments


1


2 edit tier select level 2 escalation for tier case detail view refreshes and 


escalation and escalation detail objects 


are visible.


Input Data / Comments Activity Expected Results


From case detail page either select to 


edit case or click on tier to edit


form or field is in edit mode


Preconditions Existing case


Test Case number/name Requirement Expected Result


< #3.10 , Escalate Case Workflow> <Requirement> <Expected Result>


select unlink answer will not show under linked 


answers


select an open case case detail form displays with case data


Under find answers>linked answers> 


select one linked answer check it


box next to linked answer is checked


Input Data / Comments Activity Expected Results


select the cases tab cases home page displays with list of 


your open cases


Preconditions Existing case in CRM with linked answers


Test Case number/name Requirement Expected Result


< #3.9 , Unlink KB workflow> <Requirement> <Expected Result>


Login to IC as portal user user is able to successfully login and 


name displays in upper right of screen
select view my cases find case, portal note is visible


select status from drop down menu select a status 


Not started


Status displays Not Started


Click save case detail screen will display with new 


task under completed activities - type of 







3


4


5


6


7


8


9


10


Step Actual Results / Comments


1


2


3


4


5


6


7


8


9


10


11


12


13


under case list select closed cases you will see closed case in list with you 


as the owner


in the case list drop down menu select 


cases I closed in the last 90 days


case pulls to this list


click save case detail will display and data 


selections display properly


navigate to case home page case home page displays


populate data of product area, 


call type


select product area and call type from 


drop down box


fields display selected items


change case status change the case status to closed field shows closed


selected log a call under completed 


activities to document interaction


Log a call form will open


enter all appropriate 


information


populate subject, description and click 


save


task will show under completed 


activities


search under find answers search find answers for KB article articles will display


check one of the results select link to link KB article to case KB article will show under linked 


answers


select a case with a status of open and 


no owner


case detail will display


make yourself the owner in owner field type in your network alias name should display as owner


Input Data / Comments Activity Expected Results


select all open cases from case list list of open cases will display


Preconditions open existing case


Test Case number/name Requirement Expected Result


< #3.11 ,Close case> <Requirement> <Expected Result>


select from case list all escalated cases case shows up in the list


select case tab case home page displays


from case list select the appropriate 


open escalated team case list to view 


escalated case


case shows up in list


remove self from owner field delete your name from owner field nothing displays in owner field


click save case detail form displays with all data 


entered


under escalation detail object 


please populate appropriate 


data


enter data in some or all of the fields, 


make appropriate data selections


data displays as selected or entered


change case status under detail section change status to 


open-escalated, sub status to level 2


status=open-escalated, sub status 


level2


under escalation enter 


information for all fields but 


TFS


make selections for those fields fields display selections







Step Actual Results / CommentsInput Data / Comments Activity Expected Results


Preconditions <List pre-conditions here.  Delete or add lines as needed.>


<List pre-conditions here.  Delete or add lines as needed.>


<List pre-conditions here.  Delete or add lines as needed.>


<List pre-conditions here.  Delete or add lines as needed.>


<List pre-conditions here.  Delete or add lines as needed.>


Test Case number/name Requirement Expected Result


< #3.12 , workflow> <Requirement> <Expected Result>






Cover

		Test Script

		SFDC CRM Project

		Conference Room Pilot #1

		Filename:		CRP1 Test Script.xlsx

		Revision: 		v0.1

		Last Save Date:		7/26/10

		Author(s):		Eric Long

		File Location:		CRM > Customer Care Project Docs >  0 - Project Management > Testing Plan

		Read Only (public) Link:



		Document Change History



		Version No.		Date		Name		Description of Change

		0.1		July 26, 2010		Eric Long		Initial document creation

				 



























Introduction

		1.		Introduction

				1.1.		Purpose

						The general purpose of this document is to provide a template that can be used for writing test cases and scripts. 

				1.2.		Instructions

						The instructions for using this test script are listed below.

						1.		Ultimately, each test script should map against one or more application requirements (see diagram below).  Each test script should also contain one or more test cases per test script as shown in the diagram below.



						2.		Each individual test script should be its own tab, with an associated tab containing only the test cases for that script.



						3.		Be sure to copy and label the "Test Script" and "Test Case" tabs when adding additional scripts and cases to this workbook.  When completely filled out just select "Print Workbook" to generate a complete document for audit records.







Test Script - CRM - Contacts

		2.		Test Script

				Salesforce CRM Project

				Salesforce - Contacts

				2.1.		Test Script Execution Instructions

						Please complete the "Execution History" section completely each time.  

						Contacts workflow

				2.2.		Specific Information Regarding this Script

						The instructions for using this test script are listed below.



						Test Script Setup:



						Please add a contact to CRM including the following fields first name, last name, email address and phone number



						<Test scripts will be executed in the following browser and operating system combinations>: IE 7 or better



						<The following files have been set up for use in this test script>:



						Test Script Evolution:



						<Note about highlighted items that are subject to change as you move from one environment to another.>

						Additional Information:



						<Anything else.>

				2.3.		Execution History



						Date		Build		Min. to Execute		# Pass/# Fail		Executed by:				Comments

						8/2/10		it2		6		Pass		Eric				Could not find how to relate an Accounto case





























				2.3.		Revision History



						Date		Build		Description																Author



































Test Cases Contacts

		3.		Test Script and Test Case Template



				Test Script number/name										Description

				< #2 , Salesforce - Contacts >										Contact Workflow

				Preconditions										Your mother does not exist in the CRM system as a contact











						Test Case number/name								Requirement								Expected Result

						< #2.1 ,Add Contact workflow >								<Requirement>								<Expected Result>

						Preconditions								Your mother does not exist in the CRM system as a contact









						Step		Input Data / Comments						Activity								Expected Results								Actual Results / Comments

						1								Under Search on left navigation, choose 'Contacts' from drop-down								Related search input fields should display

						2		"Your mother's name"						Search for contact								Not found

						3								Click new contact								new contact form opens

						4								add first name, last name								data is populated in fields

						5		Email address you have access (msn, hotmail or gmail account or old Vertafore alias)						phone number and email address								data is populated in fields

						6								Associate mother's contact to an account								Note the account

						7								Click save								Your mother is contact in CRM

						8								Search for your mother by name								Find the contact you just created

						9								Select your mother from Recently Viewed on left								See mother's contact under Recently Viewed

						10								Search for the account								Account found

						11								Verify your mother exists under contacts for the account								Mother is listed as contact for account





						Test Case number/name								Requirement								Expected Result

						< #2.2 , Add contact with out account >								<Requirement>								<Expected Result>

						Preconditions								Your best friend does not exist in the data base.

														<List pre-conditions here.  Delete or add lines as needed.>

														<List pre-conditions here.  Delete or add lines as needed.>

														<List pre-conditions here.  Delete or add lines as needed.>

														<List pre-conditions here.  Delete or add lines as needed.>

						Step		Input Data / Comments						Activity								Expected Results								Actual Results / Comments

						1		Your best friends name						Search for contact								Not found

						2								Click new contact								New contact form opens

						3								Add first name and last name								data is populated in fields

						4		Email address you have access (msn, hotmail or gmail account or old Vertafore alias)						Phone number and email address								data is populated in fields

						5								Click save								Your best friend is a contact in CRM

						6								Click Home page tab								Home page is displayed

						7								Search for best friend by email address								The contact your just created is found

						8								Open the contact for our best friend								Contact is displayed

						9								Look under 'Open Activities' related list								Open task assigned to you is automatically created.

						10								Click Home page tab								Under my open tasks see new task



						Test Case number/name								Requirement								Expected Result

						< #2.3 , Making Contact Portal User >								<Requirement>								<Expected Result>

						Preconditions								Your mother is not a Vertafore portal user

														<List pre-conditions here.  Delete or add lines as needed.>

														<List pre-conditions here.  Delete or add lines as needed.>

														<List pre-conditions here.  Delete or add lines as needed.>

														<List pre-conditions here.  Delete or add lines as needed.>

						Step		Input Data / Comments						Activity								Expected Results								Actual Results / Comments

						1								Select your mother under the recently viewed links								The contact detail for your mother opens

						2								Select the link by register self service user								The register self service portal user form opens, first and last name and email address are populated.

						3		Enter field information						check display name to public, enter a vertafore id, confirm email, check to manage cases online, and word verification, select register								Registration verification screen displays

						4								Refresh the contact in CRM								IQ user statusregistration in progress, IQ user role should be restricted, IQ user type external, IQ registeration Date is current date, submitted Vertafore ID is id entered on form

						5		Update stats fields in CRM						Change IQ User Role to update my cases and change IQ user status to Approved								the changes are saved when you view contact details.

						6								Login to IQ staging <insert URL> 								My inbox pulls up when login

						7								Select web users and search for your mother								Your mother is found

						8								select your mother and select to edit								Web user your mother contact details opens in edit mode

						9								change ……..(need to see page for details)





						Test Case number/name								Requirement								Expected Result

						< #2.4 , Changing Contact association>								<Requirement>								<Expected Result>

						Step		Input Data / Comments						Activity								Expected Results								Actual Results / Comments

						1								Search for contact Donna Gumm								Donna is returned in search results

						2								Select Donna's name								Contact detail form for Donna opens

						3								Click on the magnifying glass next to the Account name.								Search window is popped

						4

						5								Search for any different account								Account search results are displayed

						6								Select this account								Account name is updated on Donna's detail page

						7								Search for Account noted in step 								The account populates in account field under contact information

						8

						9

						10

						11

						12





Test Script - CRM Cases

		3.		Test Script

				Salesforce CRM Project

				Salesforce - Cases

				3.1.		Test Script Execution Instructions

						<Enter any SPECIAL instructions for this Test Script here>

						<Note that each test case (and script) has a Description and Precondition section in which you can enter test case specific instructions>

				3.2.		Specific Information Regarding this Script

						The instructions for using this test script are listed below.



						Test Script Setup:



						<The following data variables have been set up for use in this test script>:



						<Test scripts will be executed in the following browser and operating system combinations>:



						<The following files have been set up for use in this test script>:



						Test Script Evolution:



						<Note about highlighted items that are subject to change as you move from one environment to another.>

						Additional Information:



						<Anything else.>

				3.3.		Execution History



						Date		Build		Defect Number		Min. to Execute		# Pass/# Fail		Executed by:				Comments

				3.1





























				3.3.		Revision History



						Date		Build		Description																Author



































Test Cases  - CRM Cases

		3.		Test Script and Test Case Template



				Test Script number/name										Description

				< #3 , Salesforce - Cases >										Case Workflow

				Preconditions										Access to CRM with representative rights or better

														Account and contact data in CRM

														List reports built

														Email address on contact you can access

														Account has an Asset associated to it.



						Test Case number/name								Requirement								Expected Result

						< #3.1 , Create Case>								<Requirement>								<Expected Result>

						Preconditions								Use contact you created which you have access to email address

														<List pre-conditions here.  Delete or add lines as needed.>

														<List pre-conditions here.  Delete or add lines as needed.>

														<List pre-conditions here.  Delete or add lines as needed.>

														<List pre-conditions here.  Delete or add lines as needed.>

						Step		Input Data / Comments						Activity								Expected Results								Actual Results / Comments

						1								search for contact you created previously								Contact detail form appears

						2								Select new next to case object								Case detail form opens in edit mode with the following information populated, case number account, contact, work phone, email address, tier, priority, status and open time.

						3		Select Asset/select product						Click on magnifying glass next to asset								After selecting available item, the product will populate

						4								Click on drop down box for team and select one Value								Team selected fills to box, note the team

						5		enter a subject and description														information is in subject and description fields

						6								Click save								returned to contact detail screen see case listed under case object with you as the owner

						7								Select the case tab								see case listed under my open cases

						8								Check email address associated with contact for emails of case creation.								Received email acknowledging case creation.









						Test Case number/name								Requirement								Expected Result

						< #3.2, Activity Workflow >								<Requirement>								<Expected Result>

						Preconditions								Have existing case assigned to you.









						Step		Input Data / Comments						Activity								Expected Results								Actual Results / Comments

						1								From case tab select the case listed under my open cases								Case detail screen with case information will launch.

						2		Document customer interaction						On completed activities object select log a call								New task form will open.  Following data will populate, owner, type=call, due date= current date, priority=3-low, status=completed, account, primary contact, case number, audit information populates, there is also information in call details

						3		enter subject and description information						enter subject and description information								subject and description fields have data you entered

						4		select an interaction type						click drop down box under interaction								field populates with selection

						5								click save								Case detail screen with case information will launch. Completed activities will show activity you created















						Test Case number/name								Requirement								Expected Result

						< #3.3 , Task Workflow >								<Requirement>								<Expected Result>

						Preconditions								Existing case opened at case detail screen









						Step		Input Data / Comments						Activity								Expected Results								Actual Results / Comments

						1								on open activity object, click new task								Task details form will open with following fields populated: owner - you, due date - today's date, priority - 3-low, account, contact and case id from case.

						2		enter subject and description information						enter subject and description information								subject and description fields have data you entered

						3		select type from drop down menu						select type research								research displays in type field

						4		select next business date for due date						Click Due Date select next business day

						5		change priority 						from Priority drop down menu select 2-medium								2-medium should display in priority

						6		select status						from drop down menu select a status Not started								Status displays Not Started

						7								Click save								case detail screen will display with new task under open activities

						8								Click Home Page Tab								Task will display under my open task with next business day as due date









						Test Case number/name								Requirement								Expected Result								Actual Results / Comments

						< #3.4 , Appointment Workflow>								<Requirement>								<Expected Result>

						Preconditions								Existing case









						Step		Input Data / Comments						Activity								Expected Results

						1								under recently viewed on left - select case number								case detail screen will open with case

						2								Under the open activities object select a new appt								the appointment edit form will open.  Populated data is owner=you, start time=today's date with a time, end time=end date with one hour later time; related to: has account, primary contact; case number from case

						3		enter subject and description information						enter subject and description information								subject and description fields have data you entered

						4		enter a type						from drop down select call								Type=call

						5		update start and end date and time						click on the link for the start and end date and times								start and end dates and times display what you selected

						6								click save								case detail screen will open .  Under open activities the new appointment is lised

						7								Select the calendar tab								calendar tab opens

						8								select the date for the appointment								you see the appointment in your calendar









						Test Case number/name								Requirement								Expected Result								Actual Results / Comments

						< #3.5 ,Complete task  Workflow >								<Requirement>								<Expected Result>

						Preconditions								open task with you as the owner









						Step		Input Data / Comments						Activity								Expected Results

						1								On the calendar tab click the open task in the lower right hand corner of the screen (select the task subject to open)								task detail form opens with data for task created in #3.3

						2								either select edit or click next to the items to modify								either form or field displays in edit mode

						3		Update description to complete						type comments in description								Description field has your added comments

						4		change status						select the status drop down menu select completed								status displays completed

						5								select save								task detail screen displays and completed date displays current date and time















						Test Case number/name								Requirement								Expected Result

						< #3.6 , Search knowledge base Workflow >								<Requirement>								<Expected Result>

						Preconditions								Existing open case









						Step		Input Data / Comments						Activity								Expected Results								Actual Results / Comments

						1								Under the recently viewed list select a case								Case detail form will open

						2								navigate to the find answers object								see this displayed on page

						3		type in a keyword(s) or question in search box						next to the long box select ask								results will display under search results



















						Test Case number/name								Requirement								Expected Result

						< #3.7 , Link KB article Workflow >								<Requirement>								<Expected Result>

						Preconditions								case, find answer search conducted, data returned in search









						Step		Input Data / Comments						Activity								Expected Results								Actual Results / Comments

						1								after performing KB search and results were found select two articles								small box next to article are checked

						2								click on link with states linked content								articles will display under header of linked content





















						Test Case number/name								Requirement								Expected Result

						< #3.8 ,Add customer portal note Workflow >								<Requirement>								<Expected Result>

						Preconditions								Existing open case, customer who is portal user









						Step		Input Data / Comments						Activity								Expected Results								Actual Results / Comments

						1								from case detail form select new task 								Task details form will open with following fields populated: owner - you, due date - today's date, priority - 3-low, account, contact and case id from case.

						2		enter subject and description information						enter subject and description information								subject and description fields have data you entered

						3		select type from drop down menu						select type portal note								portal note displays in type field

						4		select status						from drop down menu select a status Not started								Status displays Not Started

						5								Click save								case detail screen will display with new task under completed activities - type of portal note

						6								Login to IC as portal user								user is able to successfully login and name displays in upper right of screen

						7								select view my cases								find case, portal note is visible







						Test Case number/name								Requirement								Expected Result

						< #3.9 , Unlink KB workflow>								<Requirement>								<Expected Result>

						Preconditions								Existing case in CRM with linked answers









						Step		Input Data / Comments						Activity								Expected Results								Actual Results / Comments

						1								select the cases tab								cases home page displays with list of your open cases

						2								select an open case								case detail form displays with case data

						3								Under find answers>linked answers> select one linked answer check it								box next to linked answer is checked

						4								select unlink								answer will not show under linked answers

















						Test Case number/name								Requirement								Expected Result

						< #3.10 , Escalate Case Workflow>								<Requirement>								<Expected Result>

						Preconditions								Existing case









						Step		Input Data / Comments						Activity								Expected Results								Actual Results / Comments

						1								From case detail page either select to edit case or click on tier to edit								form or field is in edit mode

						2		edit tier						select level 2 escalation for tier								case detail view refreshes and escalation and escalation detail objects are visible.

						3		under escalation enter information for all fields but TFS						make selections for those fields								fields display selections

						4		under escalation detail object please populate appropriate data						enter data in some or all of the fields, make appropriate data selections								data displays as selected or entered

						5		change case status						under detail section change status to open-escalated, sub status to level 2								status=open-escalated, sub status level2

						6		remove self from owner field						delete your name from owner field								nothing displays in owner field

						7								click save								case detail form displays with all data entered

						8								select case tab								case home page displays

						9								from case list select the appropriate open escalated team case list to view escalated case								case shows up in list

						10								select from case list all escalated cases								case shows up in the list





						Test Case number/name								Requirement								Expected Result

						< #3.11 ,Close case>								<Requirement>								<Expected Result>

						Preconditions								open existing case









						Step		Input Data / Comments						Activity								Expected Results								Actual Results / Comments

						1								select all open cases from case list								list of open cases will display

						2								select a case with a status of open and no owner								case detail will display

						3		make yourself the owner						in owner field type in your network alias								name should display as owner

						4		search under find answers						search find answers for KB article								articles will display

						5		check one of the results						select link to link KB article to case								KB article will show under linked answers

						6								selected log a call under completed activities to document interaction								Log a call form will open

						7		enter all appropriate information						populate subject, description and click save								task will show under completed activities

						8		populate data of product area, call type						select product area and call type from drop down box								fields display selected items

						9		change case status						change the case status to closed								field shows closed

						10								click save								case detail will display and data selections display properly

						11								navigate to case home page								case home page displays

						12								under case list select closed cases								you will see closed case in list with you as the owner

						13								in the case list drop down menu select cases I closed in the last 90 days								case pulls to this list





						Test Case number/name								Requirement								Expected Result

						< #3.12 , workflow>								<Requirement>								<Expected Result>

						Preconditions								<List pre-conditions here.  Delete or add lines as needed.>

														<List pre-conditions here.  Delete or add lines as needed.>

														<List pre-conditions here.  Delete or add lines as needed.>

														<List pre-conditions here.  Delete or add lines as needed.>

														<List pre-conditions here.  Delete or add lines as needed.>

						Step		Input Data / Comments						Activity								Expected Results								Actual Results / Comments



























oleObject1.bin

Requirement



Req't



Requirement



Req't



Req't



Test Case



Test Case



Test Case



Test Case



Test Case



Test Case



Test Case



Test Case



Test Script



Test Script





image1.emf

Requirement


Req't


RequirementReq't


Req't


Test CaseTest CaseTest CaseTest CaseTest CaseTest CaseTest CaseTest Case


Test ScriptTest Script





















Training Plan

For

EIGHTCLOUD SAMPLE CLIENT















“Salesforce (SFDC) Project”









[image: eightCloudD29aR03aP01ZL_1_sml]



www.agreeya.com

Table of Contents

Executive Summary	3

Training Audiences	4

Training Objectives	5

General Salesforce Training	5

Audience Specific Training	5

Training Approach	6

Schedule	6

Delivery	6

Administrator and IT Developer Training	6

Training Materials	6

Roles and Responsibilities	8

Appendix A: Change Log	9

Appendix B: Signoff	10



		Table of Contents

		[image: eightCloudD29aR03aP01ZL_1_sml]










		June 1, 2015

		

		Page 10 of 10







[bookmark: _Toc421089192][bookmark: _Toc421610125][bookmark: _Toc399840237]Executive Summary

EIGHTCLOUD SAMPLE CLIENT is replacing their current database applications and paper processes with Salesforce. 

This document summarizes the need to:

Identify training audiences, and their unique training needs 

Define training objectives

· Identify skill development areas required to support implementation

Define the approach to take for training

· Provide a schedule framework

· Specify delivery mechanisms for the training materials

· Define the curriculum planned for each audience

Identify roles and responsibilities 

This document is intended to be a working document that is used to guide the training that is done. As such it will be updated as necessary during additional phases of the project.





[bookmark: _Toc421610126]Training Audiences

A training audience is defined as a group or similar job position that performs clearly defined functions and requires a specific set of knowledge or skills. We have identified these departments as unique training audiences:

Note: The Approximate Group size does not include the Salesforce Implementation Team unless the individual is also otherwise part of the intended audience.

Note: The Core SMEs listed were defined based on the Planning and Analysis phase but need to be reviewed and finalized by EIGHTCLOUD SAMPLE CLIENT.

		Audience

		Approximate Group Size

		Core SMEs



		Policy Planning

		2-3

		Client SME



		Marketing

		1

		Client SME



		Finance

		11

		Client SME



		Real Estate Development

		8

		Client SME



		Community Services

		16

		Client SME



		Leasing & Occupancy

		20-22

		Client SME



		Inspectors

		5

		Client SME



		IT

		8

		Client SME



		Asset Management

		2-4

		Client SME



		Compliance

		2-4

		Client SME



		Property Management

		22

		Client SME



		Maintenance

		24-26

		Client SME



		IT Development

		1

		Client SME










[bookmark: _Toc421610127]Training Objectives

[bookmark: _Toc421610128]General Salesforce Training

All Salesforce users will need to be involved in a basic Salesforce 101 session that reviews the following information:

· Salesforce 101:

· Login / Password Reset

· Navigation

· Creating / Editing records

· Activity Management

· Reports & Dashboards

· “My Settings”

· Outlook Integration (Salesforce for Outlook Desktop Add-On)

· Salesforce at a Glance

· Overview of types of data stored in Salesforce

· High Level process flow review for all departments

· Diagram and explanation of the integrations to/from Salesforce



[bookmark: _Toc421610129]Audience Specific Training

Each of the audiences will be involved in training specific to their own departments. Where appropriate, cross-departmental training may be useful.

Asset Management

Community Services

Compliance

Finance

Inspectors

IT

IT Development

Leasing & Occupancy

Maintenance

Marketing

Policy Planning

Property Management

Real Estate Development






[bookmark: _Toc421610130]Training Approach

[bookmark: _Toc421610131]Schedule

Training will be an ongoing effort that will involve the following components:

1. Train the SMEs during the Build phase. This training will be hands on and will have limited training materials. However these SMEs will become the Salesforce experts in each department and provide EIGHTCLOUD SAMPLE CLIENT a key resource for ongoing success.

2. Formal “train the trainer” efforts during the Go-Live phase. These formal efforts will have associated materials.

3. Ongoing training during roll-out. eightCloud will be available to answer questions and provide targeted training during the 8 week rollout:

a. Week 1: Rollout Live

b. Week 2: Questions and Support

c. Week 3: Outlook Integration

d. Week 4: Questions and Support

e. Week 5: Mobile Rollout

f. Week 6: Questions and Support

g. Week 7: Portal Rollout

h. Week 8: Questions and Support

4. Long term Support and Govern option. eightCloud also offers managed services as a long term option for providing training as part of the support and governance.



[bookmark: _Toc421610132]Delivery

The expected and preferred delivery method is live classroom instruction with both lecture and hands on components. The instructor will demonstrate a task, and then ask the class to perform the same task. The members of the project team will be on hand to assist individuals as needed.

To be confirmed when the curriculum is developed, but at this time the assumption is that training will require 2 to 3 days total for each participant. It will likely consist of a half day for the basics, half a day for Outlook and mobile training, and a whole day for the department specific training. Certain individuals may wish/need to participate in several of the department trainings thereby increasing the number of days spent in training.



[bookmark: _Toc421610133]Administrator and IT Developer Training

Salesforce Administrators and IT Developers should expect to attend as many of the training sessions as possible. Additional training may be warranted for individuals in these two roles.



[bookmark: _Toc421610134]Training Materials

Prior to the classroom, participants will be asked to review pre-work materials and/or take online training available from Salesforce. 

During the classroom session, the instructor will present concepts using a live demo and the end users will also be provided a user guide with written narratives and annotated screenshots as a reference. The user guide will be a coordinated effort between eightCloud and EIGHTCLOUD SAMPLE CLIENT SMEs.



To recap:

Pre-work (SFDC online training)

User Guide

Live Demo








[bookmark: _Toc421610135]Roles and Responsibilities



		Organization

		Name

		Role / Responsibility



		Project Team



		eightCloud, inc.

		eightCloud Resource

		Project Manager / Organize training efforts from eightCloud side; trainer



		eightCloud, inc.

		eightCloud Resource

		Technical Architect / Developer training as necessary



		eightCloud, inc.

		eightCloud Resource

		Lead Analyst / Trainer



		eightCloud, inc.

		eightCloud Resource

		Salesforce Analyst / Training documentation



		EIGHTCLOUD SAMPLE CLIENT

		TBD

		Project Manager / Organize training efforts on EIGHTCLOUD SAMPLE CLIENT side



		EIGHTCLOUD SAMPLE CLIENT

		TBD

		EIGHTCLOUD SAMPLE CLIENT Trainers
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[bookmark: _Toc421610136]Appendix A: Change Log

		Version Number

		Date

		Description

		Author/Editor



		1.0

		3/20/15

		Template Creation

		Neil Jamison



		1.1

		6/3/15

		First Draft

		Neil Jamison



		2.0

		6/9/15

		Formatted per eightCloud Sample Client

		Neil Jamison
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Executive Summary 
EIGHTCLOUD SAMPLE CLIENT is replacing their current database applications and paper processes 
with Salesforce.  


This document summarizes the need to: 


 Identify training audiences, and their unique training needs  


 Define training objectives 
o Identify skill development areas required to support implementation 


 Define the approach to take for training 
o Provide a schedule framework 
o Specify delivery mechanisms for the training materials 
o Define the curriculum planned for each audience 


 Identify roles and responsibilities  


This document is intended to be a working document that is used to guide the training that is done. 
As such it will be updated as necessary during additional phases of the project. 
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Training Audiences 
A training audience is defined as a group or similar job position that performs clearly defined 
functions and requires a specific set of knowledge or skills. We have identified these departments as 
unique training audiences: 


Note: The Approximate Group size does not include the Salesforce Implementation Team unless the 
individual is also otherwise part of the intended audience. 


Note: The Core SMEs listed were defined based on the Planning and Analysis phase but need to be 
reviewed and finalized by EIGHTCLOUD SAMPLE CLIENT. 


Audience Approximate 
Group Size 


Core SMEs 


Policy Planning 2-3 Client SME 


Marketing 1 Client SME 


Finance 11 Client SME 


Real Estate 
Development 


8 Client SME 


Community Services 16 Client SME 


Leasing & Occupancy 20-22 Client SME 


Inspectors 5 Client SME 


IT 8 Client SME 


Asset Management 2-4 Client SME 


Compliance 2-4 Client SME 


Property Management 22 Client SME 


Maintenance 24-26 Client SME 


IT Development 1 Client SME 
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Training Objectives 


General Salesforce Training 
All Salesforce users will need to be involved in a basic Salesforce 101 session that reviews the 
following information: 


 Salesforce 101: 
o Login / Password Reset 
o Navigation 
o Creating / Editing records 
o Activity Management 
o Reports & Dashboards 
o “My Settings” 
o Outlook Integration (Salesforce for Outlook Desktop Add-On) 


 Salesforce at a Glance 
o Overview of types of data stored in Salesforce 
o High Level process flow review for all departments 
o Diagram and explanation of the integrations to/from Salesforce 


 


Audience Specific Training 
Each of the audiences will be involved in training specific to their own departments. Where 
appropriate, cross-departmental training may be useful. 


 Asset Management 


 Community Services 


 Compliance 


 Finance 


 Inspectors 


 IT 


 IT Development 


 Leasing & Occupancy 


 Maintenance 


 Marketing 


 Policy Planning 


 Property Management 


 Real Estate Development 
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Training Approach 


Schedule 
Training will be an ongoing effort that will involve the following components: 


1. Train the SMEs during the Build phase. This training will be hands on and will have limited 
training materials. However these SMEs will become the Salesforce experts in each 
department and provide EIGHTCLOUD SAMPLE CLIENT a key resource for ongoing success. 


2. Formal “train the trainer” efforts during the Go-Live phase. These formal efforts will have 
associated materials. 


3. Ongoing training during roll-out. eightCloud will be available to answer questions and 
provide targeted training during the 8 week rollout: 


a. Week 1: Rollout Live 
b. Week 2: Questions and Support 
c. Week 3: Outlook Integration 
d. Week 4: Questions and Support 
e. Week 5: Mobile Rollout 
f. Week 6: Questions and Support 
g. Week 7: Portal Rollout 
h. Week 8: Questions and Support 


4. Long term Support and Govern option. eightCloud also offers managed services as a long 
term option for providing training as part of the support and governance. 


 


Delivery 
The expected and preferred delivery method is live classroom instruction with both lecture and 
hands on components. The instructor will demonstrate a task, and then ask the class to perform the 
same task. The members of the project team will be on hand to assist individuals as needed. 


To be confirmed when the curriculum is developed, but at this time the assumption is that training 
will require 2 to 3 days total for each participant. It will likely consist of a half day for the basics, half 
a day for Outlook and mobile training, and a whole day for the department specific training. Certain 
individuals may wish/need to participate in several of the department trainings thereby increasing 
the number of days spent in training. 


 


Administrator and IT Developer Training 


Salesforce Administrators and IT Developers should expect to attend as many of the training sessions 
as possible. Additional training may be warranted for individuals in these two roles. 


 


Training Materials 
Prior to the classroom, participants will be asked to review pre-work materials and/or take online 
training available from Salesforce.  


During the classroom session, the instructor will present concepts using a live demo and the end 
users will also be provided a user guide with written narratives and annotated screenshots as a 







  


 


June 1, 2015  Page 7 of 10 


 


reference. The user guide will be a coordinated effort between eightCloud and EIGHTCLOUD SAMPLE 
CLIENT SMEs. 


 


To recap: 


 Pre-work (SFDC online training) 


 User Guide 


 Live Demo 


 


 


  







Roles and Responsibilities  


 


June 1, 2015  Page 8 of 10 


 


Roles and Responsibilities 
 


Organization Name Role / Responsibility 


Project Team 


eightCloud, inc. eightCloud Resource Project Manager / Organize training efforts 
from eightCloud side; trainer 


eightCloud, inc. eightCloud Resource Technical Architect / Developer training as 
necessary 


eightCloud, inc. eightCloud Resource Lead Analyst / Trainer 


eightCloud, inc. eightCloud Resource Salesforce Analyst / Training 
documentation 


EIGHTCLOUD 
SAMPLE CLIENT 


TBD Project Manager / Organize training efforts 
on EIGHTCLOUD SAMPLE CLIENT side 


EIGHTCLOUD 
SAMPLE CLIENT 


TBD EIGHTCLOUD SAMPLE CLIENT Trainers 
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Appendix A: Change Log 
Version Number Date Description Author/Editor 


1.0 3/20/15 Template Creation Neil Jamison 


1.1 6/3/15 First Draft Neil Jamison 


2.0 6/9/15 Formatted per eightCloud Sample Client Neil Jamison 
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		Date

		Changed By

		Document Version

		Revision Made



		MM/DD/YYYY

		eightCloud Team

		Draft v1

		Initial document











































[bookmark: _Toc318010732]Document Overview

[bookmark: _Toc287624720][bookmark: _Toc287876706][bookmark: _Toc330994631][bookmark: _Toc318010733]Purpose & Scope

The purpose of the Report of Findings (RoF) is to document and gain consensus on the business processes reviewed and requirements captured during the onsite Business Process Review workshops conducted on [insert dates]. 

The Report of Findings details the complete set of requirements and business processes communicated by [CLIENT] to the eightCloud project team.  The eightCloud team will carefully review requirements in order to create the best solution possible for [CLIENT]; however, all requirements captured in the RoF may not be included in the final design documents presented to [CLIENT] in subsequent project phases.  Those documents may include a subset of the requirements recorded in this document, as all requirements may not

a) Translate into a functional or technical requirements or 

b) Be considered in scope for this phase of the project per the Statement of Work (SoW)

[bookmark: _Toc287876708][bookmark: _Toc330994633]Any requirements that are considered out of scope are indicated in the RoF. 

[bookmark: _Toc318010734]Key Project Objectives

[bookmark: _Toc287876709][bookmark: _Toc330994634][Provide a list of the objectives – i.e. what has the client indicated to eightCloud are the key objectives that are their driving indicators for success of the project]

[bookmark: _Toc318010735]Project Assumptions

[bookmark: _Toc287876710][bookmark: _Toc330994635][Provide a list of assumptions – what are the restrictions, limitations, accepted truths, expectations that need to be stated explicitly, etc.]

[bookmark: _Toc318010736]Project Terminology

The following terminology has been noted and may appear throughout the Report of Findings. 

[bookmark: _Toc285096138][bookmark: _Toc287876726][bookmark: _Toc330994691][bookmark: _Toc318010769]Project Terminology

		[CLIENT] Business Terms



		

		



		

		





[bookmark: _Toc285096140][bookmark: _Toc287876728][bookmark: _Toc330994693][bookmark: _Toc318010770]Project Systems & Tools

		[CLIENT] Systems & Applications



		

		



		

		





[bookmark: _Toc285096141][bookmark: _Toc287876729][bookmark: _Toc330994694][bookmark: _Toc318010771]Glossary of Terms

		Glossary of Terms



		BPR

		Business Process Review



		CRM

		Customer Relationship Management



		Object

		Data structure within SFDC with associated routines/processes



		RoF

		Report of Findings



		SFDC

		Salesforce.com



		SDD

		Solution Design Document



		SoW

		Statement of Work










[bookmark: _Toc318010737]Executive Summary

[bookmark: _Toc287876712][bookmark: _Toc330994637][bookmark: _Toc318010738]Executive Overview

The following section is designed to provide an overview of the key findings documented throughout the Analyze Phase of the project.  The detailed process flows and business requirements outlined in the subsequent sections of the RoF contain the details that support the solution design.

[bookmark: _Toc318010739]Context Diagram

The context diagram provides a high-level data map that demonstrates the interactions of systems, users, external entities and integration points as part of the business process.

[bookmark: _Toc318010764]Systems & Object Mapping

<INSERT DIAGRAM HERE>



[bookmark: _Toc318010740]Key Findings

[text]



















[bookmark: _Toc318010741]Security

[bookmark: _Toc287876717][bookmark: _Toc330994642][bookmark: _Toc318010742]Security & Sharing

The following requirements document how information will be secured and shared within the solution.

[bookmark: _Toc318010743]Role Hierarchy

[Insert diagram here]

[bookmark: _Toc318010744]Requirements

		ID

		Description

		SoW Scope



		1 

		Ability to …

		In Scope



		2 

		

		



		3 

		

		







[bookmark: _Toc318010745]Lead Management

[bookmark: _Toc318010746]Lead Management Process

[bookmark: _Toc318010765]Lead Management Process

[Insert Process Flow]

[bookmark: _Toc318010747]Lead Management Requirements

[bookmark: _Toc318010772]Lead Management Requirements

		ID

		Description

		SoW Scope



		

		Ability to…

		In Scope



		

		

		



		

		

		







[bookmark: _Toc318010748]Account Management

[bookmark: _Toc318010749]Account Management Process

[bookmark: _Toc318010766]Account Management Process

[Insert Process Flow]

[bookmark: _Toc318010750]Account Management Requirements

[bookmark: _Toc318010773]Account Management Requirements

		ID

		Description

		SoW Scope



		

		Ability to…

		In Scope



		

		

		



		

		

		







[bookmark: _Toc318010751]Opportunity Management

[bookmark: _Toc318010752]Opportunity Management Process

[bookmark: _Toc318010767]Opportunity Management Process

[Insert Process Flow]

[bookmark: _Toc318010753]Opportunity Management Requirements

[bookmark: _Toc318010774]Opportunity Management Requirements

		ID

		Description

		SoW Scope



		

		Ability to…

		In Scope



		

		

		



		

		

		







[bookmark: _Toc318010754]Support Management

[bookmark: _Toc318010755]Support Management Process

[bookmark: _Toc318010768]Support Management Process

[Insert Process Flow]

[bookmark: _Toc318010756]Support Management Requirements

[bookmark: _Toc318010775]Support Management Requirements

		ID

		Description

		SoW Scope



		

		Ability to…

		In Scope



		

		

		



		

		

		








[bookmark: _Toc318010757]Analytic Requirements

The following items were identified as KPI requirements.  In order to meet these requirements, fields / records must capture the related data points in order to report on these items.  Items marked with an “*” may not be possible without additional integrations / batch data migrations that are not necessarily in scope for this phase. 

[bookmark: _Toc318010758]Report Requirements

[bookmark: _Toc318010776]Report Requirements

		ID

		Report Title

		Report Description

		SoW Scope



		

		

		

		In Scope



		

		

		

		



		

		

		

		





[bookmark: _Toc318010759]Dashboard Requirements

[bookmark: _Toc318010777]Dashboard Requirements

		ID

		Dashboard Title

		Dashboard Description

		SoW Scope



		

		

		

		In Scope



		

		

		

		



		

		

		

		







[bookmark: _Toc318010760]Data Migration

Data Migration will consist of [Account, Contact, etc.] records from [CLIENT]. Additional migration details will be detailed in the design documents and Migration Workbook. 

[bookmark: _Toc318010761]Data Migration Requirements

The following section outlines the high-level migration requirements captured during the BPR.

[bookmark: _Toc381636577][bookmark: _Toc318010778]Data Migration Requirements

		
ID

		Ref #

		Source Data Description

		Destination Table

		# of Files

		Approximate Record Count

		Approximate Fields (assumed)

		SoW Scope



		

		

		

		

		

		

		

		



		

		

		

		

		

		

		

		







[bookmark: _Toc318010762]Data Integration

Data Integration will consist of […]. Additional integration details will be detailed in the design documents and Integration Workbook. 

[bookmark: _Toc318010763]Data Integration Requirements

The following section outlines the high-level integration requirements captured during the BPR.

[bookmark: _Toc318010779]Data Integration Requirements
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		Ref #

		Source

		Target

		Frequency

		Direction

		SoW Scope
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2 Document Overview 


2.1 Purpose & Scope 


The purpose of the Report of Findings (RoF) is to document and gain consensus on the 
business processes reviewed and requirements captured during the onsite Business 
Process Review workshops conducted on [insert dates].  


The Report of Findings details the complete set of requirements and business processes 
communicated by [CLIENT] to the eightCloud project team.  The eightCloud team will 
carefully review requirements in order to create the best solution possible for [CLIENT]; 
however, all requirements captured in the RoF may not be included in the final design 
documents presented to [CLIENT] in subsequent project phases.  Those documents may 
include a subset of the requirements recorded in this document, as all requirements may 
not 


a) Translate into a functional or technical requirements or  
b) Be considered in scope for this phase of the project per the Statement of 


Work (SoW) 


Any requirements that are considered out of scope are indicated in the RoF.  


2.2 Key Project Objectives 


[Provide a list of the objectives – i.e. what has the client indicated to eightCloud are the key 
objectives that are their driving indicators for success of the project] 


2.3 Project Assumptions 


[Provide a list of assumptions – what are the restrictions, limitations, accepted truths, 
expectations that need to be stated explicitly, etc.] 


2.4 Project Terminology 


The following terminology has been noted and may appear throughout the Report of 
Findings.  


Table 1 Project Terminology 


[CLIENT] Business Terms 


  


  







 


 


Table 2 Project Systems & Tools 


[CLIENT] Systems & Applications 


  


  


Table 3 Glossary of Terms 


Glossary of Terms 


BPR Business Process Review 


CRM Customer Relationship Management 


Object Data structure within SFDC with associated routines/processes 


RoF Report of Findings 


SFDC Salesforce.com 


SDD Solution Design Document 


SoW Statement of Work 


 


  







 


 


3 Executive Summary 


3.1 Executive Overview 


The following section is designed to provide an overview of the key findings documented 
throughout the Analyze Phase of the project.  The detailed process flows and business 
requirements outlined in the subsequent sections of the RoF contain the details that 
support the solution design. 


3.2 Context Diagram 


The context diagram provides a high-level data map that demonstrates the interactions of 
systems, users, external entities and integration points as part of the business process. 


Figure 1 Systems & Object Mapping 


<INSERT DIAGRAM HERE> 


 


3.3 Key Findings 


[text] 


 


 


 


 


 


 


 


 


 







 


 


4 Security 


4.1 Security & Sharing 


The following requirements document how information will be secured and shared within 
the solution. 


4.1.1 Role Hierarchy 


[Insert diagram here] 


4.1.2 Requirements 


ID Description SoW Scope 


1  Ability to … In Scope 


2    


3    


 


5 Lead Management 


5.1 Lead Management Process 


Figure 2 Lead Management Process 


[Insert Process Flow] 


5.2 Lead Management Requirements 


Table 4 Lead Management Requirements 


ID Description SoW Scope 


 Ability to… In Scope 


   


   


 







 


 


6 Account Management 


6.1 Account Management Process 


Figure 3 Account Management Process 


[Insert Process Flow] 


6.2 Account Management Requirements 


Table 5 Account Management Requirements 


ID Description SoW Scope 


 Ability to… In Scope 


   


   


 


7 Opportunity Management 


7.1 Opportunity Management Process 


Figure 4 Opportunity Management Process 


[Insert Process Flow] 


7.2 Opportunity Management Requirements 


Table 6 Opportunity Management Requirements 


ID Description SoW Scope 


 Ability to… In Scope 


   


   


 







 


 


8 Support Management 


8.1 Support Management Process 


Figure 5 Support Management Process 


[Insert Process Flow] 


8.2 Support Management Requirements 


Table 7 Support Management Requirements 


ID Description SoW Scope 


 Ability to… In Scope 


   


   


  







 


 


9 Analytic Requirements 


The following items were identified as KPI requirements.  In order to meet these requirements, fields 
/ records must capture the related data points in order to report on these items.  Items marked with 
an “*” may not be possible without additional integrations / batch data migrations that are not 
necessarily in scope for this phase.  


9.1 Report Requirements 


Table 8 Report Requirements 


ID Report Title Report Description SoW Scope 


   In Scope 


    


    


9.2 Dashboard Requirements 


Table 9 Dashboard Requirements 


ID Dashboard Title Dashboard Description SoW Scope 


   In Scope 


    


    


 


10 Data Migration 


Data Migration will consist of [Account, Contact, etc.] records from [CLIENT]. Additional 
migration details will be detailed in the design documents and Migration Workbook.  


10.1 Data Migration Requirements 


The following section outlines the high-level migration requirements captured during the 
BPR. 







 


 


Table 10 Data Migration Requirements 


ID Ref # Source 
Data 


Description 


Destination 
Table 


# of 
Files 


Approximate 
Record 
Count 


Approximate 
Fields 


(assumed) 


SoW Scope 


        


        


 


11 Data Integration 


Data Integration will consist of […]. Additional integration details will be detailed in the 
design documents and Integration Workbook.  


11.1 Data Integration Requirements 


The following section outlines the high-level integration requirements captured during the 
BPR. 


Table 11 Data Integration Requirements 


ID Ref # Source Target Frequency Direction SoW Scope 
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Tab III Vendor Information Sheet 
 


GL Solutions has provided our completed and signed Vendor Information Sheet on the 
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Tab IV State Documents 
 


Per State responses to vendor questions, GL Solutions has included our vendor software licensing 


agreement within Tab XII – Other Information Material, as Supporting Document 20 – GL Suite 


Software Agreement.  


 


Tab IV - State Documents includes: 


A. Amendments 1 – 4 


B. Attachment A 


C. Attachment C 


D. Attachment L 


E. Applicable certifications or licenses 


 


A. Signature Page for Amendments 


 


As per Technical Proposal response instructions, the signature page from Amendments # 1-4 


have been signed by an authorized individual and contained within GL Solutions’ response, 


on the following pages.  
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State of Nevada  


  
 


Brian Sandoval 


Department of Administration Governor 


Purchasing Division  


515 E. Musser Street, Suite 300 Jeffrey Haag 


Carson City, NV  89701 Administrator 


 


SUBJECT: Amendment 1 to Request for Proposal 3238 


RFP TITLE: Replacement of the Manufactured Housing Division’s Core Systems 


DATE OF AMENDMENT: March 18, 2016 


DATE OF RFP RELEASE: February 19, 2016 


OPENING DATE: April 19, 2016 


OPENING TIME: 2:00 PM 


CONTACT: Ronda Miller, Procurement Staff Member 


 


 


The following shall be a part of RFP 3238.  If a vendor has already returned a proposal and any of the 


information provided below changes that proposal, please submit the changes along with this 


amendment.  You need not re-submit an entire proposal prior to the opening date and time. 


 


 


1. Section 6.1.3 on Page 33; the URL for the SOS is out of date. 


 


The URL for the SOS is https://nvsos.gov  
 


2. Can you provide us with the source code and empty database files (no data to avoid privacy 


 concerns) for the applications so we can understand the size and complexity of the application? 


 As an alternative, can you provide us with the number of screens in the applications? 


 


RFP Attachment: N – MHD Operation and Information Technology Overview (document 


imbedded in page 92) provides some description of the existing systems.  The agency will look 


at providing additional information on the current systems and publish it as a follow-up to 


this amendment.   


 


3. Regarding requirement #6.2.2.1 on page 37 of the RFP for "Seals”, “Parks," if a vendor does 


 not have direct experience specific to manufactured housing solutions, but has extensive 


 experience successfully implementing “systems for other government agencies that perform 


 similar functions as MHD," including permitting, licensing, issuing certificates, inspections and 


 similar regulatory processes, will that vendor be disqualified or severely downgraded?  Will the 


 state remove or alter these specific requirements in order to allow for a more competitive 


 bidding process including vendors highly qualified per other RFP requirements, and based on 


 many successful implementations with state regulatory agencies in various industries? 


 


We believe the question refers to section #6.3.2.1.  The agency understands that “Seals” and 


“Parks” are very unique and most vendors will not have delivered this specific functionality 


to their referenced clients.  Vendors will not be disqualified or downgraded because they 


have not delivered this specific functionality on previous projects.   



https://nvsos.gov/
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The agency is most interested in a vendor who can demonstrate they can deliver a solution 


that meets the agency’s requirements.  Experience with similar functions such as permitting, 


licensing, inspections, titling, and other regulatory functions are important.  


 


4. We have a Named User licensing structure. We define Named Users as "staff with access to the 


 back-office Software regardless of whether such access is concurrent or consecutive." Based on 


 this definition, how many Named Users does the agency anticipate having on its new system? 


 


The agency anticipates having 16 Named Users for this RFP, with the capability for more 
in the future. 


 


5. Your RFP mentions a need for certain third-party data-exchange interfaces (API’s for 


 OpenText, File 360, etc.). Please provide an inventory of all required system interfaces and the 


 purpose of each. Also, please note if each interface will be one-way or two-way. 


 


There are no interfaces to other systems required within the scope of this project.  The 
one potential future interface is with the OpenText, File 360 document management 
system, which stores title documents.  The envisioned interface is to tie title data in the 
new system with electronic title documents in the OpenText system.   
 
Vendors should identify if their systems have the capability to interface with other 
systems, like OpenText, in the event the state decides to implement an interface in the 
future. 
 
Again, there are no interfaces to other systems required within the scope of this project. 
 


6. In addition to the desired public website functionality described in the RFP, what other public 


 functionality does the agency intend to have for its new system?  


 


RFP defines website functions in attachment N on pages 21, 31 and 37. Other desired 
public website functionality are defined in Attachment O ~ Requirements Matrix.  


 


7. Can the State specify which license type(s) will require which types of online functionality (e.g. 


 online applications, renewals, verifications, disciplinary processes, etc.)? 


 


No license type(s) will require online functionality. 
 


8. Please provide the names of all system outputs required, including reports, queries, and 


 correspondences.  Also provide the audience and the location from which each will be run 


 (back-office, public website, specific login-secured area of public website, etc.).  If such details 


 are not available at this time, please provide at least the total numbers of each type of output 


 required. 


 


Specific details are not available at this time as the Division is requesting an ad hoc 
reporting solution that is configurable from any data fields in the database. Users will be 
able to request their reporting and analysis solution “as the occasion requires,” without 
having to request queries from IT. The audience for reports, queries, and 
correspondences will be for back office only. 
 


 







Amendment 1 RFP 3238 Page 3 of 11 


 


9 Please fully define and quantify the ongoing support the agency will require after system 


 implementation, including inclusion or exclusion of each item (and sub-item) in the following 


 categories: 


 (a) Help Desk Support (24x7 emergency support, end-user support, configuration and 


  troubleshooting, developer-to-developer support, hardware/network/security tips,  


  architecture and best practice guidance, online remote desktop support, dedicated  


  account management, local user group support) 


 


In general the agency’s operation is 7am – 5pm, Monday through Friday.  User 
and technical support is typically required during these time periods.  If there is a 
critical system problem, then technical staff will need to be on call outside of 
normal business hours.   


 


 (b) Training and Documentation (web courses, agency-specific process training, software 


  training, core software documentation, user conference) 


 


The expectation is that the majority of training and documentation will be 
completed prior to production go-live.  After production go-live, there should be a 
support resource available to answer questions on the use of the system (or 
troubleshooting issues) on an as needed basis.  


 


 (c) Software Patches and Releases (new major version software release versions,  


  installation of new software versions, core software patches, installation of core  


  software patches) 


 


This will probably vary depending if the solution is a custom built system or 
Commercial-Off-The-Shelf (COTS) system, and how it is hosted – state hosted or 
vendor hosted (cloud).  The table below provides a general outline of the type of 
support needed. 


 


Hosting\Solution Custom System COTS 


Vendor Hosted 


(cloud) 


Vendor: 


- OS patches & upgrades 


- Application software 


upgrades and defect fixes 


- Infrastructure software (e.g. 


Oracle, SQL Server, JBoss, 


etc.) upgrades & patches 


Vendor: 


- OS patches & upgrades 


- Application software upgrades 


and defect fixes 


- Infrastructure software (e.g. 


Oracle, SQL Server, JBoss, 


etc.) upgrades & patches 


State Hosted State does: 


- OS patches & upgrades 


- Basic database support 


 


Vendor:  


- Fixes software defects 


- Assists state with application 


software and infrastructure 


software upgrades & patches 


State does: 


- OS patches & upgrades 


- Basic database support 


 


Vendor:  


- Fixes software defects 


Assists state with application 


software and infrastructure 


software upgrades & patches 
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 (d) Customization, Enhancement, and Corrections (design/configuration/testing support, 


  customization projects, customization tasks, defect correction, installation of  


  customization corrections) 


 


See table above for question 9.c. 
 


 (e) Hosting Service (weekly backup, daily backup, hosting of proposed proprietary  


  software solution, IP address owned and provided by Company, maintenance of hosting 


  environment, data security) 


 


If the system is hosted by the state, then the state will handle backups.  If the 
system is vendor hosted, then the vendor must provide robust, secure backup and 
recovery process and infrastructure.   


 


10. After the new system is implemented, what growth and need for enhancements does the agency 


 anticipate with respect to the number of users, programs, and/or processes? 


 


The agency anticipates having 16 users for this RFP, with the capability for more in the 
future. 


 


11. Can you elaborate on the agency's preferences regarding hosting with the vendor? 


 


The agency is open to vendor hosted (cloud) or state hosted.  The agency will evaluate the 
merits of each, considering costs, benefits, and vendor’s proven ability to deliver.  
Vendors can propose both types of hosting solutions in their proposals.   
 


12.  As a COTS software provider, we have a standard license agreement and additional contract 


 terms which need to be incorporated into the procurement process.  Where in our response 


 should these appear? 


 


Tab VII – Scope of Work Response, and/or Tab XII – Other Information 
 


13. We offer multiple support plan options in addition to the primary support plan we will be 


 proposing.  How would you like us to incorporate the additional options and corresponding 


 contract language into our proposal, to provide the agency with the right and option to choose 


 from our full range of support options in the future? 


 


Vendors must clearly identify various scenarios when submitting their proposal. 
  


14. Can you elaborate on any need for mobile inspection/field investigation capabilities?  If there is 


 any need, please respond to the following: 


 (a) How many mobile devices would the agency need set up to use on the new system? 


 


The Division would need to have the capability of 6 mobile devices now, and the 
capability to add more in the future. 


 


 (b) Would the agency need to use its own devices and mobile service, or could it pursue an 


  all-inclusive solution integrated with its back-office system? 


 


The Division would need to use its own devices and mobile service. 
 







Amendment 1 RFP 3238 Page 5 of 11 


 (c) In order that we may determine the number of forms that would be integrated into the 


  new mobile system, how many different forms are currently in use in the field? 


 
The Division would need checklist, inspection results, correction notice and safety 
certificate forms along with the ability to add others as needs arise. 


 


 (d) How should pricing for these items be proposed? 


 


(a) Per unit 
(b) Per unit 
(c) Per form 


 


15. The project management and external monitoring/assessment/reporting requirements, as 


 outlined within section 5.2 and 5.7 while achievable, may be excessive for the size and scope of 


 this project, and may increase the cost of the project.  Is the stated Deliverable Submission and 


 Review Process, Setup and Configure / Build System project management approaches 


 necessary and required, or is there flexibility on the project management and external 


 monitoring/assessment/reporting requirements in order to reduce costs? Please elaborate as to 


 the State's position and if/how a vendor may propose an alternative project implementation 


 process based on a proven methodology? 


 
The agency is open to vendors proposing the methodology, approach, tasks and 
deliverables that they believe are appropriate to successfully meet the agency’s 
requirements while mitigating project risks.  The agency is interested in focusing 
resources on the delivery of a system solution rather than “overhead” tasks that 
contribute little to the end product.       
 
5.2 Deliverable Submission and Review Process – The agency project team will be 
relatively small and should be able to review and sign-off on deliverables in a timely 
manner (if work products/deliverables are of high quality).  Vendors can clarify in their 
proposal their recommended approach and assumptions.   
 
5.7 Task 3 – Setup and Configure/Build System – This is a potentially substantial task and 
the scope can vary significantly if the solution is custom or COTS (or combination).   For 
a custom solution, this represents the “build” phase of the system lifecycle.  For a COTS 
solution, it is the configuration/customization phase.  Vendors should describe (including 
assumptions) their approach to delivering the solution.  For example, vendors that use an 
“agile” methodology might present sub-tasks that involve the “sprint” concept.   
 
The agency encourages vendors to propose a methodology that has been successful and is 
appropriate for this project.  The agency is most interested in meeting their requirements 
at a reasonable cost.       
 


16. What is the budget for this project? 


 


Fiscal year 1 = $180,000 Fiscal year 2 = $50,000 
Total for the current biennium = $230,000 (this combines one-time and ongoing costs) 
Biennium ends June 31, 2017.     


 


 If all cost proposals come in above a certain amount, would this RFP be cancelled? What is that 


 amount? 
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The RFP would not necessarily be cancelled.  The agency, depending on State 
procurement rules, would possibly solicit updated quotes base on change in scope.  See 
above for the amount. 


 


 Did the legislature allocate any funds specifically for this project?  If so, what is the amount 


 allocated, and when does it need to be used? 


 


Yes, see #16 above. 
 


17. Please identify instances where any agency employee has viewed or discussed a potential 


 software application similar to the one being solicited in this RFP in the last 24 months. Please 


 name the vendor(s), dates of contact and describe the nature of the contacts including whether 


 pricing was discussed. Has the agency received any estimates or quotations for the services and 


 software describe in this RFP, and if so, which ones and what were the amounts? 


 


The agency has performed objective research to determine the viability of solutions in the 


market place to meet the agency’s needs.  This includes, vendor discussions, product 
demonstrations, and acquiring preliminary cost estimates.  Sometime back, the agency 
released a Request for Information (RFI).  Vendors involved in agency discussion 
included: GL Solutions, Praeses, MicroPact, Accela, and Salesforce.com.   The agency 
also solicited quotations from the Nevada Enterprise Information Technology Services 
(EITS) Division.    


 


18. Can you clarity what you’re looking for related to project management? 


 


The agency will have a part-time project manager assigned to the project.  The agency 
project manager, working with MHD management, will oversee agency staff to ensure 
they are performing their tasks, including deliverable reviews, testing, etc.  The vendor 
should have a project manager that will work closely with the agency manager to 
effectively manage the project.  In addition, the vendor should have an established, 
proven approach/methodology for managing similar projects. 
 


19. If both the Prime and subcontractor worked for a client that will be used as a reference, should 


 the reference submit two separate questionnaires? 


 


This can be one reference that represents both the prime and subcontractor.  Ideally, it 
will reflect the role each company had on the referenced project.   


20. Would the State consider a comprehensive 100% cloud-based solution designed specifically for 


the public sector that cannot be hosted in State facilities? How will both “cloud” and “on-


premise” solutions be graded and evaluated against the other?  


 


The agency is open to both cloud and state hosted solutions.  The state will evaluate the 
merits of each option (e.g. cost, benefit, risk, etc.).  Vendors are free to propose multiple 
options.   


 


21. Did the State evaluate solutions that could meet its requirements through vendor 


demonstrations leading up to the RFP release? If so, what types and names of solutions and 


vendors were evaluated (vendor-hosted and on-premise)? 
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Please see #17 above.  The state did not formally “evaluate” vendors, they did collect 
information on available solutions and estimated costs. 


 


22. Did the State use any vendor(s) to help develop the RFP? If so, will the State please share the 


name of the vendor(s)? 


 
No. 
 


23. Does the State have a budget allocated for this project?  If so, will the State provide the dollar 


amount? 


 


Please see #16 above. 
 


24. What is the State’s desired implementation timeframe (project start to go-live).  


 


Ideally, the agency would like to implement the system in the June 2016 – December 2016 
timeframe.  The production go-live would be January 2017.  This would leave the 
remaining five (5) months in the biennium for “fine tuning” and working out any issues.   
 


25. Please confirm that all the functional, technical and interface requirements have been defined in 


the RFP.  


 


To the best of our knowledge at this point in time the requirements have been identified in 
terms of establishing the overall scope of the system.  There will likely be additional 
details identified during the project.   
   
Please see the answer to #5 regarding interfaces to other systems.   


 


26. Please provide the final user count for back-office and portal users that will need access to the 


proposed solution. What is the anticipated volume of portal logins per month? 


 


The agency anticipates having 16 users for back-office, with the capability for more in the 
future.  Public access users cannot be estimated as use by the public is not known. 


 


27. In section 3.3.5, how does the current Parks Databased support the Lot Rent Subsidy program? 


 


The Lot Rent Subsidy is a subcomponent of the Parks Database and are contained one 
database.  The Parks Database contains data related to all the parks: e.g., Profile, 
location, owners, managers, # of spaces, etc.  The Lot Rent Subsidy data is linked to the 
Park (where the applicant/recipient resides) and tracks the rent subsidy 
applicants/recipients and related payment.   
 
In addition, please review pages 42 and 43 in Attachment N of the RFP, where it shows 
key data elements of the Lot Rent Subsidy Program and the user interface of the Parks 
Database.     


 


28. Vendor typically has a 30-day billing cycle. In section 8.1.1, can vendor take exception to the 


State’s 45-60 day payment schedule? 
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Typically the state pays within a 30 day period.  The vendor can take exception to this and 
state it in their RFP in the “exceptions” section.  This can be discussed further in 
negotiations.     


 


29. Regarding Escrow for Source Code in section 13.3.11.1 of the RFP: A Cloud Services Provider 


would be responsible for maintaining access in terms of performance and availability to the 


data. The data is owned by the Customer. The State would have full rights to extract their data 


at any time. Cloud Services Provider does not typically offer source code for escrow because it 


is inapplicable to software delivered as a service subscription through a multitenant 


architecture. Therefore, can this requirement be adjusted for pure software-as-a-service (SaaS) 


solutions? 


 


The vendor should address this in their proposal under “exceptions” or “assumptions”.  
The State does have full ownership of its data and must have access to retrieve it at any 
time.   


 


30. Regarding Irrevocable Licenses in section 13.3.11.1 of the RFP: Cloud Services Provider is 


proposing a cloud-based SaaS solution that would be configured to meet the State’s specific 


requirements. Cloud Services Provider is not physically delivering software. While relevant in 


traditional on-premise, perpetual or irrevocable license software, this requirement does not 


make sense in a cloud computing model. Therefore, can this requirement be adjusted for pure 


SaaS solutions? 


 


The vendor should address this in their proposal under “exceptions” or “assumptions”.   
 


31. Is the State considering using card readers at the counter for payment processing?  If so, would 


this need to be part of this project, or at a later date? 


 


Yes, the state will be using card readers at the counter for payment processing in two 
locations.  Wells Fargo is the credit card processing service for the state.   


 


 


32. To understand your fee types, please provide a copy of your current fee schedule. 


 


They are available on the MHD website:  
http://mhd.nv.gov/uploadedFiles/mhdnvgov/Content/Resources/MHD_FeeChart4_2013.pdf 


 


33. Does the State require a public-facing portal?  If so, what capabilities should this portal provide 


(i.e permit applications, inspection requests)? 


 


Defined in MHD RFP Attachment O ~ Requirements Matrix. 
 


34. Will the State need off-line inspection capability for remote areas, as part of this project or at a 


later date? If so, how many field users will need offline access? 


 


The agency does not fully understand the definition of “off-line inspection capability for 
remote areas”.   
 
The agency envisions inspectors being able to capture inspection information on mobile 
devices in the field whether or not they have connectivity to the host system.  Ideally 



http://mhd.nv.gov/uploadedFiles/mhdnvgov/Content/Resources/MHD_FeeChart4_2013.pdf
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mobile devices, used by inspectors will sync with the host system when connectivity is 
available.     
 
There will be six (6) inspectors in the field that will be using mobile devices while 
performing inspections.  Additional devices could be added in the future.      


 


35. Is the State using any GIS tool?  If so, please provide the current version. 


 


No. 
 


36. What type of permits do you currently work with, and could we get samples or copies?  How 


many permits are issued per year? 


 


Permit types are defined in attachment N, page 5. Forms are defined in attachment N, 
page 7 and sample documents can be downloaded from our website at 
http://mhd.nv.gov/Content/Resources/Forms_InspectPermits   
The Division issues approximately 2,500 permits per year. 


 


37. Could we get samples of your current inspections being performed? How many inspections are 


performed per year? 


 


A sample of current inspections being performed may be referenced in our “Residential 
Checklist” form and can be downloaded from our website at 
http://mhd.nv.gov/Content/Resources/Forms_InspectPermits 
The Division issues approximately 2,500 permits per year. 


 


38. Could we also get samples of permit/license applications and forms the State will want to 


incorporate in the new system?  


 


A sample of a permit application can be downloaded from our website at 
http://mhd.nv.gov/uploadedFiles/mhdnvgov/Content/Resources/PermitApplicationForm.pdf  
A sample of a license applications can be downloaded from our website at 
http://mhd.nv.gov/Content/Resources/Applications_New/ 


 


39. Requirement #2.4 - Please describe what database is storing the active licensees/permits 


information that will require a look-up? 


 


The agency does not understand the question.  In the current environment Licensee data 
is maintained in the Licensing Database and permits data is maintained in the Permit 
Database (Access).  Both these systems will be replaced with the new system resulting 
from this project.  The current legacy systems are data “silos” where data is not 
integrated across business functions (e.g. permits, licensees, etc.). 
 
Requirement #2.4 in the Requirements Matrix spreadsheet, is part of FUNCTIONAL 
AREA:  2.0 - Permits and Inspections.  Requirement #2.4 presents the need to be able to 
easily look up (in the new system) related information.  For example if a licensee 
(contractor) is associated with a permit – a user should be able to look up a permit, see 


the licensee data and ensure they have a valid license.    
 


40. Requirement #2.11 - What type of seal and certificate information is required for input into the 


proposed solution?  E.g. What fields? 



http://mhd.nv.gov/Content/Resources/Forms_InspectPermits

http://mhd.nv.gov/Content/Resources/Forms_InspectPermits

http://mhd.nv.gov/uploadedFiles/mhdnvgov/Content/Resources/PermitApplicationForm.pdf

http://mhd.nv.gov/uploadedFiles/mhdnvgov/Content/Resources/PermitApplicationForm.pdf

http://mhd.nv.gov/Content/Resources/Applications_New/

http://mhd.nv.gov/Content/Resources/Applications_New/
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Seal information/fields required for input is shown in the examples of IN labels, FH 
insignias, CC insignias, and MC insignias and can be downloaded from our website at 
http://mhd.nv.gov/uploadedFiles/mhdnvgov/Content/Inspections/ComplianceLabelsandInsignia


s.pdf 
 


Certificate information/fields required for input is shown in the example below 


 
 


41. Requirement #2.12b - What are “IN labels, FH insignias, CC insignias, and MC insignias?” 


Could you please provide examples? 


 


Definitions and examples of IN labels, FH insignias, CC insignias, and MC insignias can 
be downloaded from our website at 
http://mhd.nv.gov/uploadedFiles/mhdnvgov/Content/Inspections/ComplianceLabelsandInsig


nias.pdf 
 


42. Requirement #3.3 - What is “RME option?” 


 


RME is defined as “Responsible Managing Employee” and is defined further in NRS 


489.1353, 


      NRS 489.1353  “Responsible managing employee” defined.  “Responsible managing 
employee” means the person designated by the employer to exercise authority in 
connection with his or her principal or employer’s business in the following manner: 
     1. To make technical and administrative decisions. 
     2. To hire, superintend, promote, transfer, lay off, discipline or discharge other 
employees and to direct them, either personally or through others, or effectively 
recommend such action on behalf of his or her principal or employer. 


      (Added to NRS by 1979, 1201) 
Further information on RME may be found on our website at 
http://mhd.nv.gov/Content/Resources/Applications_New/ 


 


43. Requirement #4.5 - This is blank.  Please confirm if this is intentional or provide the 


requirement description. 


 


Requirement #4.5 in the Requirements Matrix is blank.  There is not requirement in the 
row of the spreadsheet.  



http://mhd.nv.gov/uploadedFiles/mhdnvgov/Content/Inspections/ComplianceLabelsandInsignias.pdf

http://mhd.nv.gov/uploadedFiles/mhdnvgov/Content/Inspections/ComplianceLabelsandInsignias.pdf

http://mhd.nv.gov/uploadedFiles/mhdnvgov/Content/Inspections/ComplianceLabelsandInsignias.pdf

http://mhd.nv.gov/uploadedFiles/mhdnvgov/Content/Inspections/ComplianceLabelsandInsignias.pdf

http://mhd.nv.gov/Content/Resources/Applications_New/

http://mhd.nv.gov/Content/Resources/Applications_New/
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State of Nevada  


  
 


Brian Sandoval 


Department of Administration Governor 


Purchasing Division  


515 E. Musser Street, Suite 300 Jeffrey Haag 


Carson City, NV  89701 Administrator 


 


SUBJECT: Amendment 2 to Request for Proposal 3238 


RFP TITLE: Replacement of the Manufactured Housing Division’s Core Systems 


DATE OF AMENDMENT: March 22, 2016 


DATE OF RFP RELEASE: February 19, 2016 


OPENING DATE: April 19, 2016 


OPENING TIME: 2:00 PM 


CONTACT: Ronda Miller, Procurement Staff Member 


 


 


The following shall be a part of RFP 3238.  If a vendor has already returned a proposal and any of the 


information provided below changes that proposal, please submit the changes along with this amendment.  


You need not re-submit an entire proposal prior to the opening date and time. 


 


 


1. Attachment H. Statement of Understanding 


 


 We believe that this only applies to contractor personnel that are performing the solution 


 implementation services and not the Cloud Services Provider personnel that are hosting the 


 solution. 


 


Cloud service provider personnel are required to sign an NDA, that covers all customer data,  not 


specifically the data belonging to a single tenant of the system. Additionally, we assume that the 


NDA language that is incorporated as part of the overall cloud/SaaS subscription agreement will 


meet this requirement. 


 


 The CSP’s process requires employees to sign and acknowledge receipt of the Employee 


 Handbook, the Code of Conduct, and the Employee Proprietary Information and Rights 


 Agreement. Employees also take code of conduct and legal compliance training. Initial and 


 annual Security Awareness Training includes security best practices, threat recognition, 


 compliance and policy requirements, and reporting obligations. Follow-up security awareness 


 training is presented to all personnel. 


 


 We request that these requirements be modified to reflect that this is not required for Cloud 


 Service Provider employees hosting the solution. 


 


Vendors should describe their exceptions and reasons in the “Exceptions” section of their 


proposal.  The state currently uses Cloud Service Providers/SaaS subscription models for 


systems in other agencies.   
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2. Section 13. Terms and Conditions 


 13.2.1 Background Checks 


 


 We believe that this only applies to contractor personnel that are performing the solution 


 implementation services and not the Cloud Services Provider (CSP) personnel that are hosting 


 the solution. For example, Cloud Service Provider engages the services of a background 


 screening vendor to conduct background checks, as on employees at the time of hire in the U.S. 


 Can MHD please modify these requirements accordingly? 


 


Vendors should describe their proposed exceptions, and reasons, in the “Exceptions” section 


of their proposal.  The state takes security very seriously and security measures such as 


background checks apply not only during implementation, but throughout the operational 


live of the system.   


 


The state is open to modifying the requirement or approach to meeting the requirement as 


long as security objectives are met.  Typically this is addressed during the vendor negotiation 


phase.  For example, the state may require the CSP to provide signed statements attesting to 


employee background checks.   


 


3. Attachment D. Contract Form 


21.  STATE OWNERSHIP OF PROPRIETARY INFORMATION.Any reports, histories, studies, 


tests, manuals, instructions, photographs, negatives, blue prints, plans, maps, data, system designs, 


computer code (which is intended to be consideration under the Contract), or  any other documents 


or drawings, prepared or in the course of preparation by Contractor (or its subcontractors) in 


performance of its obligations under this Contract shall be the exclusive property of the State and 


all such materials shall be delivered into State possession by Contractor upon completion, 


termination, or cancellation of this Contract.  Contractor shall not use, willingly allow, or cause to 


have such materials used for any purpose other than performance of Contractor’s obligations under 


this Contract without the prior written consent  of the State.  Notwithstanding the foregoing, the 


State shall have no proprietary interest in any materials licensed for use by the State that are subject 


to patent, trademark, or copyright protection. 


 


For PaaS/SaaS solutions, a Cloud Services Provider would be responsible for maintaining access in 


terms of performance and availability to MHD's data. MHD's data would be owned by MHD. The 


State would have access to its data and metadata, but not all of the PaaS/SaaS solution source code. 


MHD would have full rights to extract their data at any time during the subscription service. 


However, PaaS/SaaS Cloud Services Provider does not typically offer system source code because 


it is inapplicable to software delivered as a service subscription through a multitenant architecture. 


While it is possible to provide the source code in an escrow account for a configured solution, the 


source code would only be able to operate in the Cloud Service Provider's PaaS/SaaS 


environment.  Therefore, can MHD remove the source code requirements? 


 


Vendors should describe their proposed exceptions, and reasons, in the “Exceptions” section 


of their proposal.  MHD cannot remove this requirement from the standard state contract at 


this point during the RFP process.  Typically this is addressed during the vendor negotiation 


phase.  


 


Other agencies in the state currently use SaaS and Commercial-Off-The-Shelf software 


(hosted on state servers) where the state does not have direct ownership of source code.  MHD 


is very open to working with PaaS/SaaS vendors.   
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4. Attachment D. Contract Form 


1. WARRANTIES.  


 


A. General Warranty.  Contractor warrants that all services, deliverables, and/or work products 


under this Contract shall be completed in a workmanlike manner consistent with standards in the 


trade, profession, or industry, shall conform to or exceed the specifications set forth in the 


incorporated attachments; and shall be fit for ordinary use, of good quality, with no material 


defects. 


 


B. System Compliance.  Contractor warrants that any information system application(s) shall  not 


experience abnormally ending and/or invalid and/or incorrect results from the application(s) in the 


operating and testing of the business of the State. 


 


We believe that this only applies to contractor personnel and the prime contract provider that  will 


be performing the solution configuration and implementation services and not the Cloud Services 


Provider personnel that are hosting the solution. We request that these requirements be modified to 


reflect that this is not required for the Cloud Service Provider  hosting the solution. 


 


Vendors should describe their proposed exceptions, and reasons, in the “Exceptions” section 


of their proposal.  MHD cannot remove this requirement from the standard state contract at 


this point during the RFP process.  Typically this is addressed during the vendor negotiation 


phase.    MHD expects quality deliverables/services during implementation and throughout 


the operational live of the system. 


 


5. Attachment D. Contract Form 


 9. INSPECTION & AUDIT. 


 


As a multi-tenant cloud service provider, we do not typically offer a Right to Audit clause as part of 


the base service offering. As a multi-tenant service, compartmentalization is virtual, not physical. 


Annual site visits can be arranged at the MHD’s expense, but in consideration of our other 


customers, random access cannot be permitted. We have third party auditors that inspect and review 


our security. We undergo annual audits for compliance with additional frameworks such as SSAE 


16 SOC 1, SOC 2, SOC 3, ISO 27001, and PCI-DSS Level 1. The results of these audits can be 


provided to MHD as desired under NDA. Is this acceptable to meeting MHD’s requirements? 


 


Vendors should describe their proposed exceptions, and reasons, in the “Exceptions” section 


of their proposal.  MHD cannot remove this requirement from the standard state contract at 


this point during the RFP process.  Typically this is addressed during the vendor negotiation 


phase.  MHD is open to working with the vendor to find a method of verification that is 


reasonable for both the state and the vendor.   


 


6. What is MHDs budget for one-time implementation cost?  What is MHD’s budget for recurring 


software license and support cost? 


 


Current biennium (ends June 31, 2017) budget is: 


Fiscal year 1 = $180,000 Fiscal year 2 = $50,000 


Total for the current biennium = $230,000 (this combines one-time and ongoing costs) 


 


The budget for the next biennium has not yet been prepared.  The estimated ongoing support 


is estimated to be in the range of $30,000 – 45,000/year.  This does not include potential 


enhancements or added modules that MHD may decide to implement.     


 


7. Related to the Deliverable Submission and Review Process, item 5.2 on page 19 of the RFP be, we 


use an online portal to post and track deliverable acceptance. For agencies requiring an alternative 
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process, as currently outlined within the RFP, the price of deliverables is increased. Can the vendor 


propose an alternative, cost-savings deliverable submission process? Can elements of this 


requirement be removed / updated in order to accommodate alternative deliverable tracking and 


submission process? 


 


The agency is open to vendors proposing the methodology, approach, tasks and deliverables 


that they believe are appropriate to successfully meet the agency’s requirements while 


mitigating project risks.  The agency is interested in focusing resources on the delivery of a 


system solution rather than “overhead” tasks that contribute little to the end product.       


 


Regarding RFP section: “5.2 Deliverable Submission and Review Process” – The agency 


project team will be relatively small and should be able to review and sign-off on deliverables 


in a timely manner (if work products/deliverables are of high quality).  Vendors can clarify in 


their proposal their recommended approach and assumptions.   


 


The agency encourages vendors to propose a methodology that has been successful and is 


appropriate for this project.  The agency is most interested in meeting their requirements at a 


reasonable cost.   


 


8. Did the legislature approve a line item for this project in the agency's budget? If so, what is the 


amount and what does it cover? 


 


Current biennium (ends June 31, 2017) budget is: 


Fiscal year 1 = $180,000 Fiscal year 2 = $50,000 


Total for the current biennium = $230,000 (this combines one-time and ongoing costs) 


 


9. Requirement #13.3.4.1 requires the contractor to have onsite project management for the duration 


of the project. While achievable, this will greatly increase the overall cost of the project when more 


cost-effective methods for contractor staff to manage the project have proven to be effective in 


similar projects.  Although on-site presence by contractor staff will be planned during ideal phases 


of the project, can the State alter / remove this requirement, especially in light of the State's 


encouragement of alternative methods of communication (See item 6.6.6 on page 42 of RFP)? 


 


MHD is open to vendors proposing their approach to project management including the 


amount of time spent onsite and methods of communication.  In regards to #13.3.4.1, MHD 


will not require that the project manager be onsite 100% of the time.   


 


10. Requirement 13.3.10 requires many activities to be conducted on site that would typically be 


performed remotely by the contractor. This will add significant travel related costs to the project. 


Can the State alter / remove this requirement, especially in light of the State's encouragement of 


alternative methods of communication (See item 6.6.6 on page 42 of RFP)? 


 


Section 13.3.10 is not a requirement that vendor staff work onsite during the entirety of those 


tasks (e.g. interviews, analysis/design, training, and testing).  The agency is open to vendors 


proposing their approach to the project, including how their team will work on-site and off-


site, as well as methods of communication and collaboration.   The agency is interested in 


executing the project in the most effective manner possible and ensuring a quality system is 


delivered.   


  


11. Did MHD use a vendor to help develop the RFP? If so, can you please share the name of the 


vendor? 


 


No. 
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12. Has a budget been defined for this Project effort? If so, what is that budget? 


 


Please see #8 above. 


 


13. Did MHD evaluate solutions that could meet its requirements through vendor demonstrations 


leading up to the RFP release? If so, what types and names of solutions and vendors were 


evaluated? 


 


The agency has performed objective research to determine the viability of solutions in the 


market place to meet the agency’s needs.  This includes: vendor discussions, product 


demonstrations, and acquiring preliminary cost estimates.  Sometime back, the agency 


released a Request for Information (RFI).  Vendors involved in agency discussion included: 


GL Solutions, Praeses, MicroPact, Accela, and Salesforce.com.   The agency also solicited 


quotations from the Nevada Enterprise Information Technology Services (EITS) Division.    


 


14. Is MHD willing to divide the scope of the effort contained within the RFP 3238 into phases for a 


more effective implementation effort? 


 


MHD is open to vendors proposing a phased approach. 


 


15. How many records does MHD anticipate in the data migration effort from the legacy systems to the 


new system? 


 


MHD does not have a specific count at this point.  Please see ATTACHMENT N – MHD 


OPERATION AND INFORMATION TECHNOLOGY OVERVIEW for information on the 


legacy systems as well as metrics for the various business areas. 


 


16. Does MHD require any integration to third party systems beyond the scope of 5.8? If so, please list 


them. 


 


There is no integration between the new system and third-party systems required within the 


scope of this project.   


 


17. Does MHD require a need for any Change Management for this solution? 


 


We assume the vendor is referring to “Organizational” change management – which involves 


managing the effect the new system will have on the organization or the people side of change 


management.  This includes the effective transition to new business processes, organizational 


structure changes and cultural changes.   


 


MHD will oversee organizational change management activities with input from the vendor.  


Given the limited funds, MHD prefers to have the vendor focus on delivering an effective 


solution and providing comprehensive user training.    


 


18. Does MHD anticipate using live agent chat? 


 


MHD has not considered live agent chat for this project; however, it is open to the concept.  


This would be evaluated based on costs/benefits and security considerations.   


 


19. What is the implementation timeline? When does this system need to be live? 


 


Ideally, the agency would like to implement the system in the June 2016 – December 2016 


timeframe.  The production go-live would be January 2017.  This would leave the remaining 


five (5) months in the biennium for “fine tuning” and working out any issues.   
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State of Nevada  


  
 


Brian Sandoval 


Department of Administration Governor 


Purchasing Division  


515 E. Musser Street, Suite 300 Jeffrey Haag 


Carson City, NV  89701 Administrator 


 


SUBJECT: Amendment 3 to Request for Proposal 3238 


RFP TITLE: Replacement of the Manufactured Housing Division’s Core Systems 


DATE OF AMENDMENT: March 30, 2016 


DATE OF RFP RELEASE: February 19, 2016 


OPENING DATE: April 19, 2016 


OPENING TIME: 2:00 PM 


CONTACT: Ronda Miller, Procurement Staff Member 


 


 


The following shall be a part of RFP 3238.  If a vendor has already returned a proposal and any of the 


information provided below changes that proposal, please submit the changes along with this 


amendment.  You need not re-submit an entire proposal prior to the opening date and time. 


 


 


1. With respect to the Wells Fargo On-Line Payment Adapter: 


 


• Does the State currently have any applications using this functionality?  If yes, please 


describe. 


 


There are many State agencies that use the Wells Fargo Payment Gateway (a.k.a. 


CyberSource).  The largest user is the NV Department of Motor Vehicles.  The 


Department of Business & Industry, Real Estate Division has integrated their licensing 


system with the Wells Fargo Payment Gateway for the processing of online license 


renewals (over the Internet).  Attachment A, below, provides additional information on 


integration methods for the Wells Fargo Payment Gateway.       


 


MHD currently uses the web portal interface to the Wells Fargo Payment Gateway for 


accepting credit card payments (manually entering data).  MHD does not currently have 


any systems integrated with the payment gateway.       


 


       If yes, are there any known performance issues with this application? 


 


There are no know performance issues at this time. 


 


      If yes, is the application supported internally, by Wells Fargo, or another vendor? 


 


Wells Fargo supports the Payment Gateway.  The State of Nevada Treasurer’s Office, is 


the agency in charge of the contract with Wells Fargo, and is involved with coordinating 


activities between Wells Fargo and agencies interfacing with the Payment Gateway. 
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• Can the State provide any details on the anticipated On-Line Payment Adapter usage in 


terms of: 


       a. Average number of transactions per day / per hour 


 


       b. Peak number of transactions per day / per hour 


 


MHD does not have a specific estimate on the average or peak number of On-Line Payment 


Transactions per day; however it is relatively low.  The table below shows the annual totals 


for the three transaction types that MHD is anticipating will be available online.  The 


estimated annual total is 3,700, which equates to an average of 14 per work day.  A subset of 


this amount (depending on user adoption rates) would be online transactions.  


 


 Transaction Type Volume 


1 Estimated # of Permits  Issued Per Year (include fee) 2,500 


2 Estimated # of Re-inspections Per Year (include fee) 500 


3 Estimated # of Title Search Request Per Year (based on the # of 


property liens; submit request online and make payment)   


700 


   


 Total Transaction Per Year 3,700 


   


 Average # of Payment Transactions Per Work Day (52 weeks, 5 


days per week) 


14/day 


 


 


Amend 3 Additional 


Information on Wells Fargo Payment Gateway.docx
 


 
To open the document, double click on the icon. 


 


If you are unable to access the above inserted file 


once you have doubled clicked on the icon, 
please contact Nevada State Purchasing at 


srvpurch@admin.nv.gov for an emailed copy. 


 


2. How was the budget estimate derived? Was this estimate based on market research or available 


 funds for this project? 


 


The budget was based on both market research and available funds. 


 


3. Would you like the solution to allow you to host a website page where citizens can go to in 


 order to download documents/data? 


 


The current MHD website contains documents, forms and instructions, available to the 


public.  This will remain in place.   


 


4. Based on your responses to round one questions, we now assume that web-to-case ("online 


 submission") functionality is not a requirement for the desired solution. Please confirm 


 


Online submission is highly desired, but not necessarily required.  


 


The first priority of the new system will be to address the core “back-office” business 


functions of MHD.  The public facing web-based functions (e.g. processing requests for 



mailto:srvpurch@admin.nv.gov
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State of Nevada  


  
 


Brian Sandoval 


Department of Administration Governor 


Purchasing Division  


515 E. Musser Street, Suite 300 Jeffrey Haag 


Carson City, NV  89701 Administrator 


 


SUBJECT: Amendment 4 to Request for Proposal 3238 


RFP TITLE: Replacement of the Manufactured Housing Division’s Core Systems 


DATE OF AMENDMENT: April 5, 2016 


DATE OF RFP RELEASE: February 19, 2016 


OPENING DATE: April 19, 2016 


OPENING TIME: 2:00 PM 


CONTACT: Ronda Miller, Procurement Staff Member 


 


 


The following shall be a part of RFP 3238.  If a vendor has already returned a proposal and any of the 


information provided below changes that proposal, please submit the changes along with this 


amendment.  You need not re-submit an entire proposal prior to the opening date and time. 


 


 


1. Your response to question #2 in Amendment #1 indicated the state would follow up with 


additional information on the existing system but I have not seen any relevant information in 


any subsequent amendments.  Can you give me some idea of when this might be available as it 


will impact our ability to provide an accurate estimate.  Even if we can have the number of 


screens (each tab counts as a screen) in the applications?  Thanks! 


 


Attached are several items from the existing systems that are not included in the RFP 


Attachment N - MHD Operation and Information Technology Overview.  The following are 


included: 


 


 Seals Database (Labels and Insignias) 
o Screen Shots (One for each seal type) 
o Seals Database Tables 


 Licensing Database  
o Screenshots 
o Database Tables 


 Parks Database Tables 


 


RFP 3238 Amend 4 


attachment.docx
 


 
To open the document, double click on the icon. 


 
If you are unable to access the above inserted file 


once you have doubled clicked on the icon, 


please contact Nevada State Purchasing at 
srvpurch@admin.nv.gov for an emailed copy. 



mailto:srvpurch@admin.nv.gov
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B. Attachment A


As per Technical Proposal response instructions, Attachment A has been completed, signed by


an authorized individual and contained within GL Solutions’ response, on the following


pages.







ATTACHMENT A- CONFIDENTIALITY AND CERTIFICATION OF INDEMNIFICATION 


Submitted proposals, which are marked "confidential" in their entirety, or those in which a significant portion of the submitted 
proposal is marked "confidential" will not be accepted by the State of Nevada. Pursuant to NRS 333.333, only specific parts 
of the proposal may be labeled a "trade secret" as defined in NRS 600A.030(5). All proposals are confidential until the 
contract is awarded; at which time, both successful and unsuccessful vendors' technical and cost proposals become public 
information. 


In accordance with the Submittal Instructions of this RFP, vendors are requested to submit confidential information in separate 
binders marked "Part I B Confidential Technical" and "Part III Confidential Financial". 


The State will not be responsible for any information contained within the proposal. Should vendors not comply with the 
labeling and packing requirements, proposals will be released as submitted. In the event a governing board acts as the final 
authority, there may be public discussion regarding the submitted proposals that will be in an open meeting format, the 
proposals will remain confidential. 


By signing below, I understand it is my responsibility as the vendor to act in protection of the labeled information and agree to 
defend and indemnify the State of Nevada for honoring such designation. I duly realize failure to so act will constitute a 
complete waiver and all submitted information will become public information; additionally, failure to label any information 
that is released by the State shall constitute a complete waiver of any and all claims for damages caused by the release of the 
information. 


This proposal contains Confidential Information, Trade Secrets and/or Proprietary information as defined in Section 2 
"ACRONYMS/DEFINITIONS." 


Please initial the appropriate response in the boxes below and provide the justification for confidential status. 


Part I B-Confidential Technical Information 


YES I I NO I X 


Justification for Confidential Status 


A Public Records CD has been included for the Technical and Cost Proposal 


YES I X I NO (See note below) I 
Note: By marking "NO" for Public Record CD included, you are autlwrizing t!,e State to use t/1e "Master CD" for 
Public Records requests. 


Part III -Confidential Financial Information 


YES I X I NO I 
Justification for Confidential Status 


We request that our financial statements be handled confidentially for the purposes of this 
procurement, and not published as public information. The financial information is a compilation 
of financial data for GL Solutions, a privately owned corporation. GL Solutions derives economic 
value from understanding our private financial data by allowing GL Solutions to operate as a 
business. The information is considered confidential except as required to be disclosed to taxing 
authorities. Other parties could obtain value from knowing this information in the event GL 
Solutions or a competitor were acquired or sold because the data provides information about GL 
Solutions' valuation and capitalization. GL Solutions takes efforts such as this to keep the 
information provided, such as nondisclosure and confidentiality agreements with third parties such 
as attorneys and accountants. The data disclosed to the IRS is confidential by law. 
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GL Suite, Inc. (dba GL Solutions) 


Sighature 


Bill Moseley, CEO 
Print Name 


April 14, 2016 
Date 


This document must be submitted in Tab IV of vendor's technical proposal 
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C. Attachment C


As per Technical Proposal response instructions, Attachment C has been completed, signed by


an authorized individual and contained within GL Solutions’ response, on the following page.







ATTACHMENT C - VENDOR CERTIFICATIONS 


Vendor agrees and will comply with the following: 


(I) Any and all prices that may be charged under the terms of the contract do not and will not violate any existing federal, State
or municipal laws or regulations concerning discrimination and/or price fixing. The vendor agrees to indemnify, exonerate
and hold the State harmless from liability for any such violation now and throughout the term of the contract.


(2) All proposed capabilities can be demonstrated by the vendor.


(3) The price(s) and amount of this proposal have been arrived at independently and without consultation, communication,
agreement or disclosure with or to any other contractor, vendor or potential vendor.


(4) All proposal terms, including prices, will remain in effect for a minimum of 180 days after the proposal due date. In the case
of the awarded vendor, all proposal terms, including prices, will remain in effect throughout the contract negotiation process.


(5) No attempt has been made at any time to induce any firm or person to refrain from proposing or to submit a proposal higher
than this proposal, or to submit any intentionally high or noncompetitive proposal. All proposals must be made in good faith
and without collusion.


(6) All conditions and provisions of this RFP are deemed to be accepted by the vendor and incorporated by reference in the
proposal, except such conditions and provisions that the vendor expressly excludes in the proposal. Any exclusion must be
in writing and included in the proposal at the time of submission.


(7) Each vendor must disclose any existing or potential conflict of interest relative to the performance of the contractual services
resulting from this RFP. Any such relationship that might be perceived or represented as a conflict should be disclosed. By
submitting a proposal in response to this RFP, vendors affirm that they have not given, nor intend to give at any time
hereafter, any economic opportunity, future employment, gift, loan, gratuity, special discount, trip, favor, or service to a
public servant or any employee or representative of same, in connection with this procurement. Any attempt to intentionally
or unintentionally conceal or obfuscate a conflict of interest will automatically result in the disqualification of a vendor's
proposal. An award will not be made where a conflict of interest exists. The State will determine whether a conflict of
interest exists and whether it may reflect negatively on the State's selection of a vendor. The State reserves the right to 
disqualify any vendor on the grounds of actual or apparent conflict of interest.


(8) All employees assigned to the project are authorized to work in this country.


(9) The company has a written equal opportunity policy that does not discriminate in employment practices with regard to race,
color, national origin, physical condition, creed, religion, age, sex, marital status, sexual orientation, developmental disability
or handicap.


(IO)The company has a written policy regarding compliance for maintaining a drug-free workplace. 


( 11) Vendor understands and acknowledges that the representations within their proposal are material and important, and will be
relied on by the State in evaluation of the proposal. Any vendor misrepresentations shall be treated as fraudulent
concealment from the State of the true facts relating to the proposal.


(12)Vendor must certify that any and all subcontractors comply with Sections 7, 8, 9, and IO, above.


(13)The proposal must be signed by the individual(s) legally authorized to bind the vendor per NRS 333.337.


Vendor Signatu,i" C"' I\. 1..-1 .'\ lL ..._....,__ � Ul1SS<.f '7 ,


This document must be submitted in Tab IV of vendor's technical proposal 
ousmg 
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D. Attachment L 


 


As per Technical Proposal response instructions, Attachment L has been completed, signed by 


an authorized individual and contained within GL Solutions’ response, on the following 


pages.  


 


  







ATTACHMENT L - CERTIFICATION REGARDING LOBBYING 


Certification for Contracts, Grants, Loans, and Cooperative Agreements 


The undersigned certifies, to the best of his or her knowledge and belief, that: 


(I) No Federal appropriated funds have been paid or will be paid, by or on behalf of the undersigned, to any
person for influencing or attempting to influence an officer or employee of any agency, a Member of
Congress, an officer or employee of Congress, or an employee of a Member of Congress in connection with
the awarding of any Federal contract, the making of any Federal grant, the making of any Federal loan, the
entering into of any cooperative agreement, and the extension, continuation, renewal, amendment, or
modification of any Federal contract, grant, loan, or cooperative agreement.


(2) If any funds other than Federally appropriated funds have been paid or will be paid to any person for
influencing or attempting to influence an officer or employee of any agency, a Member of Congress, an
officer or employee of Congress, or an employee of a Member of Congress in connection with this Federal
contract, grant, loan, or cooperative agreement, the undersigned shall complete and submit Standard Form
LLL, "Disclosure of Lobbying Activities," in accordance with its instructions.


(3) The undersigned shall require that the language of this certification be included in the award documents for
all sub awards at all tiers (including subcontracts, sub grants, and contracts under grants, loans, and
cooperative agreements) and that all sub recipients shall certify and disclose accordingly.


This certification is a material representation of fact upon which reliance was placed when this transaction was 
made or entered into. Submission of this certification is a prerequisite for making or entering into this transaction 
imposed by section 1352, U.S. Code. Any person who fails to file the required certification shall be subject to a 
civil penalty of not less than $ I 0,000 and not more than $100,000 for each such failure. 


By: -53,}/ . C&a 
Signatureofuff1cial Authorized to Sign Application 


o�/;cBJ/£.
Date�/ 


For: 


Project Title 


This document must be submitted in Tab IV of vendor's technical proposal 
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E. Applicable Certifications or Licenses


GL Solutions has no applicable certifications or licenses to provide here.  For the GL Suite


software agreement/license, please see Supporting Document 20 – GL Suite Software


Agreement.
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Tab V Attachment B 


As per Technical Proposal response instructions, Attachment B has been completed and signed by an 


authorized individual and contained within GL Solutions’ response, on the following pages.  







ATTACHMENT B-TECHNICAL PROPOSAL CERTIFICATION OF COMPLIANCE 


WITH TERMS AND CONDITIONS OF RFP 


I ha,·e read, understand and agree ro comply ,vith all the rerms and conditions specified in this Request for Proposal. 


X, as negotiated per 


YES exceptions/assumptions 
below 


I agree to comply with the terms and conditions specified in this RFP. 


NO I do not agree to comply with the terms and conditions specified in this RFP. 


If the exception and/or assumption require a change in the terms in any section of the RFP, the contract, or any incorporated 
documents, vendors must provide the specific language that is being proposed in the tables below. If vendors do not specify 
in detail any exceptions and/or assumptions at time of proposal submission, the State will not consider any additional 


exceptions and/or assumptions during negotiations. 


GL Suite, Inc. (dba GL Solutions) 


Company Name 


1 /) 
-JV-"--== ) (! Ev


Signature 


Print Name Date 


Vendors MUST use tile fo/lowiug format. Attach additional sheets if necessary . 


EXCEPTION# 
RFP SECTION 


NUMBER 


1 Attachment D, 


11 


Nevada Department of Business & Industry 


Manufactured Housing Division (MHD) 


EXCEPTION SUMMARY FORM 


4 


RFP 
EXCEPTION 


PAGE NUMBER 
(Complete detail regarding exceptions must be 


identified) 


THE LIMITATIONS, EXCLUSIONS 
AND DISCLAIMERS IN THIS SECTION 
APPLY IRRESPECTIVE OF THE 
NATURE OF THE CAUSE OF ACTION, 
DEMAND OR ACTION BY LICENSEE, 
INCLUDING BUT NOT LIMITED TO 


BREACH OF CONTRACT, 
NEGLIGENCE, TORT OR ANY OTHER 
LEGAL THEORY, AND REGARDLESS 
OF THE SUCCESS OR EFFECT OF 
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EXCEPTION # 
RFP SECTION 


NUMBER 
RFP  


PAGE NUMBER 


EXCEPTION 


(Complete detail regarding exceptions must be 


identified) 


OTHER REMEDIES. 


2 Attachment D, 


12 


4 IN NO EVENT WILL THE AGGREGATE 


LIABILITY OF COMPANY TO 


LICENSEE UNDER THIS CONTRACT 


FOR DAMAGES, COSTS, ATTORNEY’S 


FEES, EXPENSES OR INDEMNITY 


EXCEED THE TOTAL FEES PAID BY 


LICENSEE IN THE LAST TWELEVE 


MONTHS TO CONTRACTOR 


HEREUNDER. STATE hereby waives any 


claim that these exclusions deprive it of an 


adequate remedy or cause this Agreement 


to fail of its essential purpose. 


3 Attachment D, 7 21 State acknowledges that GL Suite software 


is exclusively owned by Contractor.  


Contractor offers State a license as 


described in Attachment CC. 


4 Attachment D, 


26 


8 
EXCEPT AS EXPRESSLY SET FORTH 


IN THIS SECTION 11, COMPANY 


MAKES NO OTHER WARRANTIES OF 


ANY KIND, AND EXPRESSLY 


DISCLAIMS ANY AND ALL OTHER 


WARRANTIES, EXPRESS AND 


IMPLIED, AS TO ANY MATTER 


WHATSOEVER, INCLUDING, 


WITHOUT LIMITATION, THE 


SUITABILITY OR THE CONDITION OF 


THE SOFTWARE, OR ITS FITNESS OR 


SAFETY FOR ANY PARTICULAR 


PURPOSE OR USE, OR AS TO ITS 


MERCHANTABILITY. company makes 


no warranty regarding the usability or 


CONVERTIBILITY of any of Licensee’s 


data, the suitability of the Software for 


Licensee’s needs, or any performance 


problem, claim of infringement or other 


matter attributable to any use or 


modification of the Software, or 


combination of the Software with any 


other software or computer program or 
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EXCEPTION # 
RFP SECTION 


NUMBER 
RFP  


PAGE NUMBER 


EXCEPTION 


(Complete detail regarding exceptions must be 


identified) 


communications device, not expressly 


authorized by company in writing. 


COMPANY SHALL NOT BE LIABLE 


FOR INDIRECT, SPECIAL, 


INCIDENTAL OR CONSEQUENTIAL 


(INCLUDING LIABILITY IN TORT, 


STRICT OR OTHERWISE) DAMAGES 


ARISING DIRECTLY OR INDIRECTLY 


FROM THE SOFTWARE, THE USE, 


MISUSE, LOSS OF USE OR SALE 


THEREOF OR THE DELAY OR 


FAILURE OF DELIVERY OF THE 


SOFTWARE OR FROM ANY OTHER 


CAUSE WHATSOEVER EVEN IF IT 


HAS BEEN ADVISED OF SUCH 


POSSIBILITY. THE LIMITATIONS, 


EXCLUSIONS AND DISCLAIMERS IN 


THIS LICENSE SHALL APPLY 


IRRESPECTIVE OF THE NATURE OF 


THE CAUSE OF ACTION, DEMAND OR 


ACTION BY LICENSEE, INCLUDING 


BUT NOT LIMITED TO BREACH OF 


CONTRACT, NEGLIGENCE, TORT OR 


ANY OTHER LEGAL THEORY, AND 


REGARDLESS OF THE SUCCESS OR 


EFFECT OF OTHER REMEDIES. IN 


NO EVENT WILL THE AGGREGATE 


LIABILITY OF COMPANY TO 


LICENSEE UNDER THIS LICENSE 


FOR DAMAGES, COSTS, ATTORNEY’S 


FEES, EXPENSES OR INDEMNITY 


EXCEED THE TOTAL FEES PAID BY 


LICENSEE IN THE LAST TWELEVE 


MONTHS TO COMPANY HEREUNDER. 


Licensee hereby waives any claim that 


these exclusions deprive it of an adequate 


remedy or cause this Agreement to fail of 


its essential purpose. 


5 RFP, 3.4 12 Add:  3.4.3  GL Portal (for schedules, 


project artifacts, notifications, 


acceptance/rejection of deliverables, ticket 


reporting, project status reporting, 


deliverable submission and review process 
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EXCEPTION # 
RFP SECTION 


NUMBER 
RFP  


PAGE NUMBER 


EXCEPTION 


(Complete detail regarding exceptions must be 


identified) 


identified in section 5.2) 


6 RFP 3.6.4 13 Add sections: 


3.6.4.5 State shall provide all necessary 


staff and management reasonably 


necessary and required by 


Company to accomplish the 


purposes of this contract.    


3.6.4.6 State and Contractor shall adopt 


and may revise a Project 


Management Plan and a UAT Plan 


which describes detailed project 


management methodologies and 


timeline expectations of 


performance for both Contractor 


and State.   


3.6.4.7 To allow Contractor to timely 


produce deliverables, Licensee shall 


allocate necessary staff resources 


including, but not limited to, 


provide detailed business 


requirement descriptions, review 


deliverables, answer clarifying 


business requirement questions, 


perform UAT testing, and manage 


staff and process change within 


Licensee’s organization. 


3.6.4.8 Performance by State of the 


provisions of this section shall be 


an essential element of this 


contract.  State's failure to provide 


such services is a material breach 


of this contract. 


7 RFP, 5.2.2.5 20 State shall utilize Contractor’s forms and 


procedures for deliverable review, 


acceptance and rejection as an alternate to 


the forms and procedures specified in 


section 5.2 if they meet the general 


requirements of this section 5.2. 


8 RFP, 5.2.3.2 21 Add section c: 
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EXCEPTION # 
RFP SECTION 


NUMBER 
RFP  


PAGE NUMBER 


EXCEPTION 


(Complete detail regarding exceptions must be 


identified) 


C. State agrees that any the following


conditions constitute acceptance of


a deliverable by Licensee, in the


form delivered by Contractor,


including acceptance of an


installation, Customization or other


Software Support Service


deliverable:


a. Written acceptance by State;


b. Production use of the


software (or, as applicable,


Installation  and Migration


Services, Customization or


other Software Support


Service deliverable) in a live


environment; or


c. Failure to test, inspect and


report specific defects


regarding the Software or


any contract deliverable


within ten business days


after delivery notification by


Contractor to State via GL


Portal.


Company shall offer services in 


accordance with the warranty following 


Acceptance for identified and reported 


defects.  A defect is a variation between an 


Accepted specification and the software 


functionality. 


9 RFP, 5.9.2 28 Add at the end: 


5.9.2.5  State shall conduct UAT testing 


exclusively by following written process 


instructions and flow diagrams provided by 


Contractor and developed for each 


business process identified and mutually 


agreed to at during the project initiation. 


10 RFP, 13.2.1.3 


and 13.2.1.7 


64 Delete these sections. 
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EXCEPTION # 
RFP SECTION 


NUMBER 
RFP  


PAGE NUMBER 


EXCEPTION 


(Complete detail regarding exceptions must be 


identified) 


11 RFP, 13.3.10 70 Delete the words “analysis/design”. 


12 RFP, 


13.3.11.3.E 


71 Replace the word “including” with 


“except”. 


13 RFP, 13.3.11.4 71 Delete this section. 


14 RFP, 13.3.11.12, 


.13 


72 Delete these sections. 


15 RFP, 13.3.14 74 Delete this section and subsections. 


ASSUMPTION SUMMARY FORM 


ASSUMPTION # 
RFP SECTION 


NUMBER 


RFP 


PAGE NUMBER 


ASSUMPTION 


(Complete detail regarding assumptions must be 
identified) 


1 RFP, 5 18 Where public web sites are specifically 


enumerated and named in the requirements, 


Company shall provide the public web site 


functionality.  Where the requirements make 


a general requirement for online 


functionality, such as “online applications 


for all license types”, Company shall provide 


the public web site functionality where more 


than 250 public users will use the specific 


functionality per year. 


2 RFP, 5.2 19 State accepts an alternate method of meeting 


the requirement purpose per Contractors’ 


standard project management practices.  To 


that end Contractor intends to use GL Portal 


to meet the requirements.  Contractor is 


open to atypical project management 


requirements such as those detailed at an 


hourly rate. 


3 RFP, 13.3.5.3 68 Contractor assumes that State shall utilize 


the change control process, warranty or 


other software support service to modify a 
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ASSUMPTION # 
RFP SECTION 


NUMBER 


RFP 


PAGE NUMBER 


ASSUMPTION 


(Complete detail regarding assumptions must be 
identified) 


previously accepted deliverable, whether 


accepted by oversight or not. 


This document must be submitted in Tab V of vendor’s technical proposal 
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Tab VI Section 4 – System Requirements 


4.1 VENDOR RESPONSE TO SYSTEM REQUIREMENTS 


Vendors must explain in sufficient detail how the vendor will satisfy the Manufactured Housing 


Division’s project requirements described below and in Attachment O ~Requirements Matrix.  If 


subcontractors will be used for any of the tasks, vendors must indicate what tasks and the percentage 


of time subcontractor(s) will spend on those tasks. 


Since GL Solutions’ founder and current CEO started the company in 1997 out of a need he 


realized when working for the Oregon Department of Justice, GL Solutions has been 


implementing software systems for government regulatory agencies. “GL” stands for Government 


Licensing, because helping government regulatory agencies is our entire focus. GL Solutions 


empowers government agencies by providing innovative, high-quality software and services 


through a team of passionate employees committed to excellence. 


Among our clientele of over 60 government organizations, are numerous GL Solutions’ clients 


that perform similar activities and are similar in size to the State of Nevada Department of 


Business & Industry, Manufactured Housing Division (MHD). Our clients include those involved 


in professional and business regulation, real estate, gaming, pharmacy, accountancy, medical, 


and public health. For these clients, we have successfully provided all of the comprehensive 


licensure and enforcement capabilities that MHD requires. 


For the Manufactured Housing Division, a new GL Suite Licensing Software System will include 


all of the tools and functionality required and outlined within this RFP to replace MHD’s current 


litany of legacy applications, databases, logs, look-ups, etc. GL Suite is a highly flexible, 


configurable web-based Commercial Off-the-Shelf (COTS) government regulatory software 


solution designed to streamline processes and integrate every aspect of licensing, permitting, 


inspection, certification, reporting, complaints, investigations and case management from 


beginning to end – all in one system. We have minimized GL Suite’s technical complexity to 


provide a seamless user experience that requires little IT involvement. Because we tailor GL Suite 


to meet the specific needs of each agency, it does the work you want, the way you want it.  


As a configurable off-the-shelf system, GL Suite software is a stable, widely-tested, heavily used, 


and fully flexible software system to meet the technical needs of the MHD project with only as 


much technical involvement as the agency desires. We consistently meet the needs of our clients 


by being process-oriented in everything we do, from core software design to client specifications to 


configuration to software implementation. 


GL Solutions continually seeks to enrich our approach to new client implementations. We 


recognize that successful projects begin and end with well-developed plans and well-defined 


procedures. In so doing, we have researched and incorporated industry best-practices and tools 
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into our internal processes. As a result, we have put into place systems to ensure your project 


progresses according to schedule, to anticipate and prepare for unexpected challenges and to 


foster productive communication between your agency and GL Solutions.  Our refined approach 


leads to successful projects and solid, long-term relationships.  


Since GL Solutions is not solely focused on one industry, we are able to incorporate the 


perspectives of subject matter experts across a multitude of different regulatory industries. We 


have researched and incorporated software best-practices that add value across ALL industries, 


which are completely configurable to MHD’s needs. By creating a feedback loop that incorporates 


the viewpoints and expertise of leaders and innovators in many different types of industries, we 


have created a stable, cohesive product that is certain to lead to successful projects and a solid, 


long-term relationship. 


A major strength of GL Suite is its ability to be tailored to any business process. The core system 


and database deal with all of the system’s complexity, while GL Suite’s Control Panel is used to 


design and develop your tailored system. GL Solutions can update GL Suite’s core code and 


deploy modifications to all of our clients’ systems without revising or redoing the configurations 


specific to their systems that were implemented through the Control Panel. This allows GL 


Solutions to leverage the system and its power to the fullest without affecting MHD’s daily 


workflow. The risk of issues is greatly reduced because your tailored system rests upon a 


thoroughly exercised, solid core foundation. 


With GL Suite the Division will be able to expect substantial increases in productivity because of 


simplified and streamlined business processes. GL Suite manages routine tasks, including many 


customer service functions, so MHD staff can focus attention on other responsibilities. It 


automates common activities, such as batch printing of correspondence and collection of a 


multitude of data through online interfaces and data exchanges. 


GL Solutions provides more than just software systems for regulatory agencies. We have a proven 


record of accomplishment for meeting project goals and delivering all agreed upon components of 


software implementation. We believe strongly in the benefits of providing stellar service through 


solid, ongoing partnerships with our clients.  We believe this so wholeheartedly that we developed 


a unique support model to advance this ideal. Whether you choose our unique and popular GL 


Simple support plans or another support model, we hope to cultivate a robust relationship with 


your agency and develop deep knowledge of your systems and needs. This will empower us to help 


you meet your ongoing needs.  


Using our experience, we will work with you to identify and achieve your goals. To support our 


effort, we follow a time-tested, effective risk management methodology to identify, control and 


mitigate potential risks. The GL Solutions Project Management Methodology is a well-thought-
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out and effective process that has been highly successful for government regulatory agencies of 


all types and sizes.  


GL Solutions also provides our clients with dedicated personal support. When MHD chooses GL 


Solutions as its vendor, we will pair you up with a support team that will assist you with issues and 


enhancements. Your dedicated Agency Partner, with the help of additional technical resources, 


will ensure your goals are met and any issues are addressed to your satisfaction and in a timely 


manner. They will also help you strategize for the future by providing best-practice advice and 


careful planning. Our aim is to develop strong communication and ongoing partnership with your 


agency during system implementation and beyond. 


To top it all off, our software and services comes backed by a dedicated team of experts always 


eager to help – not subcontractors or recently merged technology groups. In today’s world of 


software company acquisitions, as an employee-owned company, GL Solutions has stayed true to 


its original passion and mission to help agencies succeed. We are not the subject of recent 


acquisitions, anticipated changes in ownership or control, or the confusion and project risk that 


goes with such changes.  


GL Solutions has substantial experience, a record of success, of delivering projects on time, a 


talented team of employees and a mature, comprehensive software solution. We hope you will 


agree after evaluating our entire proposal – GL Solutions is the best partner for the Nevada 


Department of Business & Industry, Manufactured Housing Division in this important endeavor 


and for the years to come. 
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4.2 COMPUTING PLATFORM 


The server and desktop environments at the Department of Business & Industry and MHD is 


Windows.  For virtual environments VMWare is used.   


In terms of hosting applications, MHD is open both State hosted or vendor hosted solutions.  MHD 


will evaluate the merits of each.  The state hosting options include: 


 MHD hosting on one of their existing servers (or purchase new server); or


 EITSD hosting on a virtual server in the state server farm facility.


Systems hosted on State servers should run on a Windows Server environment.  However, MHD is 


open to discuss other platforms. 


GL Solutions proposes to host the MHD's instance of GL Suite, but is open to the State hosting – 


the possibility as noted above.  GL Suite runs on a Windows Server Environment. From the 


beginning, GL Suite has been developed with Microsoft technology. It has developed into an 


industry-best COTS software system built on the latest version of Microsoft SQL and .NET 


technology. See Supporting Document 12 for more information on hosting with GL Solutions.  


See Supporting Document 14 for an overview of the technical architecture.  


4.3 TECHNICAL REQUIREMENTS 


The following are some, but not all, computing technical requirements: 


 The proposed vendor solution should be web-based and support standard commercial


browsers.


GL Suite is a flexible, secure, and configurable web-based Commercial Off-the-Shelf


(COTS) government regulatory software solution. GL Suite is cross-browser compatible,


and is therefore accessible from virtually anywhere via the Internet. All GL Suite back


office (workstation) functionality is designed to be accessed through an industry standard


web browser (Internet Explorer 8, 9, 11, Edge, Chrome 15.0.874.160, Firefox 7.0.1, and


Safari 5.1.1).


 The system must have robust security features that meet all state and industry security


standards.  This includes the encryption of sensitive data such as Personal Identifiable


Information (e.g. SSNs).  The system must support complex passwords and enforce periodic


resetting of passwords.


GL Suite is a flexible, secure, and configurable web-based Commercial Off-the-Shelf


(COTS) government regulatory software solution. GL Suite is cross-browser compatible,


and is therefore accessible from virtually anywhere via the Internet, including access via


mobile devices.
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 The system must have user friendly reporting tools that allow knowledgeable users to extract


the information they need from the system.


GL Suite provides a user-friendly reporting tool.  In addition to having access to a number


of predefined reports and queries, authorized users will have the ability to use GLS Report,


our ad-hoc reporting tool that allows users to query the database on any set of data


elements in the system. Security roles would dictate the permitted access and viewing rights


for custom reports and data.


GL Suite includes the ability to create custom reports.  Customized reporting can be


handled using GLS Report, wherein users will define criteria and have the ability to save


reports. For even more customized reporting by qualified users, the database can be


queried by authorized users utilizing SQL Server Reporting Services.  See Section 5,


Supporting Document 6 for more information on GL Suite's reporting capabilities.


 The system must have full backup and recovery capabilities.


GL Solutions maintains offsite backup and disaster recovery environments for every


agency’s GL Suite system, ensuring absolute security for all of the clients we host.


Application backup data is typically created in the evenings, every 24 hours. The backup


process encompasses data stored in every location in the system, including Transactional


Data, Report Data, Document Repository, Correspondence Templates, Reports, Persisted


Customizations, Automated Database Jobs, Interface Applications, Files. GL Solutions


will perform daily backup of data from the servers at onsite and offsite locations, enabling


fast, painless data restoration, if needed. GL Solutions maintains its backup data at


OneNeck’s secure data center. OneNeck is an offsite, Tier III certified data center and


exceeds the highest standards for operational security and stability, as set by the Uptime


Institute, the world’s authority on data security. OneNeck features a 24/7 live security


staff, biometric access, more than 50 high-definition closed-circuit cameras and real-time


tracking of staff and visitors.


See Section 5, Supporting Document 12 – Hosting Overview for more information.


 As a desired feature, the system should have APIs that will allow it to integrate with the


OpenText, File 360 document management system in the future.  Integration is not included


in the scope for this project.


GL Solutions regularly creates custom interfaces, which allow for all manner of data


exchange between our clients and third parties. GL Suite will interface with any system


that has an API, and/or transfer files via secure FTP site. We build interfaces to support


online credit card payments, criminal record checks, information updates, exam


scheduling/scoring/administration, and more. Custom interfaces can provide nearly real-


time or delayed transactions (whichever you choose). When the time comes and the State is


ready, we will be ready as well. See Supporting Document 9 – Third-Party Interfaces.
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4.4 FUNCTIONAL REQUIREMENTS 


Refer to Attachment O – Requirements Matrix. Vendors must review and complete the 


Requirements Matrix and include it in your proposal. 


GL Solutions has reviewed and completed the Requirements Matrix and included it in our 


proposal. 


Vendors should also review Attachment N - MHD Operation and Information Technology 


Overview to have a full understanding of MHD’s requirements.  The proposed system must support 


MHD’s core business processes, including: 


 Permitting and Inspections


 Titling


 Licensing


 Investigations


 Mobile Home Parks


 Lot Rent Subsidy


 Education


GL Solutions has reviewed the MHD Operation and Information Technology Overview and 


proposes our COTS software and services to support MHD's core business processes, including 


all those listed above.   


4.5 SECURITY STANDARDS 


4.5.1 System must meet State security standards for transmission of personal information as outlined 


in NRS 205.4742 and NRS 603A. 


Security was our paramount concern when we designed GL Suite. Its 3-tiered architecture 


provides elevated security because it allows physical separation of tiers into sub-networks. This 


enables each tier to be isolated behind different firewalls and creates a robust defense against 


SQL injection and other common attack scenarios. Notably, our Database tier is the only 


access method to SQL Server. This permits SQL Server to be physically isolated from the 


Business and Presentation tiers—an ideal feature for security.  


GL Suite security features include: 
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 User Authentication options such as LDAP, SQL Server Database, and ADS.


 Extremely granular system security, to the extent that changes can be made to every


component on a page. For example, agencies can set different security to access or


change each license type that they manage.


 Token-based authentication methods, which enhance user security by circumventing


the need to send user names and passwords over the internet.


 Maintains encrypted data in the database itself (e.g. encrypted Social Security


Numbers).


 Each tier— Presentation, Business, and Data—has its own layer of security and each


is separated from the other with a firewall.


 HIPAA compliant to ensure the confidentiality and security of protected health


information when it is transferred, received, handled, or shared.


 GL Suite application components access the RDBMS using best-practices for MS SQL


Server security.


 Third-party tested and certified against SQL injection attacks.


 Multi-level security establishes secure connections between the application, clients, and


web servers using Secure Sockets Layer (SSL) certificates.


 Both the GL Suite application and any public-facing websites that access your data use


Hypertext Transfer Protocol Secure (HTTPS), ensuring that all data sent between a


user and your organization is encrypted and secure.


 All documents saved, uploaded, and/or created in GL Suite are obfuscated and do not


allow directory browsing, preventing intruders from accessing non-public documents.


4.5.2 Protection of sensitive information will include the following: 


4.5.2.1 Sensitive information in existing legacy applications will encrypt data as is practical. 


GL Solutions takes private and sensitive information very seriously and makes every 


effort to protect such data from unauthorized access.  These efforts include the 


encryption and/or obfuscation of such data where it is practical and necessary. 


4.5.2.2 Confidential Personal Data will be encrypted whenever possible. 


Personally-Identifying information is listed below, followed by the schema used to 


scrub the data: 


o Name:  First Name is to be replaced by John in all cases.  Last Name is to be


replaced by (the letter of the alphabet corresponding to the last number in the


Entity ID + remaining four numbers of the Entity ID.


Example: Nancy Emerson, Entity ID=16874 becomes John D1687


o Social Security Number:  Change every odd digit to a value of zero (0).
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Example: 678-44-1267 becomes 070-40-1060 


o Date of Birth:  Change the year value to 1950.


Example: 05/14/1961 becomes 05/14/1950


o Credit Card Number:  credit card numbers may not be stored in any environment


o Case Information:  No case information is allowed to be used in a scrubbed


environment


o Production Images: No production images are to be used in a scrubbed


environment; only test images are allowed


4.5.2.3 Sensitive Data will be encrypted in all newly developed applications. 


GL Solutions understands the necessity of protecting private, sensitive data and will 


encrypt all sensitive data in newly developed applications. 


4.5.3 All information technology services and systems developed or acquired by agencies shall have 


documented security specifications that include an analysis of security risks and recommended 


controls (including access control systems and contingency plans). 


GL Solutions will analyze and document any security risks related to systems developed for or 


acquired by your agency.  This will include documented security specifications, recommended 


controls, access control systems, and contingency plans. 


4.5.4 Security requirements shall be developed at the same time system planners define the 


requirements of the system.  Requirements must permit updating security requirements as new 


threats/vulnerabilities are identified and/or new technologies implemented. 


GL Solutions produces a custom security specification during the Design phase.  This 


specification includes user roles and permissions which define who can perform every action 


within the system. 


4.5.5 Security requirements and evaluation/test procedures shall be included in all solicitation 


documents and/or acquisition specifications. 


GL Solutions will include system requirements and evaluation/test procedures in all 


solicitation documents and acquisition specifications. 


4.5.6 Systems developed by either internal State or contracted system developers shall not include 


back doors, or other code that would cause or allow unauthorized access or manipulation of code 


or data. 


GL Suite contains no back doors or other code that would cause or allow unauthorized access 


or manipulation of code or data. 
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4.5.7 Security specifications shall be developed by the system developer for approval by the agency 


owning the system at appropriate points of the system development or acquisition cycle. 


GL Solutions develops and provides many opportunities for Agencies to approve 


specifications, including security specifications, throughout the development and acquisition 


cycle. 


4.5.8 All system development projects must include a documented change control and approval 


process and must address the security implications of all changes recommended and approved to 


a particular service or system.  The responsible agency must authorize all changes. 


GL Solutions utilizes a change control methodology that fully documents change requests and 


approvals in all system development projects.  Security implications are addressed and 


documented, as well.  Additionally, GL Solutions requires both documentation and agency 


authorization before any changes are incorporated into or implemented within a system. 


4.5.9 Application systems and information that become obsolete and no longer used must be disposed 


of by appropriate procedures.  The application and associated information must be preserved, 


discarded, or destroyed in accordance with Electronic Record and Record Management 


requirements defined in NRS and NAC 239, Records Management. 


GL Solutions adheres to a very stringent policy on preserving, discarding, and destroying data 


and will work with your agency’s designee to ensure that state and federal regulatory 


requirements are fulfilled just as we do for many other clients in the many states we serve, 


including the State of Nevada. 


4.5.10 Software development projects must comply with State Information Security Consolidated 


Policy 100, Section 4.7, Software Development and Maintenance and State Standard 131, 


“Security for System Development”. 


4.5.10.1 Separate development, test and production environments must be established on State 


systems. 


GL Solutions promotes and deploys all work through 4 (four) independent 


environments.  Development occurs in the DEV environment; System Testing occurs 


in the SYS environment; User Testing occurs in the UAT environment, and then the 


work is deployed to PROD, our production environment.   


4.5.10.2 Processes must be documented and implemented to control the transfer of software 


from a development environment to a production environment. 


GL Solutions promotes and deploys all work through 4 (four) independent 


environments: DEV, SYS, UAT, and PROD.  This allows software to be promoted 


through the environments safely. All work is documented while in each environment. 
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4.5.10.3 Development of software and tools must be maintained on computer systems isolated 


from a production environment. 


GL Solutions develops all software and tools completely isolated from and 


independent of the production environment. 


4.5.10.4 Access to compilers, editors and other system utilities must be removed from 


production systems. 


GL Solutions does not maintain compilers, editors, or other system utilities in 


production environments. 


4.5.10.5 Controls must be established to issue short-term access to development staff to correct 


problems with production systems allowing only necessary access. 


GL Suite utilizes a role-based security model which allows granular control over who 


can do what within the system.  Development staff can be granted permission to 


temporarily access only the resources necessary to perform their functions. 


4.5.10.6 Security requirements and controls must be identified, incorporated in and verified 


throughout the planning, development, and testing phases of all software development 


projects.  Security staff must be included in all phases of the System Development 


Lifecycle (SDLC) from the requirement definitions phase through implementation 


phase. 


Security requirements and controls are identified early in the Design process and 


incorporated during the Development process.  From there, these Security 


requirements are tested and verified during the Testing process.  Security staff are 


included in all phases of the Software Development Lifecycle. 


4.6 REQUIREMENTS MATRIX 


Vendor must: 


4.6.1 Present the platform requirements for efficient operation of the system; 


GL Solutions proposes to host the MHD's new GL Suite software system on our equipment in 


our colocation data center.  Therefore, in order to access and efficiently operate the system, 


MHD users will simply need a computer with an internet connection, web browser (Explorer, 


Edge, Chrome, Firefox, and Safari), Microsoft Office, and Acrobat Reader or equivalent.  A 


connected printer and scanner in the office will provide the ability to produce paper outputs 


from the GL Suite system, and to upload electronic documents. 


4.6.2 Review the requirements matrix carefully to insure that the proposed system design addresses all 


of the requirements; 
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GL Solutions has carefully reviewed the requirements matrix to ensure that our proposed 


system, GL Suite, will address all of the requirements, either via the core functionality of this 


COTS system, or through specification and configuration. 


4.6.3 Tie each data element/function to the vendor’s project plan by task number; 


Each data element/function in the Requirements Matrix will touch each of the Tasks (1-9) 


noted in this RFP.  All requirements will progress from the initial project requirement analysis 


(being included for requirements traceability and tasked out for clear tracking of business 


processes and requirement tasks).  Requirements will then move through design, 


configuration, testing, data migration, user acceptance testing, documentation, training, go-


live, and post-implementation support/review (including escalated defect-correction period for 


90 days after go-live).  GL Solutions has tied each data element/function to our project plan by 


RFP Task number (1-9) and also noted RFP item number for each of those Tasks (items 5.5 – 


5.13).  Please see project plan in Tab X for fulfillment of this requirement as noted above. 


4.6.4 Respond to all of the requirements by properly coding and indicating how the requirement is 


satisfied.  The proposed costs and project plan must reflect the effort needed to satisfy the 


requirements. 


GL Solutions has responded to all of the requirements by properly coding and indicating how 


the requirement is satisfied, and has quoted the project to reflect the effort needed to satisfy 


the requirements, as directed. 


4.6.5 Identify, for each of the system requirements identified in the requirements matrix, whether it is: 


Vendor Response 


Condition Description 


S – Standard Function The proposed system fully satisfies the 


requirement as stated.  The vendor must explain 


how the requirement is satisfied by the system. 


M – Modification Required The proposed system requires a modification to 


existing functionality to meet this requirement 


which requires a source code modification.  The 


system will be modified to satisfy the 


requirements as stated or in a different format.  


The vendor must explain the modifications and 


include the cost of all modifications above and 


beyond the base cost in Attachment J, Project 


Costs. 


F – Planned for Future 


Release 


This functionality is planned for a future release.  


The vendor must explain how the requirement 


will be satisfied by the system and when the 


release will be available. 


C – Custom Design and The proposed system requires new functionality 
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Vendor Response 


Condition Description 


Development to meet this requirement which requires a source 


code addition.  The vendor must explain the 


feature and its value, and include any cost above 


and beyond the base cost in Attachment J, 


Project Costs. 


N – Cannot Meet 


Requirement 


The proposed system will not satisfy the 


requirement.  The vendor must explain why the 


requirement cannot be satisfied. 


O – Other Software If the requirement is to be satisfied through the 


use of a separate software package(s), vendors 


must identify those package(s) and describe how 


the functionality is integrated into the base 


system. 


GL Solutions has responded as directed above, for each of the system requirements in the 


requirements matrix. 


4.6.6 Identify whether each requirement is in the firm fixed price included within the cost proposal. 


GL Solutions has identified in the requirements matrix whether each requirement is in the 


fixed price included within the cost proposal. 


4.6.7 Describe how the proposed system meets the requirements specified within this RFP. 


GL Solutions has described in the requirements matrix how the proposed system meets the 


requirements specified within this RFP, whether through the core code of the GL Suite COTS, 


specification and configuration, or some combination thereof. We have also referenced 


supporting documents in certain instances for further elaboration on how GL Suite will meet 


the requirements of the MHD. 
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Tab VII Section 5 – Scope of Work 


5.1 VENDOR RESPONSE TO SCOPE OF WORK 


5.1.1 Within the proposal, vendors must provide information regarding their approach to meeting the 


requirements described within Sections 5.4 through 5.13. 


GL Solutions meets this requirement.  We have provided information regarding our approach 


to meeting the requirements described within sections 5.4 through 5.13. 


5.1.2 If subcontractors will be used for any of the tasks, vendors must indicate what tasks and the 


percentage of time subcontractor(s) will spend on those tasks. 


N/A – GL Solutions does not propose to use subcontractors for any of the tasks. 


5.1.3 Vendor's response must be limited to no more than five (5) pages per task not including 


appendices, samples and/or exhibits. 


GL Solutions meets this requirement.  We have provided less than five (5) pages per task not 


including appendices, samples and/or exhibits. 


5.2 DELIVERABLE SUBMISSION AND REVIEW PROCESS 


Once the detailed project plan is approved by the State, the following sections detail the process 


for submission and review of deliverables during the life of the project/contract. 


5.2.1 General 


5.2.1.1 The contractor must provide one (1) master (both hard and soft copies) of each written 


deliverable to the appropriate State Project Manager as identified in the contract. 


GL Solutions will provide access to GL Portal, where the MHD and the State Project 


Manager may access soft copies and print hard copies of each written deliverable as 


identified in the contract.  For more information on our management methodology, 


please see our sample management plan, Supporting Document 18. 


5.2.1.2 Once a deliverable is approved and accepted by the State, the contractor must provide an 


electronic copy.  The State may, at its discretion, waive this requirement for a particular 


deliverable. 


GL Solutions will provide access to GL Portal, where the MHD may access electronic 


copies of approved and accepted deliverables. 
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5.2.1.3 The electronic copy must be provided in software currently utilized by the agency or 


provided by the contractor. 


GL Solutions will provide electronic copies of written deliverables in Microsoft Word or 


occasionally PDF, and/or accessed with a web browser from GL Portal, with a login 


provided by GL Solutions. 


5.2.1.4 Deliverables will be evaluated by the State utilizing mutually agreed to acceptance/exit 


criteria. 


GL Solutions meets this requirement.  We will work with the state to develop mutually 


agreeable acceptance/exit criteria. For more information about this, see SAMPLE 


Management Plan, Supporting Document 18. 


5.2.2 Deliverable Submission 


5.2.2.1 Prior to development and submission of each contract deliverable, a summary document 


containing a description of the format and content of each deliverable will be delivered to 


the State Project Manager for review and approval.  The summary document must 


contain, at a minimum, the following: 


A. Cover letter;


B. Table of Contents with a brief description of the content of each section;


C. Anticipated number of pages; and


D. Identification of appendices/exhibits.


This summary document and its requirements noted above are outside GL


Solutions' standard processes, and would therefore add costs to the implementation


which are beyond the MHD's budget.  GL Solutions proposes that we would instead


train the MHD on what to expect for success with the process and the deliverables,


and provide electronic notifications via GL Portal when the deliverables are


available for review.


5.2.2.2 The summary document must contain an approval/rejection section that can be completed 


by the State.  The summary document will be returned to the contractor within a mutually 


agreed upon time frame. 


GL Solutions provides a Design Approval Response Form which will be used to provide 


approval/rejection at the point of design, along with specific feedback about any issues.  


Upon completion of the deliverable, defects can be reported via GL Portal for 


correction. For more information, please see our sample management plan, 


Supporting Document 18. 
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5.2.2.3 Deliverables must be developed by the contractor according to the approved format and 


content of the summary document for each specific deliverable. 


 


GL Solutions will develop deliverables according to the company's best practices, and 


according to any formats included in the agreed-upon management plan, to be iterated 


and approved early in the implementation.  For more information, please see our 


sample management plan, Supporting Document 18.  
 


5.2.2.4 At a mutually agreed to meeting, on or before the time of delivery to the State, the 


contractor must provide a walkthrough of each deliverable. 


 


GL Solutions will provide design review walkthroughs of each deliverable at a meeting, 


as described in the mutually-agreed-to management plan.  For more information, 


please see our sample management plan, Supporting Document 18. 
 


5.2.2.5 Deliverables must be submitted no later than 5:00 PM, per the approved contract 


deliverable schedule and must be accompanied by a deliverable sign-off form (refer to 


Attachment G ~ Project Deliverable Sign-Off Form) with the appropriate sections 


completed by the contractor. 


 


GL Solutions will provide notifications of completion/submission of deliverables via 


GL Portal, with approval/acceptance criteria and schedule to be defined in the agreed-


upon management plan.  Deliverables may be rejected with defects reported against 


approved specifications.  For more information, please see our sample management 


plan, Supporting Document 18. 
 


5.2.3 Deliverable Review 


 


5.2.3.1 General 


 


A. The State’s review time begins on the next working day following receipt of the 


deliverable. 


 


GL Solutions meets this requirement. We will comply with these guidelines. 
 


B. The State’s review time will be determined by the approved and accepted detailed 


project plan and the approved contract. 


 


GL Solutions meets this requirement. We will comply with these guidelines. For 


more information about the project plan, see SAMPLE Management Plan, 


Supporting Document 18. 
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C. The State has up to five (5) working days to determine if a deliverable is complete 


and ready for review.  Unless otherwise negotiated, this is part of the State’s review 


time. 


 


GL Solutions meets this requirement. We will comply with these guidelines. For 


more information about the project plan, see SAMPLE Management Plan, 


Supporting Document 18. 
 


D. Any subsequent deliverable dependent upon the State’s acceptance of a prior 


deliverable will not be accepted for review until all issues related to the previous 


deliverable have been resolved. 


 


GL Solutions meets this requirement. We will comply with these guidelines. For 


more information about the project plan, see SAMPLE Management Plan, 


Supporting Document 18. 
 


E. Deliverables determined to be incomplete and/or unacceptable for review will be 


rejected, not considered delivered and returned to the contractor. 


 


GL Solutions meets this requirement. We will comply with these guidelines. For 


more information about the project plan, see SAMPLE Management Plan, 


Supporting Document 18. 
 


F. After review of a deliverable, the State will return to the contractor the project 


deliverable sign-off form with the deliverable submission and review history section 


completed. 


 


GL Solutions meets this requirement. We will comply with these guidelines.  


 


5.2.3.2 Accepted 


 


A. If the deliverable is accepted, the original deliverable sign-off form signed by the 


appropriate State representatives will be returned to the contractor. 


 


GL Solutions meets this requirement. We will comply with these guidelines. 
 


B. Once the contractor receives the original deliverable sign-off form, the State can then 


be invoiced for the deliverable (refer to Section 8, Financial). 


 


GL Solutions meets this requirement. We will comply with these guidelines. For 


more information about the project plan, see SAMPLE Management Plan, 


Supporting Document 18. 
 


5.2.3.3 Comments/Revisions Requested by the State 
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If the State has comments and/or revisions to a deliverable, the following will be 


provided to the contractor: 


 


A. The original deliverable sign-off form with an updated entry to the deliverable 


submission and review history section. 


 


GL Solutions meets this requirement. We will comply with these guidelines. 
 


B. Attached to the deliverable sign-off form will be a detailed explanation of the 


revisions to be made and/or a marked up copy of the deliverable. 


 


GL Solutions meets this requirement. We will comply with these guidelines. 
 


C. The State’s first review and return with comments will be completed within the times 


specified in the contract. 


 


GL Solutions meets this requirement. We will comply with these guidelines. For 


more information about the project plan, see SAMPLE Management Plan, 


Supporting Document 18. 
 


D. The contractor will have five (5) working days, unless otherwise mutually agreed to, 


for review, acceptance and/or rejection of the State’s comments. 


 


GL Solutions meets this requirement. We will comply with these guidelines. For 


more information about the project plan, see SAMPLE Management Plan, 


Supporting Document 18. 
 


E. A meeting to resolve outstanding issues must be completed within three (3) working 


days after completion of the contractor’s review or a mutually agreed upon time 


frame. 


 


GL Solutions meets this requirement. We will comply with these guidelines. For 


more information about the project plan, see SAMPLE Management Plan, 


Supporting Document 18. 
 


F. Agreements made during meetings to resolve issues must be documented separately. 


 


GL Solutions meets this requirement. We will comply with these guidelines. 
 


G. Once an agreement is reached regarding changes, the contractor must incorporate 


them into the deliverable for resubmission to the State. 


 


GL Solutions meets this requirement. We will comply with these guidelines. For 


more information about the project plan, see SAMPLE Management Plan, 


Supporting Document 18. 
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H. All changes must be easily identifiable by the State. 


 


GL Solutions meets this requirement. We will comply with these guidelines. 
 


I. Resubmission of the deliverable must occur within five (5) working days or a 


mutually agreed upon time frame of the resolution of any outstanding issues. 


 


GL Solutions meets this requirement. We will comply with these guidelines. For 


more information about the project plan, see SAMPLE Management Plan, 


Supporting Document 18. 
 


J. The resubmitted deliverable must be accompanied by the original deliverable sign-off 


form. 


 


GL Solutions meets this requirement. We will comply with these guidelines. 
 


K. This review process continues until all issues have been resolved within a mutually 


agreed upon time frame. 


 


GL Solutions meets this requirement. We will comply with these guidelines. For 


more information about the project plan, see SAMPLE Management Plan, 


Supporting Document 18. 
 


L. During the re-review process, the State may only comment on the original exceptions 


noted. 


 


GL Solutions meets this requirement. We will comply with these guidelines. 
 


M. All other items not originally commented on are considered to be accepted by the 


State. 


 


GL Solutions meets this requirement. We will comply with these guidelines. 
 


N. Once all revisions have been accepted, the original deliverable sign-off form signed 


by the appropriate State representatives will be returned to the contractor. 


 


GL Solutions meets this requirement. We will comply with these guidelines. 
 


O. The contractor must provide one (1) updated and complete master paper copy of each 


deliverable after approval and acceptance by the State. 


 


GL Solutions meets this requirement. We will comply with these guidelines. 
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P. Once the contractor receives the original deliverable sign-off form, the State can then 


be invoiced for the deliverable (refer to Section 8, Financial). 


 


GL Solutions meets this requirement. We will comply with these guidelines. 
 


5.2.3.4 Rejected, Not Considered Delivered 


 


If the State considers a deliverable not ready for review, the following will be returned to 


the contractor: 


 


A. The original deliverable sign-off form with an updated entry to the deliverable 


submission and review history section. 


 


GL Solutions meets this requirement. We will comply with these guidelines. 
 


B. The original deliverable and all copies with a written explanation as to why the 


deliverable is being rejected, not considered delivered. 


 


GL Solutions meets this requirement. We will comply with these guidelines. 
 


C. The contractor will have five (5) working days, unless otherwise mutually agreed to, 


for review, acceptance and/or rejection of the State’s comments. 


 


GL Solutions meets this requirement. We will comply with these guidelines. For 


more information about the project plan, see SAMPLE Management Plan, 


Supporting Document 18. 
 


D. A meeting to discuss the State’s position regarding the rejection of the deliverable 


must be completed within three (3) working days after completion of the contractor’s 


review or a mutually agreed upon time frame. 


 


GL Solutions meets this requirement. We will comply with these guidelines. For 


more information about the project plan, see SAMPLE Management Plan, 


Supporting Document 18. 
 


E. Resubmission of the deliverable must occur within a mutually agreed upon time 


frame. 


 


GL Solutions meets this requirement. We will comply with these guidelines. GL 


Solutions standard method for submitting deliverables is via GL Portal. For more 


information about the project plan, see SAMPLE Management Plan, Supporting 


Document 18. For more information about GL Portal, see GL Portal, Supporting 


Document 19. 
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F. The resubmitted deliverable must be accompanied by the original deliverable sign-off 


form. 


 


GL Solutions meets this requirement. We will comply with these guidelines. 
 


G. Upon resubmission of the completed deliverable, the State will follow the steps 


outlined in Section 5.2.3.2, Accepted, or Section 5.2.3.3, Comments/Revisions 


Requested by the State. 


 


GL Solutions meets this requirement. We will comply with these guidelines. 
 


5.3 PROJECT KICK OFF MEETING 


 


A project kick off meeting will be held with representatives from the State and the contractor 


after contract approval and prior to work performed.  Items to be covered in the kick off meeting 


will include, but not be limited to: 


 


5.3.1 Deliverable review process; 


 


5.3.2 Determining format and protocol for project status meetings; 


 


5.3.3 Determining format for project status reports; 


 


5.3.4 Setting the schedule for meetings between representatives from the State and the contractor to 


develop the detailed project plan; 


 


5.3.5 Defining lines of communication and reporting relationships; 


 


5.3.6 Reviewing the project mission; 


 


5.3.7 Pinpointing high-risk or problem areas; and 


 


5.3.8 Issue resolution process. 


 


GL Solutions will meet this requirement.  We will ensure that the following items are covered 


during the kick off meeting: 


 Deliverable review process; 


 Determining format and protocol for project status meetings; 


 Determining format for project status reports; 


 Setting the schedule for meetings between representatives from the State and the 


contractor to develop the detailed project plan; 


 Defining lines of communication and reporting relationships; 


 Reviewing the project mission; 


 Pinpointing high-risk or problem areas; and 


 Issue resolution process. 
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5.4 PLANNING AND ADMINISTRATION 


 


5.4.1 Objective 


 


To establish a clear, comprehensive project plan, processes and tools to effectively manage the 


project through to completion.  Also, ensure effective collaboration between the contractor and 


stakeholders throughout the project. 


 


5.4.2 Activities 


 


The awarded vendor must: 


 


5.4.2.1 MHD and the vendor work together to define the detailed project plan, schedule, 


deliverables, and roles and responsibilities.   


 


5.4.2.2 MHD and the vendor will also define the processes and tools to manage and control 


the project (including change control and communication plan). 


 


5.4.2.3 MHD and the vendor will work together to develop a project risk management plan. 


 


5.4.2.4 Vendor to participate in bi-weekly project status meetings with MHD and other 


stakeholders.   


 


5.4.2.5 Vendor to attend and participate in all other project related meetings.  When 


appropriate the vendor will need to prepare materials and/or briefings for the 


meetings. 


 


5.4.2.6 Vendor to provide written monthly project status reports to MHD.  Contents must 


include: overall completions status in terms of MHD approved project plan and 


deliverable schedule, accomplishments during the period, problems encountered and 


proposed/actual resolutions, what is to be accomplished in the next reporting period, 


identification of schedule slippage and strategy for resolution, contractor staff 


assigned and their location and schedule, and state resources required for activities 


during the next time period. 


 


GL Solutions will meet these requirements.  GL Solutions utilizes a comprehensive and 


effective Project Management Methodology (PMM). We have a formal approach to project 


management based on the PMI’s Project Management Body of Knowledge (PMBOK) 


principles and methods. We also incorporate agile principles and methods into our processes. 


The iterative planning and feedback loop inherent to the agile development approach reduces 


risk and ensures quality. It assures that teams are able to align the delivered software with 


desired business needs, continuously. 


 


Our PMM ensures: 
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 Each key business process is defined and documented 


 All parties understand and agree to the Management Plan 


 All developed outputs meet or exceed requirements and expectations 


 Authority and responsibilities are clearly defined 


 Communication between parties is timely and productive 


 Your needs are addressed in an organized fashion 


 The project adheres to scope and schedule agreements 


 Proactive management of risks and issues 


 Rigorous quality assurance processes 


 


GL Solutions’ PMM is tightly integrated with all elements of our project implementation 


process. It wraps a layer of monitoring, directing, advising, and guidance around the project 


implementation stages. We adhere to tested management procedures that align our efforts at 


every phase of the implementation with the goals of the project. Primary in our efforts is 


effective communication, internally and with your staff. Other efforts include tight adherence 


to the Management Plan, frequent project management meetings, consultation on process 


improvement and/or change management, ongoing risk and gap assessments, and strict scope 


maintenance. 
 


We recognize that government offices regularly face a scarcity of resources and time. Our 


PMM delivers everything necessary for planning, building, and managing a successful 


implementation while simultaneously maximizing quality and getting the most out of your 


staff’s time and agency’s budget. See Supporting Document 18 for a Sample Management 


Plan. 


 


 


5.4.3 Deliverables 


 


5.4  PLANNING AND ADMINISTRATION DELIVERABLES 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.4.3.1 Detailed Project Plan 5.4.2.1 10 


5.4.3.2 
Defined processes for managing 


and controlling the project 
5.4.2.2  


N/A 


5.4.3.3 Risk management plan 5.4.2.3 5 


5.4.3.4 Participation at all meetings  5.4.2.4 ~ 


5.4.2.5 


5 


5.4.3.5 Written monthly status reports 5.4.2.6 5 


 


As noted in specific requirements above, GL Solutions will provide all of the required 


Planning and Administration deliverables. 
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5.5 TASK 1 – REVIEW AND VALIDATE REQUIREMENTS AND GAP/FIT ANALYSIS 


 


5.5.1 Objective: 


 


5.5.1.1 To ensure the vendor has a clear understanding of MHD’s requirements, “map” the 


requirements to their system, identify gaps and identify options to address the gaps.  


If the vendor proposes a custom solution, this task will focus on the system design.    


 


GL Solutions will meet this requirement.  We will map the requirements to our 


system, identify gaps, and identify options to address the gaps. 


 


5.5.2 Activities: 


 


5.5.2.1 The vendor will review relevant MHD artifacts (e.g. documentation, forms, reports, 


etc.) and interview key MHD staff to fully understand MHD’s operation and system 


requirements.   


 


GL Solutions will meet this requirement.  We will review MHD artifacts and 


interview key MHD staff to fully understand MHD’s operation and system 


requirements. 
 


5.5.2.2 The vendor will document the gaps between MHD’s needs and what their software 


supports.  They will also document options (including cost estimates) to address the 


gaps, including: custom development, process work-arounds, and utilization of 3
rd


 


party projects. 


 


GL Solutions will meet this requirement.  We will document the gaps between 


MHD’s needs and what their software supports.  GL Solutions will also document 


options (including cost estimates) to address the gaps, including: custom 


development, process work-arounds, and utilization of 3
rd


 party projects. 
 


5.5.2.3 The vendor will perform a thorough walk-through demonstration of their system 


showing how it supports MHD’s business processes, and explaining the various 


options to address the gaps in software functionality.  Based on the results of the 


review, MHD, working with the vendor will make decisions on how the gaps will be 


addressed.         


 


GL Solutions will meet this requirement.  We will perform a walk-through 


demonstration of our system showing how it supports MHD’s business processes, 


and explain the various options to address the gaps in software functionality.  GL 


Solutions will work with MHD to make decisions on how the gaps will be 


addressed. 


 


5.5.3 Deliverables 


 


5.5  Review and Validate Requirements and Gap/Fit Analysis 
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5.5  Review and Validate Requirements and Gap/Fit Analysis 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.5.3.1 Gap analysis report, which includes 


description of gaps and options to 


address the gaps, including costs 


(one-time and ongoing). 


5.5.2.1 


5.5.2.2  


 


15 


5.6.3.2 Comprehensive walk-through of 


system, showing how it supports 


each of MHD’s core business 


processes and demonstrating how 


the gaps can be addressed.  


 


5.5.2.3 10 


 


As noted in specific requirements above, GL Solutions will provide all of the required 


deliverables to Review and Validate Requirements and Gap/Fit Analysis. 


 


5.6 TASK 2 – SYSTEM DESIGN/IMPLEMENTATION CONFIGURATION 


 


5.6.1 Objective: 


 


5.6.1.1 The objective of this task is to develop a design document that describes the system 


architecture, the software and hardware components.  The design documentation 


should be to a level of detail that all project stakeholders can understand what will be 


developed/implemented.  Note: For COTS solutions, this does not need to be an 


extensive document. 


 


5.6.2 Activities: 


 


5.6.2.1 Based on requirements and gap analysis, the vendor will develop system design 


specifications.  This includes, but not limited to: 


 


A. Overall system architecture, including technology that will be used (hardware & 


software), including any third-party products that will be used; 


 


GL Solutions Meets This Requirement.  Note that GL Suite is a COTS solution. 


 


GL Suite employs an n-tiered architecture that separates presentation, business 


logic, and data access into logically distinct components, which can be 


optionally deployed to physically separate tiers. This configuration provides 


significant architectural flexibility, including scalability to support future 


growth, the option to select different platforms to meet potential changes in 


technology standards and directions, and insurance against technological 


obsolescence.  A key benefit of n-tiered architecture is the isolation of roles and 
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responsibilities within the application.  Utilizing this architecture’s object-


oriented design principles, we can extend or enhance the system with minimal 


risk of damaging working components that can often benefit from new service 


components. 


 


GL Suite uses .NET and IIS7 to support a widely accepted application platform. 


Some .NET and IIS7 standards used by the GL Suite application include POP3 


support and eXtensible Markup Language (XML) for transaction data 


formatting. We also support the open, non-proprietary XPath, SQL, and SOAP 


standards. We use XML messages as the format for messages between the 


Presentation, Business, and Database tiers. 


 


The Database tier uses .NET data providers to access SQL Server. This is 


Microsoft’s preferred technology for accessing SQL Server. 


 


 


GL Suite requires IIS, which is included with Microsoft Windows Server and 


Microsoft SQL Server. Contact your Microsoft software representative to 


analyze licensing requirements. Use of SQL server to support a public website 


typically requires the purchase of Windows and SQL Server per processor. 


 


The following hardware is utilized: 


 Microsoft Windows Server 2012 R2 Datacenter 


 RAM: 128GB  


 Hardware information: HP ProLiant DL 160 Gen9 


 2 Processors: Intel(R) Xeon(R) CcPU E5-2640 v3 @2.60GHz, Intel(R) 


CPUE5-2640 v3 @ 2.6GHz 


 


 Microsoft windows server 2012 R2 DataCenter 


 RAM: 128 GB 


 Hardware information: HP ProLiant DL360 Gen9 


 2 Processors: Intel(R) Xeon(R) CPU E5-2640GHz, Intel(R) Xeon(R) 


CPU E5-2640 v3 @ 2.6GHz 


 


 


For more information about system architecture, and hardware and software 


requirements, see Technical Architecture Design, Supporting Document 14. 


 


 


B. Configuration parameters, including, but not limited to: lookup values, event 


triggers, key data fields, user roles, user interface and screen navigation, list of 


key reports and description on how they will be developed, etc. ;   
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GL Solutions Meets This Requirement.  Note that GL Suite is a COTS solution. 


 


The GL Suite software is configurable throughout, but is not made up of 


specific components or modules in the sense that any more "canned" 


application might be.  GL Suite provides a user interface and some core 


functionality with menu structure and general layout structure, but the product 


itself is at its core a configurable business rules engine.  Configuration covers 


reports, queries, correspondence, search views, display subforms, menu items, 


commands, entities, objects/screens, properties/fields, folders/collections, 


associations, user groups, security, workflows and rules.  


 


GL Suite includes the ability to define and maintain lookup values.  Termed 


“List Value” in GL Suite, lookup values can be used for a variety of pre-


defined, standardized lists, including but not limited to values for: States, 


Counties, Countries, Statuses, Violations Statutes, etc.  


 


GL Suite’s Control Panel enables either GL Solutions' staff or agency your 


managers or administrators to quickly set up or modify all screens, menus, and 


business rules to reflect changes in your workflow. This flexibility ensures that 


your system continues to reflect your agency's workflow and to enhance your 


efficiency and effectiveness while enabling MGCB to easily implement 


statutory, policy and operational changes.  


 


Both GL Suite’s application and configuration manager are simply accessed via 


the top standard web browsers (Internet Explorer / Firefox / Chrome) so all 


operation of the solution and most of the maintenance (and even configuration 


of enhancements) can be handled via this simple web access.  


 


 


For more information about GL Suite Configuration, see Configuration, 


Supporting Document 11. 


 


For more information about Reporting, see Reporting and Output Samples, 


Supporting Document 6. 


 


One feature that distinguishes GL Suite from other software solutions and one 


of its greatest strengths is the extent to which it can be configured to any 


business process without custom coding. GL Suite succeeds where others falter 


because we configure it to meet your processes rather than pushing you to 


adapt to a system built on our assumptions about your business.  
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 Field order and screen layout


 Field label text and format


 Field data types (e.g. text box, dropdown list, or checkbox)


 Available and default field values


 Field attributes (e.g. required, read-only, hidden)


 Keyboard shortcuts and tab order


 Associations between entities


 Custom Graphical User Interfaces (GUIs)


 Menu items and structure


GL Suite configurations are implemented using an integrated Control Panel, a 


highly flexible tool that GL Solutions and your staff use for the setup, 


maintenance, and enhancement of your system. GL Solutions will use the 


Control Panel to design and implement your agency’s GL Suite system to meet 


your requirements. We use it to establish entities (e.g. Department, Division, 


Regulatory Board, Professional Profile, etc.), and we tailor each of these 


entities with screens, fields, menus, reports, letters, spreadsheets, user security, 


business rules, online help file link locations, and dropdown list values 


according to your needs. Your agency’s administrators will also utilize the 


Control Panel. With it, they will be 


able to perform most additions or 


modifications to the User Interface. 


The degree to which your own 


administrators make changes to your 


system is up to you. If you prefer, GL 


Solutions will happily execute any 


desired modifications for you.  


The Control Panel enables 


instantaneous addition, alteration, 


and removal of fields, forms, and 


menus. Authorized users can add, 


modify, and delete user profiles, 


passwords, business rules, modify 


security settings, and more. They can 


even create an entirely new license 


type using the Control Panel. To do 


so, administrators will not have to 


start from scratch. Instead, they 


capture the license specifications of a 


similar license type, then port and 


update it to create a different license Control Panel


type. This helps safeguard system stability and performance because each 


license type uses the same core design specifications.  


With GL Suite’s Control Panel, users with adequate security permissions can 


easily modify most aspects of the system, including but not limited to:  
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 Search parameters 


 Saved searches and queries 


 Letter templates 


 Reports 


 Custom workflows 


 Online functionality 


 Interfaces with other systems 


 Scheduled jobs (e.g. updating license status and emailing affected 


licensees) 


 System maintenance and data cleanup 


 Security for each screen, field, workflow, letter, report, and more 


 Users, groups, and permissions 


 


 


C. Description of administrative functions (technical and non-technical) MHD will 


need to perform for the ongoing support of the system; and  


 


GL Solutions Meets This Requirement.  Note that GL Suite is a COTS solution. 


 


Non-technical administrative functions include setup, updating (if necessary) 


and disabling Staff user accounts. Updating Staff user accounts may be 


necessary if a staff member changes roles, such as from being an individual 


team member to a supervisor. GL Suite includes integrated Staff user account 


control that allows Administration Staff to easily modify a user’s security group 


when staff role changes occur. Staff role changes will take effect the next time a 


Staff user logs into the GL Suite system. 


 


Technical administrative functions including promotion of updates to the 


Production environment (after go-live). GL Suite includes an integrated “task 


promotion” system which tracks and promotes all meta data configuration from 


one environment to the next. When tested and approved on the UAT (User 


Acceptance Testing) environment, Agency administrators will use this system to 


promote the approved work, and only the approved work, to the Production 


environment. 


 


For GL Solutions’ hosted clients, a full suite of server administration services, 


including backups, disaster recovery, security audits, and regular maintenance 


are included. For clients wishing to how their own GL Suite application, these 


server administration functions are the responsibility of Agency I.T. staff and 


are subject to their own internal policies and procedures. 


 


For more information about Technical Administrative Functions, see Hosting 


Overview, Supporting Document 12. 


 


D. Description of security and backup and recovery methods and technology. 
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The GL Suite application creates backup data in the evenings, every 24 hours. 


The backup process encompasses data stored in every location in the system, 


including: Transactional Data, Report Data, Document Repository, 


Correspondence Templates, Reports, Persisted Customizations, Automated 


Database Jobs, Interface Applications, Files. 


 


Moreover, GL Solutions maintains a secure, offsite backup facility connected 


via a private network. We backup data to this facility every 24 hours and retain 


7 days of backups at all times. Daily monitoring of jobs and tasks to confirm 


restorability ensures continuous protection of data from unnecessary loss. GL 


Solutions maintains redundant, replacement failover equipment to monitor and 


minimize downtime caused by any hardware failure. In the event of a disaster 


or hardware failure, data can be recovered within minutes.  


 


Your data is safeguarded in an environment that virtually eliminates the risk of 


irretrievable loss of data and/or configuration settings. The following are GL 


Solutions’ most common strategies for data protection: 


Replication of data to an off-site location overcomes the need to restore the data 


(only the systems need to be restored or synched). 


High availability systems keep the data and the system replicated off-site, 


enabling continuous access to systems and data. 


Wide Area Network Optimization technology improves disaster recovery 


capabilities and increases network response times. This technology also ensures 


that data continues to move through the network even when it is down. 


 


GL Solutions maintains offsite backup and disaster recovery environments for 


every agency’s GL Suite system, ensuring absolute security for all of the clients 


we host. Application backup data is typically created in the evenings, every 24 


hours. The backup process encompasses data stored in every location in the 


system, including: Transactional Data, Report Data, Document Repository, 


Correspondence Templates, Reports, Persisted Customizations, Automated 


Database Jobs, Interface Applications, Files. GL Solutions will perform daily 


backup of data from the servers at onsite and offsite locations, enabling fast, 


painless data restoration if needed. GL Solutions maintains its backup data at 


OneNeck’s ultra-secure data center. OneNeck is an offsite, Tier III certified 


data center and exceeds the highest standards for operational security and 


stability, as set by the Uptime Institute, the world’s authority on data security. 


OneNeck features a 24/7 live security staff, biometric access, more than 50 


high-definition closed-circuit cameras and real-time tracking of staff and 


visitors. 


 


For more information about Security, Backups and Recovery, see Hosting 


Overview, Supporting Document 12. 
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5.6.3 Deliverables 


 


5.6  SYSTEM DESIGN/IMPLEMENTATION CONFIGURATION 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.6.3.1 System Design/Implementation 


Configuration 


5.6.2 


 


10 


 


As noted in specific requirements above, GL Solutions will provide all of the required 


deliverables for System Design/Implementation Configuration. 


 


5.7 TASK 3 – SETUP AND CONFIGURE/BUILD SYSTEM 


 


5.7.1 Objective: 


 


The objective of this task is to configure/customize/develop, test, and deliver a fully functional 


system that meets MHD’s requirements.  Throughout this task, the vendor must work closely 


with MHD staff to verify the system will meet their requirements in an intuitive and efficient 


manner.   


 


GL Solutions meets this requirement.  Our standard practices ensure that we work closely with 


MHD staff to verify the system will meet their requirements in an intuitive and efficient 


manner.  For more information about setup and configuring the system see the Management 


Plan Supporting Document 18. 


 


5.7.2 Activities: 


 


5.7.2.1 Establish development, test environments, training & production environments.   


 


 GL Solutions meets this requirement.  Our standard practices establish a 


development, test, training and production environments. 


 


5.7.2.2 Configure/customize/develop system to meet MHD’s needs. 


 


Configure/develop system components according to specifications. 


 


GL Solutions meets this requirement.  Our standard practices ensure 


that we configure and develop system components according to 


specifications. For more information about setup and configuring the 


system see the Management Plan Supporting Document 18 


 


Perform structured demonstrations/pilots/walk-throughs of system 


components to users at various stages this task to ensure the end product is 
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on target.  Prior to UAT, users need to see how the system will provide 


end-to-end support for all their business processes.   


 


GL Solutions meets this requirement.  Our standard practice is for a 


Business Analyst to facilitate the demonstration of the design during 


meetings to the designated staff and client contact responsible for 


Design Approval For more information about setup and configuring the 


system see the Management Plan Supporting Document 18. 


 


Adjust/modify system based on user feedback.  If necessary, re-


demonstrate system after making the changes.   


 


GL Solutions meets this requirement.  Our standard practices ensure the 


MHD team to offer feedback during the review with the business 


analysts. For more information about setup and configuring the system 


see the Management Plan Supporting Document 18.   


 


The vendor will conduct thorough quality assurance testing of system and 


correct defects prior to delivering it for User Acceptance Testing (UAT) 


and production.  The vendor will also ensure the system meets appropriate 


performance and throughput requirements.   


 


GL Solutions meets this requirement.  GL Solutions conducts system 


testing to validate that developed functionality meets the expected 


outcomes documented by the accepted project specification(s).  System 


testing occurs in the UAT environment.  It is highly recommended the 


client participates in a business process system test.   


GL Solutions and client technical staff conduct specific integration and 


batch Job Testing to confirm that developed or configured software 


properly interfaces with other systems.  Some testing may be conducted 


by GL Solutions submission of XML or text file exports to MHD IT 


staff.  MHD IT staff will test the exports in a testing environment and 


report defects to GL Solutions.  All testing will compare development to 


the accepted specifications to verify that integration and batch process 


development meet specified client requirements. 


Conduct walkthrough of entire system with users prior to UAT. 


 


GL Solutions meets this requirement.  It is highly recommended the 


client participates in a business process system test.  This consists of the 


user or a member of the Agency Project Team walk through the process 


in GL Suite according to the approved cheat sheet.  


Completion of system testing is one of the primary prerequisites for 


beginning User Acceptance Testing. 
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5.7.3 Deliverables 


 


5.7 BUILD AND IMPLEMENT SYSTEM 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.7.3.1 Configured working system – 


vendor to conduct demonstrations/ 


pilot/walk-throughs of system 


components. 


5.7.2.1  


5.7.2.2 


 


TBD 


5.7.3.2 Deliver fully functional system that 


the vendor has fully tested. 


5.7.2.2 TBD 


5.7.3.3 Walk-through of entire system 


prior to UAT. 


5.7.2.2 E 10 


 


As noted in specific requirements above, GL Solutions will provide all of the required 


deliverables to Build and Implement System. 


 


 


5.8 TASK 4 – DATA MIGRATION 


 


5.8.1 Objective: 


 


The objective of this task is to migrate historical data from the existing legacy systems to the 


new system. 


 


5.8.2 Activities: 


 


5.8.2.1 The vendor shall work with MHD to develop a comprehensive data migration plan.  


The legacy systems will include the following systems: Permits Database (Access), 


Labels and Insignia Database (foxpro), Titling Database (foxpro), Licensing Database 


(foxpro), Parks Database (foxpro) and Investigations Database.  Note: MHD will 


work with the vendor to develop a plan that is feasible, given limited funds.  The plan 


must include at a minimum: 


 


Map legacy data to the new system.  MHD will provide staff knowledgeable of 


the existing systems. 


 


Document business rules and program specifications for extracting legacy data, 


performing data cleansing, and loading it to the new system and validating it. 


    


GL Solutions Meets This Requirement. Our standard practices ensure that we 


will develop a comprehensive data migration plan. We are happy to work in 


conjunction with client SME’s (subject matter experts) for the legacy databases 
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to help ensure that we fully understand the source data.  We have vast 


experience migrating data from many different types of source databases, 


including FoxPro and Access as listed in this section, and also including SQL 


Server, Oracle, DB2 and other proprietary sources. 


 


Our data migration specification document includes all of the “source” and 


“target” database mappings, business rules for data extraction and population 


in the new GL Suite database, all data cleansing rules, and validating data 


migrated to the new GL Suite database. 


 


For more information about Data Migration, see Data Conversion 


Methodology, Supporting Document 15. 
 


 


5.8.2.2 The vendor will work with MHD to define test cases for validating the migrated data.  


 


GL Solutions Meets This Requirement. Our standard practices include working 


with MHD staff to define test cases that will help in validating the migrated data. 


We normally include three data conversion “runs” as part of an installation. After 


the first and second run, GL Solutions staff will work directly with MHD staff in 


reviewing and validating migrated data, as well as providing MHD staff with 


information about test cases to review independently. MHD staff will be able to 


submit defects against the first and second data conversion run results, and GL 


Solutions will review and resolve each issue reported prior to go-live. 


 


Prior to final conversion, GL Solutions performs two test conversion runs: 1) an 


initial run and 2) a run using specification/code revisions stemming from the initial 


run. Tests will first be run in GL Solutions’ test environment then in the User 


Acceptance Testing (UAT) environment. Test systems will be configured to 


sufficiently simulate the production environment and provide accurate predictors of 


the time required for the final data conversion run. 


 


For more information about Data Migration, see Data Conversion Methodology, 


Supporting Document 15. 


 


 


5.8.2.3 Migrate legacy data to the test environment for demonstrations and UAT. 


 


GL Solutions Meets This Requirement. Our standard practices ensure that we must 


migrate legacy data into GL Suite through four standard environments: 


Development, System Test, UAT and Production. MHD Staff will have the 


opportunity to review migrated data on the UAT environment. 


 


GL Solutions will migrate legacy data to the test environment for demonstrations 


and User Acceptance Testing. Prior to final conversion, GL Solutions performs two 
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test conversion runs: 1) an initial run and 2) a run using specification/code 


revisions stemming from the initial run. Tests will first be run in GL Solutions’ test 


environment then in the User Acceptance Testing (UAT) environment. Test systems 


will be configured to sufficiently simulate the production environment and provide 


accurate predictors of the time required for the final data conversion run.  


 


For more information about Data Migration, see Data Conversion Methodology, 


Supporting Document 15. 


 


 


5.8.2.4 Migrate legacy data to the production environment prior to go-live. 


 


GL Solutions Meets This Requirement. Our standard practices ensure that we must 


migrate legacy data into GL Suite through four standard environments: 


Development, System Test, UAT and Production. The migration to Production will 


occur prior to go-live.  


 


For more information about Data Migration, see Data Conversion Methodology, 


Supporting Document 15. 


 


 


5.8.3 Deliverables 


 


5.8 DATA MIGRATION 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.8.3.1 Detailed data migration plan. 5.8.2.1  


 


10 


5.8.3.2 Test cases for validating converted 


data (ensure accuracy of data 


migration). 


5.8.2.2 


5.8.2.3 


10 


5.8.3.3 Migrate data to test and production 


environments. 


5.8.2.4 10 


 


As noted in specific requirements above, GL Solutions will provide all of the required 


Data Migration deliverables. 


 


 


5.9 TASK 5 – USER ACCEPTANCE TESTING  


 


5.9.1 Objective: 
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The objective of this task is to ensure the system meets MHD’s functional requirements.  MHD, 


with the assistance of the vendor will develop a User Acceptance Test (UAT) Plan and test cases.  


The vendor will need to provide a fully functional system for UAT.   


 


GL Solutions meets this requirement. User Acceptance Testing (UAT) is a narrowly-defined 


testing process conducted primarily by identified client users as part of the final 


implementation steps and at the conclusion of system testing. For more information about 


setup and configuring the system see the Management Plan Supporting Document 18.    


  


5.9.2 Activities: 


 


5.9.2.1 The vendor will provide a fully functional test environment and system prior to the 


start of UAT.  This includes ensuring the database tables are properly populated to 


support all test cases, including daily, weekly, monthly, quarterly and annual 


processes.  


 


GL Solutions meets this requirement. Completion of system testing is one of the 


primary prerequisites for beginning User Acceptance testing. For more information 


about setup and configuring the system see the Management Plan Supporting 


Document 18.   


 


5.9.2.2 The vendor will provide training to the MHD team that so that they understand how 


to use the system prior to testing.   


 


GL Solutions meets this requirement. GL Solutions will provide training and 


guidance to designated client staff prior to beginning UAT to teach them how to 


test the system. GL Solutions will dedicate ample resources to resolving any 


identified issues quickly.  


 


5.9.2.3 The vendor will review MHD’s UAT plan and test cases and provide constructive 


feedback on the approach and testing coverage.   


 


GL Solutions meets this requirement. Our standard practices to review the UAT 


plan and test cases and provide constructive feedback on the approach and testing 


coverage. 
 


5.9.2.4 Vendor will provide technical support throughout the UAT task and correct software 


defects, data issues, and other system issues in an expedient manner to keep testing on 


schedule.   


 


GL Solutions meets this requirement. Our standard practices ensure technical support throughout the 


UAT task and correct software defects, data issues, and other system issues in an expedient manger to 


keep testing on schedule. 
 


5.9.3 Deliverables 
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5.9 USER ACCEPTANCE TESTING 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.9.3.1 Test environment and fully 


functioning system, including test 


data (vendor to have performed 


comprehensive system testing). 


5.9.2.1  


 


NA 


 


5.9.3.2 Vendor training of UAT team so 


that they understand the system to 


a level necessary to complete UAT. 


5.9.2.2 


 


5 


5.9.3.3 Review of MHD’s UAT plan and 


cases. 


5.9.2.3 NA 


 


As noted in specific requirements above, GL Solutions will provide all of the required 


User Acceptance Testing deliverables. 


 


5.10 TASK 6 – DOCUMENTATION 


 


5.10.1 Objective: 


 


The objective of this task is to develop user and system documentation that will 


allow MHD to effectively utilize, operate and maintain the system. 


 


5.10.2 Activities: 


 


5.10.2.1 Vendor will develop user manual for system users, tailored to MHD’s terminology 


and business processes. 


 


GL Solutions will provide your agency with both hardcopy and electronic versions 


of the User Manual which includes step-by-step instructions with screenshots.  


Content will be tailored to Agency’s terminology and business process. 


 


5.10.2.2 Vendor will provide online user help that ties to the context of the specific area of the 


system (or function) that is in use.  


 


GL Portal can provide links to cheat sheets to assist staff members in learning to 


perform specific job functions, manage work flows, and leverage the capability of 


the system to maximize their efficiency. 


 


GL Suite’s user guides and help systems including validation messages are 


situation specific, providing information relative to the task at hand, configured to 


meet specific agency needs. 
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5.10.2.3 Vendor will develop system administration/operations guide for MHD and state 


technical staff to operate and maintain the system.  The includes, but not limited to: 


maintenance of user accounts and roles, configuring system parameters and business 


rules, security features, running of jobs, backup and recovery, building and running 


reports, setup of letter templates, etc. 


 


GL Solutions has created an extensive Administrator Guide document, which 


intuitively walks GL Suite users through virtually every administrator function in 


the GL Suite backend system. GL Solutions would be willing to conduct additional 


training sessions (either onsite or remote) for administrators.  


 


GL Solutions will include documentation for the system administrator and support 


for end users, available via GL Portal. These will encompass documentation for 


users at all levels – from end-user to manager, and specific to business processes 


and categories of use. GL Portal can provide links to user guides and/or cheat 


sheets to assist staff members in learning to perform specific job functions, manage 


work flows, and leverage the capability of the system to maximize their efficiency. 


 


 


5.10.3 Deliverables 


 


5.10  DOCUMENTATION 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.10.3.1 User manual. 5.10.2.1  


 


15 


5.10.3.2 Online help functionality and 


content. 


5.10.2.2 


 


10 


5.10.3.3 System administration/operations 


guide. 


5.10.2.3 10 


 


As noted in specific requirements above, GL Solutions will provide all of the required 


Documentation deliverables. 


 


 


5.11 TASK 7 – TRAINING 


 


5.11.1 Objective: 


 


Develop and execute training for users, trainers and technical staff.  Training will need to 


cover all key aspects of the system and presented in the context of how MHD staff 


performs their business processes. 
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GL Solutions will conduct a training “needs analysis” for business and technical staff, 


addressing staff’s knowledge, existing skills, job roles and responsibilities to ensure 


training is geared toward the correct audience. These needs will be documented and 


incorporated into the training plan and approach to equip MHD users of GL Suite with 


the necessary knowledge and skills. 


 


GL Solutions will be responsible for training State staff on the new system, including 


classroom, instructor-led training, train-the-trainer, administrator training, and 


remote/computer-based training. The intensive on-site training typically occurs 


immediately prior to User Acceptance Testing, to train staff and then allow them to 


apply their training, so the training "sticks" and to see any areas where additional 


training is needed. 


 


The training shall be designed to provide the State staff trainees with sufficient 


knowledge to perform the activity for which training is being delivered using a variety 


of demonstration and hands on practice. The training sessions and provided 


documentation will help the State staff trainees perform necessary support functions 


for their GL Suite system.   


 


For more detailed information on training, see Supporting Document 16. 


   


 


5.11.2 Activities: 


 


5.11.2.1 The vendor and MHD will work together to develop a training plan that describes the 


objectives, content and duration for each topic/module, as well as the delivery 


approach. 
 


GL Solutions will coordinate with the MHD in order to create a Training Plan, 


which will detail all of the training expectations, role and responsibilities well in 


advance of any on-site activities. Training will include daily check-ins, designed to 


monitor and track progress as well as provide feedback to the trainer as to specific 


needs of the end-users being trained. 


 


5.11.2.2 The vendor, working with MHD will develop training materials and scenarios. 


 


GL Solutions will provide user manuals, training manuals and a glossary.  


Ongoing free new release/upgrade training can be provided 
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5.11.2.3 The vendor will provide a training environment with a fully functional system that is 


populated with data necessary to cover the subject matter described in the training 


plan and materials.   
 


GL Solutions will provide a UAT environment to be used by staff for training.  This 


environment will contain needed functionality and data to perform testing. 


 


 


5.11.2.4 The vendor will conduct training which is tailored to MHD’s business processes.  


MHD is open to the train-the-trainer approach. 
 


GL Solutions provides thoughtful and versatile training systems. Our approach to 


training can be applied to both “train-the-trainer” and end-user systems. GL 


Solutions will collaborate with the MHD to provide a flexible training plan to best 


suit your requirements and processes. 


 


5.11.3 Deliverables  


 


5.12 TRAINING 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.11.3.1 Training plan. 5.11.2.1  


 


5 


5.11.3.2 Training materials and scenarios. 5.11.2.2 


 


10 


5.11.3.3 Fully functional training 


environment with data. 


5.11.2.3 5 


5.11.3.4 Training. 5.11.2.4 10 


 


As noted in specific requirements above, GL Solutions will provide all of the required 


Training deliverables. 


 


5.12 TASK 8 – TRANSITION TO PRODUCTION 


 


5.12.1 Objective: 


 


The objective of this task is to migrate to the new production system and ensure 


a smooth transition for MHD’s operations. 


 


5.12.2 Activities: 


 


5.12.2.1 The vendor and MHD will work together to develop a transition plan that will insure 


system availability to all users and minimize the impact to MHD’s operations. 


 







 


 
Passionate about government. 


 


 
 
Nevada Department of Business & Industry  
Manufactured Housing Division (MHD) 


 
GL Solutions Response to RFP 3238  
 


 
April 19, 2016 


Page 86 of 316 


 


GL Solutions will work with MHD to develop a transition plan that will insure 


system availability to all users and minimize the impact to MHD’s operations. 


 


5.12.2.2 The vendor performs a final conversion from the legacy systems just prior to go live.  


The final data conversion will be scheduled to minimize the impact to MHD’s 


operations.   
 


GL Solutions will meet this requirement.  We will perform a final conversion from 


the legacy systems prior to go live.  The final data conversion will be scheduled at a 


time to minimize impact to MHD’s operations. 


 


See supporting document 15 for Data Conversion Methodology. 


 


 


 


5.12.2.3 The vendor will provide immediate technical support at least the first Three weeks of 


production to address any critical issues that may arise.  Vendor will have staff 


available to monitor system and communicate with MHD staff.   


 


Gl Solutions will meet this requirement.  We will have staff available to address any 


critical issues that arise.  GL Solutions staff will communicate with MHD staff. 


 


5.12.3 Deliverables 


 


5.12 TRANSITION TO PRODUCTION 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.12.3.1 Production transition plan. 5.12.2.1  


 


5 


5.12.3.2 Final conversion of legacy data to 


new system. 


5.12.2.2 


 


10 


5.12.3.3 Technical support after go-live for 


at least two weeks. 


5.12.2.3 15 


 


GL Solutions will provide all of the required deliverables for Transition to Production. 


 


 


5.13 TASK 9 – POST IMPLEMENTATION REVIEW 


 


5.13.1 Objective: 
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The objective of this task is to evaluate the new system from a functional and 


performance perspective approximately eight to ten weeks after completion of 


the production rollout.   


 


5.13.2 Activities: 


 


5.13.2.1 The vendor and MHD will work together to develop a Post Implementation Review 


Plan (PIRP). 


 


GL Solutions agrees and will work with the MHD to develop a Post Implementation 


Review Plan.  


 


5.13.2.2 MHD, working closely with the vendor, will execute the PIPR to validate that the 


production system meets MHD’s requirements and that the vendor is meeting their 


service level requirements. 


 


GL Solutions agrees and will work closely with MHD to execute the PIPR to 


validate the production system meets MHD’s requirements and that GL Solutions is 


meeting their service level requirements. 


 


5.13.2.3 The vendor will resolve reported deficiencies in a timely manner.   


 


GL Solutions will meet this requirement.  We will work with MHD to resolved 


reported deficiencies in a timely manner.   


 


5.13.3 Deliverables 


 


5.13 POST IMPLEMENTATION REVIEW 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.13.3.1 Post Implementation Review Plan. 5.13.2.1  


 


10 


5.13.3.2 Execute Plan. 5.13.2.2 


 


N/A 


5.13.3.3 Resolution of system and vendor 


operational issues. 


5.13.2.3 TBD 


 


GL Solutions will provide all of the required deliverables for Post Implementation 


Review. 
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Tab VIII Section 6 – Company Background and References 


6.1 VENDOR INFORMATION 


 


6.1.1 Vendors must provide a company profile in the table format below. 


 


Question Response 


Company name: GL Solutions is a DBA for GL Suite, 


Inc.  


 


Ownership (sole proprietor, partnership, etc.): GL Solutions is a privately-owned 


corporation. 


State of incorporation: Oregon 


Date of incorporation: 1999; prior to 1999, the company 


existed as C2MS Productivity 


Solutions. 


# of years in business: 18 


List of top officers: Bill Moseley (President & CEO) 


Eric Staley (VP for Administration) 


Adam Ridlon (VP for Strategy) 


Location of company headquarters: GL Solutions  


856 NW Bond Street, Suite 200 


Bend, OR 97703 


Location(s) of the company offices: GL Solutions has only one location at 


856 NW Bond Street, Suite 200 


Bend, OR 97703 


Location(s) of the office that will provide the 


services described in this RFP: 
All services described in this RFP 


(except those to be performed onsite 


at the MHD) will be performed at GL 


Solutions’ single-office location in 


Bend, Oregon. 


Number of employees locally with the 


expertise to support the requirements identified 


in this RFP: 


GL Solutions has approximately 44 


staff members, all of whom will help 


support the requirements identified in 


this RFP. This support could take the 


form of a wide range of activities, 


including: system design, 


development, configuration, testing, 


client account management, 


administration, software best practice 


documentation and implementation, 


and many more. Each staff member 


at GL Solutions plays an important 


role in creating and maintaining an 


agency’s system and supporting their 


partnership with GL Solutions for 
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Question Response 


years to come. 


Number of employees nationally with the 


expertise to support the requirements in this 


RFP: 


GL Solutions is comprised of 44 


employees with one location in Bend, 


Oregon. 


Location(s) from which employees will be 


assigned for this project: 
As noted above, all of GL Solutions’ 


approximately 44 employees work out 


of our single-office location in Bend, 


Oregon. 


 


6.1.2 Please be advised, pursuant to NRS 80.010, a corporation organized pursuant to the laws of 


another state must register with the State of Nevada, Secretary of State’s Office as a foreign 


corporation before a contract can be executed between the State of Nevada and the awarded 


vendor, unless specifically exempted by NRS 80.015. 


 


The company is a privately-held, employee-owned corporation that is funded through sales of 


software and services. With many long-term Nevada State clients, GL Solutions has an 


existing registration with the State of Nevada.  


 


6.1.3 The selected vendor, prior to doing business in the State of Nevada, must be appropriately 


licensed by the State of Nevada, Secretary of State’s Office pursuant to NRS76.  Information 


regarding the Nevada Business License can be located at http://sos.state.nv.us.  


 


Question Response 


Nevada Business License Number: NV20101523765 


Legal Entity Name: GL Suite, LLC. 


 


Is “Legal Entity Name” the same name as vendor is doing business as? 


 


Yes  No X 


 


If “No”, provide explanation. 


 


GL Solutions is a trademarked and registered DBA for GL Suite, Inc.  


 


Prior to 1999, the company existed as C2MS Productivity Solutions. GL Suite, 


Inc. was incorporated in 1999 in the state of Oregon. GL Solutions does not 


have any parent organization. GL Solutions has two wholly owned 


subsidiaries, both called “GL Suite, LLC,” registered in Virginia and Nevada. 


The subsidiaries’ address is the same as GL Solutions. 


 



http://sos.state.nv.us/
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6.1.4 Vendors are cautioned that some services may contain licensing requirement(s).  Vendors shall 


be proactive in verification of these requirements prior to proposal submittal.  Proposals that do 


not contain the requisite licensure may be deemed non-responsive. 


 


GL Solutions understands and will meet this requirement.  


 


6.1.5 Has the vendor ever been engaged under contract by any State of Nevada agency?   


 


Yes X No  


 


If “Yes”, complete the following table for each State agency for whom the work 


was performed.  Table can be duplicated for each contract being identified. 


 


GL Solutions has many long-term, existing contracts with State of Nevada 


agencies. In addition to the specific agencies and contacts listed below, the 


information provided includes initial installation contract dates and 


corresponding dollar value amounts. Since go-live, ongoing technical support 


services, enhancements and corresponding revenue are not reflected as they 


continue to grow over time. Furthermore, for those agencies utilizing our GL 


Simple Software-as-a-Service (“SaaS”) model, in which initial system 


replacement installation is included, the monthly subscription rate is 


reflected. 


 


Question Response 


Name of State agency: Nevada State Board of Accountancy 


(NVBOA) 


State agency contact name: Viki A. Windfeldt, Executive Director 


Dates when services were 


performed: 
June 2000 - present 


Type of duties performed: The scope of GL Suite for NVBOA was 


to track information to support the 


licensing and renewal process, 


investigations and complaints, 


accounting business processes and 


reporting capabilities.  Users have 


online access to GL Suite through their 


PCs.  Users can query to print reports 


on licensees, fees, renewals, late 


renewals, complaints, and for those 


with permissions - enforcement actions. 


Total dollar value of the contract:  $19,935 


 


Question Response 


Name of State agency: Nevada Dept. of Public Safety – State 


Fire Marshal – Fire Protection 
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Question Response 


Licensing (NVFM) 


State agency contact name: Danny Brennan, Program Chief 


Dates when services were 


performed: 
April 2003 - present 


Type of duties performed: The scope of GL Suite for NVFM was 


to track information to support the 


licensing and renewal process and 


accounting business processes and 


reporting capabilities.  Users have 


online access to GL Suite through their 


PCs.  Users can query to print reports 


on licensees, fees, renewals and late 


renewals. 


Total dollar value of the contract: $22,328  


 


Question Response 


Name of State agency: Chiropractic Physicians’ Board of 


Nevada 


State agency contact name: Jennifer Machen, Licensing Specialist 


Dates when services were 


performed: 
November 2003 - present 


Type of duties performed: The scope of GL Suite for the 


Chiropractic Physicians’ Board of 


Nevada was to track information in 


order to support the licensing and 


renewal process (as well as accounting 


business processes and reporting 


capabilities), track information for the 


agency’s Continuing Education 


process, and provide a public 


verification portal.  


Total dollar value of the contract: $22,328 


 


Question Response 


Name of State agency: Nevada State Board of Veterinarian 


Examiners (NVBOV)                                                    


State agency contact name: Debbie Machen, Executive Director 


Dates when services were 


performed: 
May 2001 – present 


Type of duties performed: The scope of GL Suite for NVBOV was 


to track information to support the 


licensing and renewal process, 


investigations and complaints, 


accounting business processes and 


reporting capabilities.  Users have 
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Question Response 


online access to GL Suite through their 


PCs.  Users can query to print reports 


on licensees, fees, renewals, late 


renewals, complaints, and for those 


with permissions - enforcement actions. 


Total dollar value of the contract: $10,850 


 


Question Response 


Name of State agency: State of Nevada Private Investigators 


Licensing Board (NVPI) 


State agency contact name: Kevin Ingram, Executive Director 


Dates when services were 


performed: 
January 2007 - present 


Type of duties performed: Implemented a system for NVPI 


including licensing, enforcement, 


online Web renewals and applications, 


exam administering and tracking 


Total dollar value of the contract: $52,767 


 


Question Response 


Name of State agency: Nevada State Board of Occupational 


Therapy (NVBOT) 


State agency contact name: Loretta Ponton, Executive Director 


Dates when services were 


performed: 
March 2009 - present 


Type of duties performed: The scope of GL Suite for NVBOT was 


to track information to support the 


licensing and renewal process, 


investigations and complaints, 


accounting business processes and 


reporting capabilities.  Users have 


online access to GL Suite through their 


PCs.  Users can query to print reports 


on licensees, fees, renewals, late 


renewals, complaints, and for those 


with permissions - enforcement actions.  


Total dollar value of the contract: $31,293 


 


Question Response 


Name of State agency: Nevada State Board of Examiners for 


Alcohol, Drug & Gambling Counselors 


(NVADG) 


State agency contact name: Agata Gawronski, Executive Director 


Dates when services were August 2013 - present 
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Question Response 


performed: 


Type of duties performed: The scope of GL Suite for NVADG was 


to track information to support the 


licensing and renewal process, 


continuing education services, 


accounting business processes and 


reporting capabilities. GL Suite also 


created a public verification website as 


well as websites for online applications 


and renewals. 


Total dollar value of the contract: $838.67 / month 


 


Question Response 


Name of State agency: Nevada State Bar (NVBAR) 


State agency contact name: Marc Mersol, CIO 


Dates when services were 


performed: 
April 2014 - present 


Type of duties performed: The scope of GL Suite for NVBAR was 


to track information to support the 


licensing and renewal process, 


continuing education services, TIP 


program, accounting business 


processes and reporting capabilities. 


GL Suite also created websites for 


online renewals, section membership 


application, and more. GL Solutions 


also implemented multiple third-party 


interfaces. 


Total dollar value of the contract: $9440.45 / month 


 


Question Response 


Name of State agency: Nevada State Board of Cosmetology 


(NVBOC) 


State agency contact name: Gary Landry, Executive Director 


Dates when services were 


performed: 
March 2014 - present 


Type of duties performed: Implemented a system for NVBOC 


including licensing, enforcement, 


online Web renewals and applications, 


exam administering and tracking, 


inspections (including mobile forms), 


continuing education, and a license 


verification website. 


Total dollar value of the contract: $7,967.46 / month 
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Question Response 


Name of State agency: Nevada State Board of Audiology & 


Speech Pathology (NVAUD) 


State agency contact name: Loretta Ponton, Executive Director 


Dates when services were 


performed: 
April 2013 - current 


Type of duties performed: Implemented a system for NVAUD 


including licensing, continuing 


education (including CE audits), an 


online license verification website, 


accounting business processes and 


reporting capabilities. 


Total dollar value of the contract: $930.42 / month 


 


Question Response 


Name of State agency: Nevada State Board of Funeral and 


Cemetery Services (NVFCS) 


State agency contact name: Jennifer Kandt, Executive Director 


Dates when services were 


performed: 
July 2014 – present 


Type of duties performed: Implemented a system for NVFCS 


including licensing, renewals, 


accounting business processes and 


reporting capabilities. Users can query 


to print reports on licensees, fees, 


renewals and late renewals. 


Total dollar value of the contract: $1301.00 / month 


 


Question Response 


Name of State agency: Nevada State Board of Dental 


Examiner (NVBOD) 


State agency contact name: Debra Shaffer-Kugel, Executive 


Director 


Dates when services were 


performed: 
January 2006 – present 


Type of duties performed: The scope of GL Suite for NVBOD was 


to track information to support the 


licensing and renewal process, create 


online application and renewal sites for 


dentists and dental hygienists, provide 


accounting business processes and 


reporting capabilities. Agency staff can 


query to print reports on licensees, fees, 


renewals, late renewals, and more. 


Total dollar value of the contract: $56,943 
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Question Response 


Name of State agency: Nevada State Board of Architecture, 


Interior Design and Residential Design 


State agency contact name: Monica Harrison, Deputy Director 


Dates when services were 


performed: 
April 2013 - present 


Type of duties performed: Implemented GL Suite to replace their 


aging ACCESS-based back-office 


system via our GL Simple service to be 


the foundation for launch online 


services, including online renewals for 


individual registrants.  


Total dollar value of the contract: $2935.36 / month 


 


 


Question Response 


Name of State agency: Nevada State Contractors’ Board 


(NSCB) 


State agency contact name: Brian Hayashi, IT Manager 


Dates when services were 


performed: 
May 2015 - present 


Type of duties performed: GL Solutions is specifying and 


configuring a new GL Suite system to 


support NSCB’s extensive licensing, 


enforcement, regulatory and cash 


management processes. 


Total dollar value of the contract: $264,253 


 


6.1.6 Are you now or have you been within the last two (2) years an employee of the State of Nevada, 


or any of its agencies, departments, or divisions? 


 


Yes  No X 


 


If “Yes”, please explain when the employee is planning to render services, 


while on annual leave, compensatory time, or on their own time? 


 


If you employ (a) any person who is a current employee of an agency of the 


State of Nevada, or (b) any person who has been an employee of an agency of 


the State of Nevada within the past two (2) years, and if such person will be 


performing or producing the services which you will be contracted to provide 


under this contract, you must disclose the identity of each such person in your 


response to this RFP, and specify the services that each person will be expected 


to perform. 
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6.1.7 Disclosure of any significant prior or ongoing contract failures, contract breaches, civil or 


criminal litigation in which the vendor has been alleged to be liable or held liable in a matter 


involving a contract with the State of Nevada or any other governmental entity.  Any pending 


claim or litigation occurring within the past six (6) years which may adversely affect the 


vendor’s ability to perform or fulfill its obligations if a contract is awarded as a result of this RFP 


must also be disclosed. 


 


Does any of the above apply to your company? 


 


Yes  No X 


 


If “Yes”, please provide the following information.  Table can be duplicated for 


each issue being identified. 


 


Question Response 


Date of alleged contract failure or 


breach: 


 


Parties involved:  


Description of the contract 


failure, contract breach, litigation, 


or investigation, including the 


products or services involved: 


 


Amount in controversy:  


Resolution or current status of the 


dispute: 


 


If the matter has resulted in a 


court case: 


Court Case Number 


  


Status of the litigation:  


 


6.1.8 Vendors must review the insurance requirements specified in Attachment E, Insurance 


Schedule for RFP 3238.  Does your organization currently have or will your organization be 


able to provide the insurance requirements as specified in Attachment E. 


 


Yes X No  


 


Any exceptions and/or assumptions to the insurance requirements must be 


identified on Attachment B, Technical Proposal Certification of Compliance 


with Terms and Conditions of RFP.  Exceptions and/or assumptions will be 


taken into consideration as part of the evaluation process; however, vendors 


must be specific.  If vendors do not specify any exceptions and/or assumptions 


at time of proposal submission, the State will not consider any additional 


exceptions and/or assumptions during negotiations.   
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Upon contract award, the successful vendor must provide the Certificate of 


Insurance identifying the coverages as specified in Attachment E, Insurance 


Schedule for RFP 3238. 


 


6.1.9 Company background/history and why vendor is qualified to provide the services described in 


this RFP.  Limit response to no more than five (5) pages. 


 


Founded in 1997 by former government licensing administrators, GL Solutions is built on a 


solid bedrock of government regulatory expertise and an unwavering commitment to 


improving the productivity of government organizations.   


 


GL Solutions has over 18 years of experience in providing the software, support and services 


identified as required by the MHD in this RFP. GL Suite, our vastly adaptable, configurable, 


web-based Commercial Off-the-Shelf (COTS) software solution, is utilized by over 60 agencies 


to support their various state regulatory requirements and business processes. GL Solutions’ 


clients regulate a wide variety of industries and professions, including, but not limited to, the 


following regulatory areas (in alphabetical order): 


 


 Accountancy  


 Administration 


 Alcohol Beverage Commission  


 Architecture 


 Asbestos 


 Audiology 


 Banking 


 Barber  


 Cemeteries 


 Chiropractic  


 Commerce 


 Construction  


 Cosmetology  


 Counseling 


 Dentistry  


 Economic Development 


 Emergency Medical Services 


 Environmental Quality  


 Firearms 


 Fire Marshal  


 Funeral Services 


 Healing Arts  


 Health  


 Hearings 


 Gaming  


 Geology  


 Medical  
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 Medicaid Management 


 Massage Therapists  


 Nursing  


 Occupational Therapy  


 Osteopathy 


 Pest Control 


 Pharmacy  


 Plumbing 


 Private Investigators  


 Psychology  


 Public Health  


 Real Estate  


 Private Protective Services 


 Veterinary 


 


From the beginning, GL Suite has been developed with Microsoft technology. It has developed 


into an industry-best COTS software system built on the latest version of Microsoft SQL and 


.NET technology. GL Suite supports a high level of vertical and horizontal scaling necessary 


to accommodate the great volume of transactions participating licensing agencies handle as 


well as all future growth and development. Our carefully-structured training program has 


helped familiarize new users with the GL Suite system for over 70 ongoing system 


implementations. The comprehensive history of the various versions of our GL Suite product 


is described below: 


 


 GL Suite Versions 1-3 were developed and deployed from 1997 throughout 2001. These 


versions were built as a client-server application using Microsoft Access as the client 


application and Microsoft SQL Server as the server relational database. The client 


application used custom forms, reports and queries and VBA procedures. A compiled VB 


module deployed on the server was used to process business rule logic submitted by the 


client application. 


 


 GL Suite Version 4 (V4) was developed and deployed mid-2002. V4 was a complete 


rewrite/re-architecture from previous versions. This version employed a web-based 


interface using Microsoft Internet Explorer, a multi-tiered logic component on the IIS 


application server, and Microsoft SQL Server as the relational database. Having the 


business logic processed on the application server provided significant performance 


improvements for the application and the user. This version also provided greater 


capability for complex user and group security requirements. V4 was far easier to deploy 


and maintain as it replaced the need to service individual user machines for version 


upgrades. 


 


 GL Suite Version 5 was developed and deployed in 2006. V5 was not a complete rewrite of 


V4. It was a "guts" overhaul with significant performance improvements and some new 


functionality. Its look and feel was largely the same as V4. V5 employed an enhanced ad-
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hoc reporting capability allowing users to define their own search criteria, display 


parameters, and output formats. 


 


 GLSuite6 completed development in mid-2013, and we began migrating clients over to it in 


the third quarter of 2013. GLSuite6 offers a new User Interface with greater flexibility to 


configure the home screen for each user, and more robust built-in search functionality. 


GLSuite6 was developed using Ajax and Microsoft’s latest technologies including its most 


recent software, server, and database releases. GLSuite6 is also a cross-browser 


compatible, Web 2.0 application, reflecting the newest changes in how software developers 


and end users use the internet. 


 


In 2014, GL Solutions also added an app utilized specifically for collection of form data, to 


meet the needs of organizations doing mobile inspections and field investigations.  The app is 


integrated with the GL Suite back-office system, to submit data into records, to be processed by 


the business rules engine, and to take full advantage of the data, images, signatures, etc. 


collected, without paper, manual entry, or technical processes by staff. 


 


GL Solutions continually seeks to enrich our approach to new client implementations as well. 


In so doing, we have researched and incorporated industry best-practices and tools into our 


internal processes. Our refined approach leads to successful projects and solid, long-term 


relationships. Various support options allow our clients access to a dedicated Agency Partner, 


as well as the technical resources required to resolve any issues and enhance the systems to 


accomplish goals.  A client portal provides customers visibility of requests in-progress and 


allows direct interaction related to requests and system documentation. 


 


Over the years, GL Solutions has experienced both fulfilling and difficult moments, and one 


thing that we are most proud of is our ability to rise to challenges and grow because of them. 


One way we have sought continued growth, is by developing an internal process to identify 


pain points and intentionally resolve them. Using this process, we have: developed hiring and 


on-boarding processes that allow us to attract and hire ideal candidates and set them up for 


success at GL Solutions; reorganized our Operations department to produce quality work 


more efficiently and on schedule; and, completely overhauled our support offering to provide 


all-inclusive proactive relationship at a fixed cost. We also take great pride in our ability to 


help our clients run more efficiently and effectively.  


 


GL Solutions is the most qualified company to develop and implement the replacement of the 


MHD’s core systems. We have the government regulatory experience and expertise necessary 


to build a system specifically tailored to support your day to day operations, as well as satisfy 


your ongoing desire for improving, automating and enhancing the system. 


 


In today’s world of regulatory software company acquisitions, as an employee-owned 


company, GL Solutions has stayed true to its original passion and mission to help state 


regulatory agencies protect the public. 
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6.1.10 Length of time vendor has been providing services described in this RFP to the public and/or 


private sector.  Please provide a brief description. 


 


GL Solutions has been providing software, service and support for state licensing regulatory 


boards similar to the products and services proposed herein for 18 years. Our many successful 


clients include public protection, and agencies regulating many different professions and 


businesses.  


 


We serve our clientele of state government regulatory entities with our software, GL Suite. GL 


Suite is designed to streamline processes and manage every aspect of licensing, permitting, 


registrations, compliance, inspection, credentialing, and more. 


 


Since GL Solutions is not solely focused on one industry, we are able to incorporate the 


perspectives of subject matter experts across a multitude of different regulatory industries. We 


have researched and incorporated software best-practices that add value across all industries, 


which are completely configurable to your needs. By creating a feedback loop that 


incorporates the viewpoints and expertise of leaders and innovators in many different types of 


industries, we have created a stable, cohesive product that is certain to lead to successful 


projects and a solid, long-term relationship. 


 


GL Solutions has a proven record of accomplishment for meeting project goals and delivering 


all agreed upon components of an organization’s software implementation. Specializing in 


creating systems for government regulatory agencies, GL Solutions will use our configurable 


business rules engine to automate the various activities associated with MHD’s specific 


processes. Our solution is user-friendly, highly-flexible and able to meet the rigorous system 


and technical requirements, configuration specifications, and analytical reporting needs 


described within this RFP.  


 


6.1.11 Financial information and documentation to be included in Part III, Confidential Financial 


Information of vendor’s response in accordance with Section 12.5, Part III – Confidential 


Financial.  


 


6.1.11.1 Dun and Bradstreet Number  


 


GL Solutions’ Dun & Bradstreet number is:  04-180-1809 


 


6.1.11.2 Federal Tax Identification Number 


 


GL Solutions’ Federal Tax Identification number is: 43-1797439   


 


6.1.11.3 The last two (2) years and current year interim: 
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Profit and Loss Statement  


Balance Statement 


 


Per RFP instructions, GL Solutions’ financial statements are therefore included 


in a separate sealed envelope, Part III – Confidential Financial Information and 


Documentation. 


 


6.2 SUBCONTRACTOR INFORMATION 


 


6.2.1 Does this proposal include the use of subcontractors? 


 


Yes  No X 


 


 


6.3 BUSINESS REFERENCES 


 


6.3.1 Vendors should provide a minimum of five (5) business references from similar projects 


performed for private, state and/or large local government clients within the last four (4) years. 


 


For the purposes of this RFP, GL Solutions has provided five (5) business references that 


meet the criteria of implementation projects completed within the last four years as requested 


(See item 6.3.3).  


 


GL Solutions has been providing software, service and support for 18 years for many state 


boards and government regulatory agencies like the State of Nevada Department of Business 


& Industry, Manufactured Housing Division. GL Solutions also serves the following clients:  


 


 Alabama Home Builders Licensure Board 


 Alabama State Board of Cosmetology 


 Alabama State Board of Public Accountancy 


 Alaska Department of Commerce, Community and Economic Development 


 Arizona Board of Chiropractic Examiners 


 Arizona Board of Cosmetology 


 Arizona Medical Board 


 Arizona State Board of Dental Examiners 


 Arkansas Real Estate Commission 


 Arkansas State Board of Nursing 


 Arkansas State Board of Psychology 


 Idaho Board of Dentistry 


 Idaho State Board of Pharmacy 


 Idaho State Board of Accountancy 


 Illinois Department of Public Health 


 Kentucky Real Estate Commission 


 Minnesota Board of Barber Examiners 
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 Minnesota Board of Cosmetologist Examiners 


 Minnesota Board of Dentistry 


 Minnesota Board of Pharmacy 


 Minnesota Gambling Control Board 


 Minnesota Racing Commission 


 Missouri Administrative Hearing Commission 


 Missouri State Tax Commission 


 Mississippi State Gaming Commission 


 Nebraska Department of Revenue, Charitable Gaming Division 


 Nevada Private Investigators Licensing Board 


 Nevada State Bar 


 Nevada State Fire Marshal 


 Nevada State Board of Accountancy 


 Nevada State Board of Architecture, Interior Design and Residential Design 


 Nevada State Board of Chiropractic Physicians 


 Nevada State Board of Cosmetology 


 Nevada State Board of Dental Examiners 


 Nevada State Board of Examiners for Alcohol, Drug and Gambling Counselors 


 Nevada State Board of Occupational Therapy 


 Nevada State Board of Veterinary Medical Examiners 


 Nevada State Contractors Board 


 North Carolina Board of Barber Examiners 


 North Carolina State Board of CPA Examiners 


 North Carolina Board of Nursing 


 North Carolina Medical Board 


 Oklahoma Board of Construction Industry 


 Oregon Medical Board 


 US Virgin Islands Department of Health 


 Vermont Department of Health, EMS 


 Virginia Department of Criminal Justice Services 


 West Virginia Alcohol Beverage Control Commission 


 West Virginia Board of Dental Examiners 


 Wyoming Board of Cosmetology 


 Wyoming Board of Medicine 


 Wyoming Board of Professional Engineers and Professional Land Surveyors 


 Wyoming Board of Professional Geologists 


 Wyoming Department of Audit WYDB 


 Wyoming Professional Licensing Boards 


 Wyoming Real Estate Commission 


 Wyoming State Board of Pharmacy 


 


6.3.2 Business references must show a proven ability of: 
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6.3.2.1 Implementing systems for other government agencies that perform similar functions 


as MHD, such as: 


 


 Permitting and inspection. 


 


 Seals (inventory tracking of seals and issuance). 


 


 Licensing. 


 


 Titling. 


 


 Parks (MHD understands this is a somewhat unique application and is weighted 


as a lessor priority than the others). 


 


 Public online lookup of records. 


 


 Support online payment and issuance of permits (public self service capabilities). 


 


GL Solutions meets this requirement. GL Suite is a stable and mature, browser-


based, COTS software solution designed to handle every aspect of government 


regulatory business processes. GL Suite is easy-to-use, requires minimal IT 


involvement, can be configured by your own administrators, and is delivered 


tailored for MHD’s needs. GL Suite can provide the MHD’s licensees, permit 


holders, applicants, inspectors, staff and the public with comprehensive 


capabilities. 


 


GL Suite is a fully integrated system and completely configurable to produce the 


full spectrum of solutions required by the MHD. The major components are the 


back-office system and the public website. Within these are configured entities, 


objects (screens), properties (fields), and the rules and associations related to each 


which produce the desired relationships and automation for managing data and 


workflow, tying records together, collecting inputs and producing outputs, etc. 


Functions within GL Suite to support MHD’s unique business processes for 


regulation of licenses, permits, seals, inspections, titles, parks, etc. are met within 


the robust framework of its configurable business rules engine, control panel, 


application interface, search functionality, ad-hoc reporting, screen layout, entity 


association, etc., paired with our best practices to meet all regulatory agency needs.   


 


GL Suite provides a user-friendly consistent GUI that provides consistent 


presentation throughout the system.  This consistency throughout the interface is 


one more advantage of our configurable COTS solution over custom software 


systems.  The GL Suite system provides bold fonts to call attention to required 


fields, default values and default focus on records, links, look-up systems, subforms 


with summary data, intuitive links, associations, and more. 
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With GL Suite, licensing, permitting, issuance and tracking of items become more 


efficient and highly automated. GL Suite tracks the overall application status, plus 


all related requirements, checklists, deadlines, fees, and so on using automated 


features. It also automatically prevents licenses, permits, seals, titles, etc. from 


being issued until all requirements are met. GL Suite’s automation of all your 


business processes ensures that your workflow follows a consistent path and no 


detail falls through the cracks.  All related requirements will be tracked in GL 


Suite, and will have corresponding webpages to guide applicants through the 


process of submitting all required information and payments online.   


 


GL Solutions regularly creates custom interfaces, which allow for all manner of 


data exchange between our clients and third parties. GL Suite will interface with 


any system that has an API, and/or transfer files via secure FTP site. We build 


interfaces to support online credit card payments, public self service functions, 


exam scheduling/scoring/administration, information updates, criminal record 


checks, and more. Custom interfaces can provide nearly real-time or delayed 


transactions (whichever you choose). (See Supporting Document 9 – Third-Party 


Interfaces for further information on interfaces.) 


 


Searching and reporting take many forms within the solution, allowing for 


specified input parameters in reports and queries to ad-hoc reporting, and 


outputting results to screen or various file formats. GL Suite will provide all 


required functionality; all of the letters, forms, reports, queries, permits, licenses, 


processes, security, and user interface.  Business rules are completely configurable 


to meet your requirements and support all MHD’s business processes and 


functions. Business rules can ensure that required fields are correctly populated (or 


set to a specific value) before tasks can be marked/accepted as complete.  


 


GL Suite’s functionality includes (but is not limited to): 


 


 Configurability 


 Tracking and managing businesses, individuals, groups, and committees 


 Applications and renewals 


 Workflow automation 


 Automatic batch/triggered actions 


 Track, audit, search 


 Document management and imaging 


 Case management 


 Billing and invoicing  


 Predefined and ad-hoc reporting  


 Public-facing website functionality 


 Interface with third parties, including payment processors 


 Public online search, verification, complaints 
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See Supporting Document 11 – Configuration for further information on how GL 


Suite will be configured to support MHD. 


 


See Supporting Document 1 – Requirements Tracking for how GL Suite supports 


regulatory processes. 


 


See Supporting Document 8 – Self Service Website for further information on how 


websites provide self-service capabilities to the public and constituents.  
 


6.3.2.2 Developing, designing, implementing and/or transferring a large scale application 


with public and/or private sectors; 


 


GL Solutions meets this requirement. GL Solutions brings to this relationship 


experience from our thousands of projects (large and small) during and following 


the implementations of over 60 public sector agencies and divisions in 24 states. 


Our largest clients feature over 100 back -office users and hundreds of thousands 


of public website users. We have many clients in the 20-50 back -office user range. 


 


GL Solutions will design, configure, test, and deploy the solution for MHD. The 


contract resulting from this RFP, Goal and Scope document, and Management 


Plan (Samples located in Supporting Document 18 – SAMPLE Management Plan) 


documents how GL Solutions and MHD will work together.  They will be used as 


the working foundation for our partnership.  


 


The Management Plan documents the necessary implementation steps to achieve 


these goals. It defines the roles and responsibilities for both you and for us, sets 


clear expectations for all work to be done on both sides of our partnership, and 


provides a functional framework for the relationship moving forward.  It includes 


an outline for how the project will be analyzed, designed, configured, integrated, 


tested, accepted, and deployed. 


 


GL Solutions takes an iterative approach to software development. New processes 


and features are first developed on a development site before being deployed (and 


subsequently tested) to a Test environment. The changes are then exhaustively 


tested by GL Solutions’ QA Team before being deployed to the agency’s Test system 


(UAT) environment. At this point, the agency staff members will have the 


opportunity to test and approve the updates themselves. Finally, after formally 


accepting the changes, the functionality is deployed to the agency’s live Production 


environment. 


 


GL Suite is a highly-scalable software application, able to meet the increasing 


demands of your agency over time. Scalability has proven to be a core competency 


and benefit of the GL Suite application. GL Suite will certainly be able to 


accommodate your needs as your agency grows or increases its scope of work.  
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6.3.2.3 Successful ongoing support of the system for client, including effective deployment 


of upgrades; 


 


GL Solutions meets this requirement. GL Suite is a web-based software application 


comprised of three tiers: Presentation, Business, and Database. Technologies used 


in the Presentation and Business tiers include IIS7 and .NET Framework 4.0 in 


Microsoft Windows Server 2008. The Database tier uses .NET data providers and 


Microsoft SQL Server 2005/08 RDMS.  Hosted on GL Solutions’ servers at our 


hosting colocation, the environment is duplicated four times for each client’s 


instance of GL Suite, for changes and upgrades to be promoted forward (using GL 


Portal) from Development, to System Testing, to User Acceptance Testing, and 


finally to Production, thereby isolating each activity in support of Production-


environment stability.  


 


See Supporting Document 19 – GL Portal for further information on how upgrades 


are deployed. 


 


6.3.2.4 Developing and executing a comprehensive application test plan; 


 


GL Solutions will meet this requirement. GL Solutions will develop and execute 


according to detailed testing plans which will be outlined at the beginning of the 


project and documented within the installation Management Plan. GL Solutions 


will coordinate with MHD in order to create testing plans, including training, 


expectations, role and responsibilities well in advance of any testing activities.  See 


Supporting Document 18 – Sample Management Plan for information and samples 


of test plans.  
 


GL Solutions conducts System Testing on each business process from end to end. 


The primary goal of System Testing is to validate that the developed functionality 


meets specified business objectives. System Testing ensures that all functional 


deliverables execute without defect in the client’s actual business process. This level 


of testing validates that all rules function correctly as part of the larger process and 


not in isolation. System Testing covers database, functional, and security testing. 


 


System Tests occur iteratively between GL Solutions’ Development and Quality 


Assurance (QA) teams. We perform a separate set of tests for each business 


process. If QA identifies any issues, they report them to Development. 


 


 


6.3.2.5 Developing and implementing a comprehensive training plan; 


 


GL Solutions will meet this requirement. GL Solutions standard practice is to 


provide detailed training to end users and system administrators prior to 


deployment. Specific training plans will be outlined at the beginning of the project 


and documented within the installation Management Plan. GL Solutions will 


coordinate with MHD in order to create a UAT Plan, which will detail all of the 
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training expectations, role and responsibilities well in advance of any on-site 


activities.  See Supporting Document 18 – Sample Management Plan for further 


information and sample training plans from GL Solutions. 


 


Training typically takes place on-site for 3-5 days at the start of User Acceptance 


Testing (UAT), when the Agency Partner trains your users. This is typically 


training sessions, training your super-users, and often sitting with some end-users, 


teaching them to both use the software and teaching them to follow the steps 


necessary to confirm they can use the software as expected, to meet their business 


processes. 


 


GL Solutions provides all documentation necessary. GL Solutions will prepare and 


distribute documentation for MHD’s GL Suite system, including business process 


walkthroughs for each business process (which guide individuals through each 


process step-by-step) and an administrator manual. Full documentation of not only 


the software configuration but also the business processes will also be easily 


accessible to the technical support personnel and to MHD (including detailed 


specifications, requirements, business process walkthroughs, etc.) via GL Portal. 


Resource training tools include Cheat Sheets and Self-Documenting Specifications 


(SDS). 


   


The Agency Partner is usually on-site for 2-3 days around system go-live, to ensure 


users are getting into the new system and getting comfortable using it to handle 


their daily software functions. Training will include daily check-ins, designed to 


monitor and track progress as well as provide feedback to the trainer as to specific 


needs of the end-users being trained.  See Supporting Document 16 – Training 


Overview for more information on GL Solutions’ training methodology.  


 


6.3.2.6 Experience with comprehensive project management; 


   


GL Solutions meets this requirement. GL Solutions utilizes a comprehensive and 


effective Project Management Methodology (PMM) that guides the integration of 


the MHD’s business processes and data into the new GL Suite system. We have a 


formal approach to project management and incorporate agile principles and 


methods into our processes. The iterative planning and feedback loop inherent to 


the agile development approach reduces risk and ensures quality. It assures that 


teams are able to align the delivered software with desired business needs, 


continuously. 


 


GL Solutions utilizes members of our “Agency Partner” team members as our 


clients’ primary point of contact throughout the implementation and the life of the 


contract.  This escalated level of resources applied to the project by GL Solutions is 


one more indication of our top level of commitment to the success of the project.   
 


See Supporting Document 18 – Sample Management Plan for further information 


on GL Solutions’ project management methodology. 
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6.3.2.7 Experience with cultural change management; 


 


GL Solutions meets this requirement.  The company was founded out of change 


and improvement at the Oregon Department of Justice when Bill Moseley saw an 


extreme need for technology to improve the Charitable Gaming's processes.  


Change is a constant in government, with changes after each election and every 


legislative session, and often more frequently.  Even faster than the changing 


expectations of government is the progression of technology.  In our 19 years, the 


company has progressed from deploying onsite instances of GL Suite (V1, V2, V3) 


in Microsoft Access to many years and three improved major versions (V4, V5, V6) 


of web-based GL Suite software requiring both high-security architecture and 


high-security hosting "in the cloud" on our equipment in a Tier 3 data center.  


Along the way, we have coached over 70 government agencies (in twenty five of the 


fifty states of the US) through implementations and process changes.   


 


GL Solutions has invested heavily in our own cultural change management, 


ranging from strategy and process improvement, training, and rollout, to systems 


for coaching and emotional intelligence at all levels (executive, management, and 


team members).  We strongly believe in the ability of executive leadership at our 


agencies and the guidance, coaching, and training that can be provided to 


individuals at every level of an agency to embrace changing culture, changing 


systems, and changing technology.  Our software and services truly improve the 


lives of agency staff members, and provide the ability for their agencies to better 


protect the public.  At the same time, change is difficult for many people, and we 


are equipped to help agency leadership guide staff to embrace the cultural changes 


brought about by a major software implementation. 


 


6.3.2.8 Experience working with  business partners that are proposed on this project (if 


relevant); and 


  


Not applicable. GL Solutions does not propose to use any business partners on this 


project. GL Solutions considers our customers as partners, along with those third 


parties required by our clients for any interfaces required to enable state-selected 


payment processors, etc. 


 


6.3.2.9 Experience with data migration. 


 


GL Solutions meets this requirement. Well-executed data migration and conversion 


is essential for project success. We have examined, optimized, and successfully 


utilized our data conversion strategies in implementations for 18 years and can 


replace any legacy system and migrate any volume of legacy data. We strive to 


provide accuracy while minimizing the resources required of your team. 


  


Regarding data migration, at a high level, GL Solutions collects a copy of your data 


early in the implementation, studies it, and iterates with you to determine the 
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structure required to support your business processes, and to convert that data into 


GL Suite. GL Solutions will test the conversion and will then ask you to test to 


confirm your data exists where you expect it. Once conversion defects are resolved, 


we will be ready to use the same conversion scripts with the MHD’s final data set.  


 


See Supporting Document 15 - Data Conversion Methodology for more 


information about GL Solutions’ data migration practices. 


 


6.3.2.10 Maintaining effective backup and recovery infrastructure. 


 


GL Solutions meets this requirement. GL Solutions also has significant experience 


hosting systems at our own Tier III certified data center – “The Vault”. We 


maintain a collection of high-speed, state-of-the-art servers, and replace equipment 


on a two-year cycle to ensure that our clients have fast application performance. 


Our hosting services include installation, setup, maintenance, licenses, patches, 


and service release installations for Windows, SQL Server, and GL Suite.  


 


Scheduled maintenance, performance assessments, and implementation of 


advancements in technology ensure the security, stability, and optimal performance 


of every hosted solution. Our hosted solution delivers 99% business availability—


virtually uninterrupted access to network and application resources, as well as 


secure back-ups, disaster recovery and more. 


 


When you host with GL Solutions, we supply, maintain, and upgrade all of the 


hardware and software required to support your application.   


 


See Supporting Document 12 – Hosting Overview for more information about GL 


Solutions’ hosting, backup and recovery infrastructure. 


 


6.3.3 Vendors must provide the following information for every business reference provided by the 


vendor and/or subcontractor: 


 


The “Company Name” must be the name of the proposing vendor or the vendor’s proposed 


subcontractor.   


 


Reference #: 1 


Company Name: GL Suite, Inc. (dba GL Solutions) 


Identify role company will have for this RFP project 


(Check appropriate role below): 


X VENDOR  SUBCONTRACTOR 


Project Name: West Virginia Beverage Control Administration (WVABC) 


Primary Contact Information 


Name: Chris Romaca 


Street Address: 900 Pennsylvania Ave., 4
th


 Floor 
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City, State, Zip: Charleston, WV 25302 


Phone, including area code: (304) 356-5532 


Facsimile, including area code: (304)558-0081 


Email address: Daniel.C.Romaca@wv.gov  


Alternate Contact Information 


Name:  


Street Address:  


City, State, Zip:  


Phone, including area code:  


Facsimile, including area code:  


Email address:  


Project Information 


Brief description of the 


project/contract and description of 


services performed: 


GL Solutions performed the design, 


development, configuration, 


implementation and ongoing technical 


support of a new, integrated GL Suite 


software licensing system for the agency. 


System implementation included public 


facing websites and inspections deployed 


on mobile devices. WVABC, much like 


MHD, required comprehensive GL Suite 


software configured to support all the 


agency’s regulatory processes within one 


system, including but not limited to: 


license applications, renewals and other 


transactions, credential submission and 


verifications, examination and education 


management, license look-up, 


maintenance of licenses, and 


enforcement activities.  For WVABC, 


GL Suite incorporates all regulatory 


aspects of licensing wholesalers and 


retailers, sales of distilled spirits at 


wholesale, and to enforce the laws and 


regulations governing alcoholic 


beverages in the State of West Virginia. 


Original Project/Contract Start 


Date: 
07/2013 


Original Project/Contract End Date: N/A (Significant enhancements have 


been made since initial installation and 


continue to date.) 


Original Project/Contract Value: $479,956 


Final Project/Contract Date: N/A (Significant enhancements have 


been made since initial installation and 


continue to date.) 


Was project/contract completed in Initial system implementation project 



mailto:Daniel.C.Romaca@wv.gov
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time originally allotted, and if not, 


why not? 
completed within budget and project 


goals. 


Was project/contract completed 


within or under the original budget / 


cost proposal, and if not, why not? 


Initial system implementation project 


completed within budget and project 


goals. 


 


 


Reference #: 2 


Company Name: GL Suite, Inc. (dba GL Solutions) 


Identify role company will have for this RFP project 


(Check appropriate role below): 


X VENDOR  SUBCONTRACTOR 


Project Name: Arizona State Board of Chiropractic Examiners 


(AZBoChiro) 


Primary Contact Information 


Name: Justin Bohall, Executive Director 


Street Address: 1951 West Camelback Road, Suite 300 


City, State, Zip: Phoenix, AZ 85015 


Phone, including area code: (602) 542-9109 


Facsimile, including area code: (602) 864-5099 


Email address: jbohall@chiroboard.az.gov 


Alternate Contact Information 


Name:  


Street Address:  


City, State, Zip:  


Phone, including area code:  


Facsimile, including area code:  


Email address:  


Project Information 


Brief description of the 


project/contract and description of 


services performed: 


GL Solutions designed and specified a 


new GL Suite system to manage the 


AZBoChiro’s Applications, Renewals, 


Continuing Education Course Provider 


Applications, and Enforcement 


processes. Goals of the project included: 


Regain control of information and 


integrate business processes 


Save time through automation 


Save money by saving time 


Streamline processes 


Create a flexible system that can grow 


and expand with the Board’s needs 


Original Project/Contract Start 


Date: 
04/2014 



mailto:jbohall@chiroboard.az.gov
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Original Project/Contract End Date: N/A (Significant enhancements have 


been made since initial installation and 


continue to date.) 


Original Project/Contract Value: $27,714 


Final Project/Contract Date: N/A (Significant enhancements have 


been made since initial installation and 


continue to date.) 


Was project/contract completed in 


time originally allotted, and if not, 


why not? 


Initial system implementation project 


completed within budget and project 


goals. 


Was project/contract completed 


within or under the original budget / 


cost proposal, and if not, why not? 


Initial system implementation project 


completed within budget and project 


goals. 


 


 


 


Reference #: 3 


Company Name: GL Suite, Inc. (dba GL Solutions) 


Identify role company will have for this RFP project 


(Check appropriate role below): 


X VENDOR  SUBCONTRACTOR 


Project Name: Alabama Home Builders Licensure Board (ALHOB) 


Primary Contact Information 


Name: Suanne Parnell, Executive Secretary 


Street Address: 445 Herron Street 


City, State, Zip: Montgomery, AL 36104 


Phone, including area code: (324) 242-2230 


Facsimile, including area code: (334) 263-1397 


Email address: Suanne.Parnell@hblb.alabama.gov 


Alternate Contact Information 


Name:  


Street Address:  


City, State, Zip:  


Phone, including area code:  


Facsimile, including area code:  


Email address:  


Project Information 


Brief description of the 


project/contract and description of 


services performed: 


The scope of GL Suite for ALHOB was to 
track information to support the 
licensing and renewal process, 
investigations and complaints, 
accounting business processes and 
reporting capabilities.  Users have online 
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access to GL Suite through their PCs.  
Users can query to print reports on 
licensees, fees, renewals, late renewals, 
complaints, and for those with 


permissions - enforcement actions. The 


comprehensive licensure functionality, 


financial management, license 


verification, compliance management, 


and online public services provided by 


their GL Suite systems helps the board 


and board staff enforce the provision of 


the Home Building and Home 


Improvement Industries Act. (The law 


provides for the licensure of persons 


engaged in residential construction in 


the State of Alabama.) 


Original Project/Contract Start 


Date: 
09/2010 


Original Project/Contract End Date: N/A (Significant enhancements have 


been made since initial installation and 


continue to date.) 


Original Project/Contract Value: $39,385 


Final Project/Contract Date: N/A (Significant enhancements have 


been made since initial installation and 


continue to date.) 


Was project/contract completed in 


time originally allotted, and if not, 


why not? 


Initial system implementation project 


completed within budget and project 


goals. 


Was project/contract completed 


within or under the original budget / 


cost proposal, and if not, why not? 


Initial system implementation project 


completed within budget and project 


goals. 


 


 


 


Reference #: 4 


Company Name: GL Suite, Inc. (dba GL Solutions) 


Identify role company will have for this RFP project 


(Check appropriate role below): 


X VENDOR  SUBCONTRACTOR 


Project Name: Alabama State Board of Cosmetology (ALBOC) 


Primary Contact Information 


Name: Sabrina Hines, Office Manager 


Street Address: 100 North Union St, Suite 320 


City, State, Zip: Montgomery, AL 36130-1750 
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Phone, including area code: (334) 353-7256 


Facsimile, including area code: (334) 242-1926 


Email address: Sabrina.Hines@aboc.alabama.gov 


Alternate Contact Information 


Name:  


Street Address:  


City, State, Zip:  


Phone, including area code:  


Facsimile, including area code:  


Email address:  


Project Information 


Brief description of the 


project/contract and description of 


services performed: 


GL Solutions implemented a system that 


facilitates and encompasses all of 


ALBOC’s regulatory needs, including:  


license applications, renewals, 


disciplinary case tracking, license 


certificates, and statistics reporting. The 


system was also built with interfaces to 


support online renewals, online 


verifications, and testing.  We 


implemented a GL Suite system that 


provides the following capabilities: 


 Comprehensive Licensure 


functionality  


 Disciplinary Case Tracking  


 Statistics Reporting 


 Significant 3rd Party Interfaces 


Original Project/Contract Start 


Date: 
10/2004 


Original Project/Contract End Date: N/A (Significant enhancements have 


been made since initial installation and 


continue to date.) 


Original Project/Contract Value: $35,000 


Final Project/Contract Date: N/A (Significant enhancements have 


been made since initial installation and 


continue to date.) 


Was project/contract completed in 


time originally allotted, and if not, 


why not? 


Initial system implementation project 


completed within budget and project 


goals. 


Was project/contract completed 


within or under the original budget / 


cost proposal, and if not, why not? 


Initial system implementation project 


completed within budget and project 


goals. 
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Reference #: 5 


Company Name: GL Suite, Inc. (dba GL Solutions) 


Identify role company will have for this RFP project 


(Check appropriate role below): 


X VENDOR  SUBCONTRACTOR 


Project Name: Nevada State Board of Examiners for Alcohol, Drug and 


Gambling Counselors (NVADG) 


Primary Contact Information 


Name: Carol Masterson 


Street Address: 400 W. King Street, Suite #111 


City, State, Zip: Carson City, NV 89703 


Phone, including area code: (775) 684-7080 


Facsimile, including area code: (775) 684-7084 


Email address: cmasterson@adgc.nv.gov 


Alternate Contact Information 


Name:  


Street Address:  


City, State, Zip:  


Phone, including area code:  


Facsimile, including area code:  


Email address:  


Project Information 


Brief description of the 


project/contract and description of 


services performed: 


The scope of NVADG’s GL Simple 


“SaaS" installation was to replace their 


existing system with GL Suite to track 


and support the licensing and renewal 


processes, continuing education, 


accounting business processes and 


reporting capabilities.  Users have online 


access to GL Suite through their PCs.  


Users can query to print reports on 


licensees, fees, renewals, late renewals, 


complaints, and for those with 


permissions - enforcement actions. After 


NVADG’s initial GL Suite system Go-


Live, online renewals, payment 


processing and other identified 


functionalities have been added to their 


system under the GL Simple support 


model. 


Original Project/Contract Start 


Date: 
09/2013 


Original Project/Contract End Date: N/A (Significant enhancements have 


been made since initial installation and 
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continue to date.) 


Original Project/Contract Value: $13,857 


Final Project/Contract Date: N/A (Significant enhancements have 


been made since initial installation and 


continue to date.) 


Was project/contract completed in 


time originally allotted, and if not, 


why not? 


Initial system implementation project 


completed within budget and project 


goals. 


Was project/contract completed 


within or under the original budget / 


cost proposal, and if not, why not? 


Initial system implementation project 


completed within budget and project 


goals. 


 


 


6.3.4 Vendors must also submit Attachment F, Reference Questionnaire to the business references 


that are identified in Section 6.3.3.   


 


6.3.5 The company identified as the business references must submit the Reference Questionnaire 


directly to the Purchasing Division.  


 


6.3.6 It is the vendor’s responsibility to ensure that completed forms are received by the Purchasing 


Division on or before the deadline as specified in Section 10, RFP Timeline for inclusion in 


the evaluation process.  Reference Questionnaires not received, or not complete, may adversely 


affect the vendor’s score in the evaluation process.   


 


6.3.7 The State reserves the right to contact and verify any and all references listed regarding the 


quality and degree of satisfaction for such performance. 


 


GL Solutions understands and will comply with the business reference requirements 


outlined in 6.3.4 – 6.3.7 above. 


 


6.4 VENDOR STAFF SKILLS AND EXPERIENCE REQUIRED  


 


The vendor shall provide qualified personnel to perform the work necessary to accomplish the 


tasks defined in the Scope of Work.  The State must approve all awarded vendor resources.  The 


State reserves the right to require the removal of any member of the awarded vendor's staff from 


the project.  The following are general guidelines for staff qualifications: 


 


6.4.1 Project Manager Qualifications 


 


The Project Manager assigned by the awarded vendor to the engagement must have: 


 


6.4.1.1 A minimum of four (4) years of project management experience, within the last ten 


(10) years, in government or the private sector; 
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6.4.1.2 A minimum of three (3) years of experience successfully implementing solutions 


similar to the solution proposed by the vendor for this project.  


 


 


6.4.1.3 A minimum of two (2) years of experience with systems analysis and design; 


 


 


6.4.1.4 A minimum of two (2) years of experience with systems development and 


implementation; 


 


 


6.4.1.5 Completed at least one (1) project within the past three (3) years that involved 


designing business processes and procedures and developing new systems to support 


the new business processes; and 


 


6.4.1.6 Completed at least one (1) project within the past three (3) years that involved 


communication and coordination of activities with external stakeholders. 


 


GL Solutions’ Project Manager exceeds these requirements.  Please see Tab IX, Attachment 1 


– Proposed Staff Resumes for details. 
 


6.4.2 Technical Lead Qualifications 


 


The technical lead assigned by the awarded vendor must have: 


 


6.4.2.1 A minimum of three (3) years of experience successfully implementing systems 


similar to the system proposed for this project. 


 


6.4.2.2 A minimum of four (4) years of experience in systems development, design and 


programming of automated systems; 


 


6.4.2.3 A minimum of four (4) years of experience developing systems using a relational 


database; 


 


6.4.2.4 A minimum of two (2) years of experience developing Internet applications; 


 


6.4.2.5 A minimum of two (2) years of experience managing systems architecture and 


systems development projects; and 


 


GL Solutions’ Technical Lead exceeds these requirements.  Please see Tab IX, Attachment 1 – 


Proposed Staff Resumes for details. 
 


 


6.4.3 Implementation Lead Qualifications 


 


The implementation lead assigned by the awarded vendor must have: 
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6.4.3.1 A minimum of three (3) years of experience managing the implementation of new 


business processes and procedures and new automated systems to support the new 


business processes; 


 


6.4.3.2 A minimum of two (2) years of experience managing the implementation of Internet 


applications; 


 


6.4.3.3 Completed at least one (1) project within the past three (3) years that involved the 


procurement, receipt and make ready of computer equipment and software; and 


 


6.4.3.4 Completed at least one (1) project within the past three (3) years that involved a 


phased implementation where systems activities were coordinated between the old 


and new system environments. 


 


GL Solutions’ Implementation Lead exceeds these requirements.  Please see Tab IX, 


Attachment 1 – Proposed Staff Resumes for details. 
 


 


6.4.4 Individual Team Member Qualifications 


 


Each member of the awarded vendor's project team must meet at least one (1) of the 


qualifications below.  In addition, the aggregation of the individual qualifications of the team 


members must cumulatively meet all of the following requirements.  These requirements are: 


 


6.4.4.1 Two (2) years of experience within the last six (6) years analyzing and modeling 


business processes and defining user requirements; 


 


6.4.4.2 Two (2) years of experience within the last five (5) years designing online interfaces 


using the tools proposed for this project; 


 


6.4.4.3 Three (3) years of experience within the last five (5) years implementing systems 


similar to the system proposed for this project; 


 


6.4.4.4 Three (3) years of experience within the last five years developing secure Internet 


applications using the tools proposed for this project; and 


 


6.4.4.5 Completed at least one (1) project within the past three (3) years that involved 


development of course outlines and materials and organizing and conducting classes 


to support the implementation of new business processes and systems. 


 


GL Solutions’ Project Team exceeds these requirements.  Please see Tab IX, Attachment 1 – 


Proposed Staff Resumes for details. 
 


6.5 VENDOR STAFF RESUMES  
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A resume must be completed for each proposed individual on the State format provided 


in Attachment I, Proposed Staff Resume, including identification of key personnel per 


Section 14.3.19, Key Personnel. 


 


GL Solutions meets this requirement and has included completed resumes for the key 


personnel required and specified within section 6.4 of the RFP, including Project 


Manager, Technical Lead and Implementation Lead, within Attachment I, Proposed 


Staff Resumes of GL Solutions’ response. 


 


6.6 PRELIMINARY PROJECT PLAN  


 


6.6.1 Vendors must submit a preliminary project plan as part of the proposal, including, but not 


limited to: 


6.6.1.1 Gantt charts that show all proposed project activities; 


 


GL Solutions has provided the requested Gantt chart in Tab X. 


 


6.6.1.2 Planning methodologies; 


 


At the start of an implementation project, GL Solutions reviews the 


contract (RFP documents, proposal, negotiated contract terms, etc.) and 


assembles a Goal and Scope Document as well as a Management Plan.  


These documents are iterated until agreement is established for how the 


scope of the implementation will be handled.  Please see Supporting 


Document 18 for a sample Management Plan. 


 


6.6.1.3 Milestones; 


 


Please see Gantt chart provided in Tab X, in response to item 6.6.1.1 above, 


as well as GL Solutions' cost proposal for all deliverable/payment 


milestones.  


 


6.6.1.4 Task conflicts and/or interdependencies; 


 


The Tasks (1-9) noted in this RFP are understood to be sequential and 


interdependent, and therefore would conflict if we attempt to proceed on 


these out of order.  In addition, the planning documents described in item 


6.6.1.2 above must be approved before design work may begin.  Designs 


must be approved before configuration can begin.  Configuration must be 


complete before testing can begin.  Testing will result in defect reporting.  


Defects will be reported which must be resolved (or an agreed-upon subset 


must be resolved) before the work may be deployed to Production.   


 


GL Solutions provides our time-tested, process-oriented implementation 


that is aligned with the plan proposed in this RFP, and provides scheduling 


systems, work-routing systems, approval processes, environments, and 
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deployment processes integrated with the process.  Tasks and 


interdependencies are managed by consistency of process, to ensure 


success.  For more information, please see our sample Management Plan 


in Supporting Document 18. 


 


6.6.1.5 Estimated time frame for each task identified in Section 5, Scope of Work; 


and 


 


Please see the durations noted in the Gantt chart above in item 6.6.1.1 for 


the estimated time frames for specific tasks identified in Section 5, Scope of 


Work.  Based on the descriptions/requirements of the tasks, the longest 


duration items are Task 2 (System Design/Implementation Configuration) 


and Task 9 (Post Implementation Review – in which we include 90 days of 


escalated defect correction).   


 


 


6.6.1.6 Overall estimated time frame from project start to completion for both 


Contractor and State activities, including strategies to avoid schedule 


slippage. 


 


GL Solutions estimates approximately 12 months for implementation, 


followed by 90 days of intensive/escalated warranty support/defect 


correction.  Schedule slippage is encountered mostly in cycles of review 


and approval, so we encourage the MHD to take as aggressive a 


turnaround time as palatable for the agency to review/approve 


specifications, and for testing, and to minimize the number of review 


cycles.  Additional direction to avoid schedule slippage is noted in our 


sample Management Plan provided in Supporting Document 18. 


 


6.6.2 Vendors must provide a written plan addressing the roles and responsibilities and method of 


communication between the contractor and any subcontractor(s). 


 


GL Solutions will not utilize any subcontractors on this project as indicated in section 6.2 


herein. 


 


6.6.3 The preliminary project plan will be incorporated into the contract.   


 


GL Solutions understands and agrees to incorporate the preliminary project plan into the 


contract. 


 


6.6.4 The first project deliverable is the finalized detailed project plan that must include fixed 


deliverable due dates for all subsequent project tasks as defined in Section 5, Scope of Work.  


The contract will be amended to include the State approved detailed project plan. 


 


GL Solutions will meet this requirement to amend the contract with a State approved project 


plan. 
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6.6.5 Vendors must identify all potential risks associated with the project, their proposed plan to 


mitigate the potential risks and include recommended strategies for managing those risks. 


 


GL Solutions meets this requirement. Our standard practice is to conduct periodic risk 


assessments to identify all project risks and their potential impacts on project timelines, 


deliverables, and overall project success. Mitigation strategies, including individual or team 


responsibilities, action plans and escalation procedures, will be developed for each risk in 


order to minimize and (where possible) eliminate the risk. All risks will be recorded and 


tracked throughout the project and will be carried forward to subsequent months as 


appropriate. Identified risks and mitigation plans will be communicated during regular 


status meetings. Status Meetings will occur regularly (specifications of meeting schedule to 


be determined in the Management Plan).  


 


To see the details of our full approach to risk management, see Supporting Document 18- 


Sample Management Plan and Supporting Document 17 – Risk Management Plan. 


 


6.6.6 Vendors must provide information on the staff that will be located on-site in Carson City.  If 


staff will be located at remote locations, vendors must include specific information on plans to 


accommodate the exchange of information and transfer of technical and procedural knowledge.  


The State encourages alternate methods of communication other than in person meetings, such 


as transmission of documents via email and teleconferencing, as appropriate. 


 


GL Solutions will meet this requirement. Our standard practices ensure that we will have a 


staff on-site at the beginning of the project to begin the requirements gathering process, to 


explore, research and analyze the MHD system functionalities, and to begin to describe the 


solutions required. We will look at the database, business rules, forms, data entry/inquiry 


screens and reports. We will follow this time with any necessary phone calls and online 


meetings to answer follow-up questions and to review design specifications and map them 


into the system. GL Solutions’ staff will conduct interviews during the design of each 


business process, gathering understanding and details per business process, to specify all 


solutions. GL Solutions’ staff will also request approval of each completed specification, 


iterating as necessary for additional clarification or alignment prior to approval and 


subsequent configuration/development of the system.  


 


GL Solutions will provide detailed training to end users and system administrators prior to 


deployment. On-site training typically takes 3-5 days at the start of User Acceptance Testing 


(UAT), when GL Solutions’ staff trains your users. This is typically training sessions, 


training your super-users, and often sitting with some end-users, teaching them to both use 


the software and teaching them to follow the steps necessary to confirm they can use the 


software as expected, to meet their business processes.  


 


GL Solutions’ staff is usually on-site for 2-3 days around system go-live, to ensure users are 


getting into the new system and getting comfortable using it to handle their daily software 


functions. GL Solutions will coordinate with MHD in order to create a UAT Plan, which will 


detail all of the training expectations, role and responsibilities well in advance of any on-site 
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activities. Training will include daily check-ins, designed to monitor and track progress as 


well as provide feedback to the trainer as to specific needs of the end-users being trained.  


 


See Supporting Document 18 - Sample Management Plan and Supporting Document 16 – 


Training Overview for more information on GL Solutions’ training methodology. 


 


6.7 PROJECT MANAGEMENT 


 


Vendors must describe the project management methodology and processes utilized for: 


 


6.7.1 Project integration to ensure that the various elements of the project are properly coordinated; 


 


GL Solutions meets this requirement. Our standard practices ensure that GL Solutions’ 


Project Management Methodology (PMM) is tightly integrated with all elements of our 


project implementation process. It wraps a layer of monitoring, directing, advising, and 


guidance around the project implementation stages. We adhere to tested management 


procedures that align our efforts at every phase of the implementation with the goals of the 


project. Primary in our efforts is effective communication, internally and with your staff. 


Other efforts include tight adherence to the Management Plan, frequent project 


management meetings, consultation on process improvement and/or change management, 


ongoing risk and gap assessments, and strict scope maintenance. 


 


GL Solutions will start with the wealth of data in your RFP and our response to build the 


overall structure for the project and to direct our requirements-gathering efforts. The Project 


Manager will work with designated MHD personnel to confirm the scope of the project and 


the business processes. Based on this over-arching scope, we will structure the project and 


begin to set up requirements traceability systems and firm up the project schedules.  


 


We will ask for a copy of your data early on, so we can begin evaluating the conversion 


necessary and so we can utilize your data to guide our understanding of what you need to 


track, and how it needs to fit together. We will also ask for your output samples and to begin 


working with any designated subject matter experts (SMEs) to detail process steps and 


required activities for each.  


 


After we have done sufficient interviews on each business process to create clarity of how 


GL Suite will best be configured to meet your needs, the particular business processes 


proceed into design in the form of tasks, grouped into projects by business process. As 


business processes proceed into the design phase, GL Solutions will create a workflow 


diagram that describes how a user would accomplish the business process.  


 


We will work with you to gain your approval for the specifications, and then move into 


detailed design, including specifications of screens, fields, rules for automation, and even for 


output formats such as reports, correspondence, and forms.  


 


To see the details of our full approach to project integration, see Supporting Document 18 - 


Sample Management Plan. 
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6.7.2 Project scope to ensure that the project includes all the work required and only the work 


required to complete the project successfully; 


 


GL Solutions meets this requirement. Our standard practices ensure that throughout the 


whole process, GL Solutions and your agency will communicate regularly to ensure that 


both parties are in agreement about the project requirements, refining the clarity as we go 


through implementation. 


 


To see the details of our full approach to project scope and management, see Supporting 


Document 18 - Sample Management Plan. 


 


6.7.3 Time management to ensure timely completion of the project.  Include defining activities, 


estimating activity duration, developing and controlling the project schedule; 


 


GL Solutions meets this requirement. Our standard practices ensure that throughout the 


whole process, GL Solutions and your agency will communicate regularly to ensure that 


both parties are in agreement about the project timing, activities and schedule. 


 


Throughout the implementation, GL Solutions’ staff will hold regular scheduled meetings 


with designated contact(s) at MHD, including top-level leadership – working to keep the top-


level of both organizations involved in this important project and driving the project and 


teams ahead for success. GL Solutions will also work with the MHD to create a 


Communication Plan within our Management Plan detailing the full communication 


strategy. 


 


Another important element of our communication strategy is GL Portal, streamlining our 


technical and tactical communications about the work in progress and providing updates 


throughout the process. Notifications in GL Portal will help to keep the communication 


flowing.  


 


To see the details of our full approach to project scope and management, see Supporting 


Document 18 - Sample Management Plan. See Supporting Document 19 for more 


information on GL Portal. 


 


6.7.4 Management of contractor and/or subcontractor issues and resolution process; 


 


GL Solutions will not utilize any subcontractors on this project as indicated in section 6.2 


herein. 


 


6.7.5 Responding to and covering requested changes in the project time frames; 


 


GL Solutions meets this requirement. Our standard practices ensure that all of MHD’s 


change management needs and requirements will be addressed through GL Solutions’ 


innovative approach to collaborative evolution, with the organizations working together to 


define the path of continuous improvement. As MHD’s needs change at any time from 
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previous agreements, GL Solutions will work with MHD to determine any additional 


resources required, and will then work to get approval, prioritization, and resource 


allocation in line to ensure both organizations are aligned in timeline and approach for 


successful implementation. 


 


To see the details of our full approach to project scope and management, see Supporting 


Document 18 - Sample Management Plan. GL Solutions will support change management 


activities using our innovative GL Portal service. See Supporting Document 19 – GL Portal. 


 


6.7.6 Responding to State generated issues; 


 


GL Solutions will meet this requirement. Our standard practices ensure that MHD will have 


access to GL Portal. GL Portal is available 24/7 for reporting and tracking issues for 


authorized staff members can report issues, monitor the status of all defects (“bugs”) from 


identification through correction and testing, as well as to verify the resolution of completed 


items. 


 


GL Solutions will provide first-level diagnostics when an issue is reported via GL Portal, 


with our Quality Assurance team reviewing to confirm (a) what was being attempted, (b) 


what happened, (c) what was expected, and (d) the functionality is not operating per 


specification. Once these initial diagnostics have been completed to confirm the issue, the 


defect will be routed forward for configuration or development assistance, where second-


level diagnostics will be performed to validate and fix the cause of the defect. Upon 


resolution, the request will route to our Quality Assurance team to review the request and 


the updates, to make sure the issue has been resolved. 


 


See Supporting Document 19 for more information on GL Portal. 


 


6.7.7 Cost management to ensure that the project is completed within the approved budget.  Include 


resource planning, cost estimating, cost budgeting and cost control; 


 


GL Solutions meets this requirement. We recognize that government offices regularly face a 


scarcity of resources and time. Our PMM delivers everything necessary for planning, 


building, and managing a successful implementation while simultaneously maximizing 


quality and getting the most out of your staff’s time and agency’s budget.  


 


See Supporting Document 18 for a Sample Management Plan. 


 


6.7.8 Resource management to ensure the most effective use of people involved in the project 


including subcontractors; 


 


GL Solutions meets this requirement. We recognize that government offices regularly face a 


scarcity of resources and time. Our PMM delivers everything necessary for planning, 


building, and managing a successful implementation while simultaneously maximizing 


quality and getting the most out of your staff’s time and agency’s budget.  
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See Supporting Document 18 for a Sample Management Plan. 


 


6.7.9 Communications management to ensure effective information generation, documentation, 


storage, transmission and disposal of project information; and 


 


GL Solutions meets this requirement. Our standard practices ensure that GL Solutions will 


work with the MHD to create a Communication Plan within our Management Plan detailing 


the full communication strategy, including regularly scheduled meetings throughout the 


implementation. Secondary communication will come from the Business Analysts, who will 


conduct interviews during the design of each business process, gathering understanding and 


details per business process, to specify all solutions. The Business Analysts will also request 


approval of each completed specification, iterating as necessary for additional clarification 


or alignment prior to approval.  


 


Another important element of our communication strategy is GL Portal, which provides 


continuous access (far more than monthly views/reports), including summary views of all 


work orders (break/fix or enhancements) completed, the status of work in progress, and 


system documentation. 


 


To see the details of our full approach to project scope and management, see Supporting 


Document 18 - Sample Management Plan. See Supporting Document 19 for more 


information on GL Portal. 


 


6.7.10 Risk management to ensure that risks are identified, planned for, analyzed, communicated and 


acted upon effectively. 


 


GL Solutions meets this requirement. Our standard practice is to use a formal process to 


manage risks. We proactively identify and address them before they affect performance or 


quality. We have defined processes for reporting, confirming, evaluating, planning, 


executing, and tracking risks and issues. Our risk process builds on standard risk 


assessment systems, and is incorporated into the methods we use to route work through our 


teams. Standards such as risk probability, risk severity, and risk value are employed, as well 


as a documentation of common risks and mitigation steps. 


 


For projects similar to the implementation described by this RFP, GL Solutions’ experience 


illuminates the following challenges and resulting risk categories: scope, schedule, quality, 


budget and relationship. Our risk management methodology combines thoughtful foresight 


and process-orientation to identify and mitigate risks before they become problems. 


 


To see the details of our full approach to risk management, see Supporting Document 18 - 


Sample Management Plan and Supporting Document 17 – Risk Management Plan. 
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6.8 QUALITY ASSURANCE 


 


Vendors must describe the quality assurance methodology and processes utilized to ensure that 


the project will satisfy State requirements as outlined in Section 5, Scope of Work of this RFP. 


 


GL Solutions meets this requirement. Our standard practices ensure that GL Solutions 


performs comprehensive testing of the database software to ensure proper performance and 


compliance with specifications. 


 


GL Solutions’ testing strategy consists of three types of testing—Preliminary Testing (Static, 


Unit, and Development), Integration Testing, and System Testing—each aimed at helping us 


meet our clients’ functional and deliverable requirements. Our focus on requirements 


traceability throughout your system implementation ensures that your business needs are met. 


Finally, when GL Solutions’ testing is done, we deploy the functionality to the UAT 


environment where we support clients in their execution of User Acceptance Testing.  


 


Preliminary Testing: GL Solutions’ Quality Assurance (QA) team executes various 


preliminary tests in the early stages of your project design and development.  


 


 Static Testing: Before programming even begins, GL Solutions tests the documents 


that will be used to develop your GL Suite system. The purpose of Static Testing is to 


identify defects early on, before starting development. Our QA Specialists perform 


Static Tests on the Workflow Diagrams, Cheat Sheets, and Self-Documenting 


Specification documents. Our preliminary testing and defect correction of these 


documents ensures the development of a superior product in a shorter amount of time.  


 


 Unit Testing (Functional Testing): GL Solutions Developers and QA Specialists 


conduct Unit Tests throughout the development process to confirm that the configured 


and developed functionality performs according to specifications.  
 


Unit Tests occur iteratively between GL Solutions’ Development and QA teams. Once 


all rules required by a business process are developed, the Developer informs QA and a 


Specialist is assigned. GL Solutions’ Developers Unit Test programming code in 


isolation from the integrated system, to verify that the software works according to 


specifications. GL Solutions’ QA Specialists use the specification documents as models 


for developing test plans and verifying that functionality meets your system 


requirements. They perform a separate set of tests for each business process to verify 


low-level details of the screens, fields, and automation. GL Solutions will update 


specifications (if needed) and code to resolve defects and re-execute testing until any 


and all issues are resolved.  


 


 Development Testing: GL Solutions’ QA team conducts Development Testing to 


confirm that developed or configured software functions according to requirements 


and properly interfaces with already programmed functionality. The intention of the 
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Development Test is to “break” the software using standard industry testing 


techniques.  


 


Integration Testing: GL Solutions works with our clients’ technical staff to conduct 


Integration Testing. Integration Testing determines if the GL Suite software properly 


interfaces with other systems and/or confirms that the website we have developed properly 


supports your business process needs. Integration Testing ensures that all inputs and 


outputs to your application are in place and functioning according to business process 


standards.  


 


System Testing: GL Solutions conducts System Testing on each business process from end 


to end. The primary goal of System Testing is to validate that the developed functionality 


meets specified business objectives. System Testing ensures that all functional deliverables 


execute without defect in the client’s actual business process. This level of testing validates 


that all rules function correctly as part of the larger process and not in isolation. System 


Testing covers database, functional, and security testing.  


 


System Tests occur iteratively between GL Solutions’ Development and Quality Assurance 


(QA) teams. We perform a separate set of tests for each business process. If QA identifies 


any issues, they report them to Development.  


 


User Acceptance Testing: The objective of User Acceptance Testing (UAT) is for the client 


to validate that the system works as intended. UAT allows agency users to confirm that 


they are able to use the GL Suite system to perform their job functions and that the system 


will meet their business requirements. To perform UAT effectively and ensure that the 


required functionality has been created, it is important that clients allocate sufficient staff 


resources and time to the endeavor. 


 


For more information about GL Solutions’ Quality Assurance methodology and processes, see 


Supporting Document 18 – Sample Management Plan.   


 


6.9 METRICS MANAGEMENT  


 


Vendors must describe the metrics management methodology and processes utilized to satisfy 


State requirements as outlined in Section 5, Scope of Work of this RFP.  The methodology must 


include the metrics captured and how they are tracked and measured. 


 


GL Solutions will meet this requirement.  Every business process, project, task, and work 


assignment is tracked to the tenth of an hour within GL Solutions' work routing and 


scheduling system.  This includes the timeframes for each stage of every piece of work, 


including client review/approval times.  Business process/project deadlines are tracked on a 


weekly basis, with each manager accountable for their team to complete their stages of work 


on a weekly basis.  In addition, every task is tracked to the team and individual assignment 


level on a daily basis with color-coding based on whether task assignments are due in the 


future, due immediately, or overdue.   
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GL Portal provides visibility of the work in progress, including notifications of work in-queue 


for our clients, and service management dashboards to show hosting uptime and service plan 


utilization rates.  For more information on GL Portal, please see Supporting Document 19. 


 


6.10 DESIGN AND DEVELOPMENT PROCESSES  


 


Vendors must describe the methodology, processes and tools utilized for: 


 


6.10.1 Analyzing potential solutions, including identifying alternatives for evaluation in addition to 


those suggested by the State; 


 


GL Solutions will meet this requirement. Our standard practices ensure that a Product 


Solution meeting should be called to resolve technical uncertainty. Product Solution 


meetings confirm that proposed (or in some cases, partially implemented) solutions reflect 


our best practices (enhancing reliability and maintainability), address the client's specified 


requirements, and analyze potential solutions, including all alternatives suggested, for 


evaluation. 


 


6.10.2 Developing a detailed operational concept of the interaction of the system, the user and the 


environment that satisfies the operational need; 


 


GL Solutions will meet this requirement by working with the MHD to define and specify 


operational needs and concepts, and specify how GL Suite will be configured to support 


MHD’s users, needs and environment. GL Suite’s internal Self-Documenting Specification 


(SDS) utility tool can be used to provide detailed configuration information.   


 


From the Configuration Manager or for any screen in the User Interface, users can 


generate an SDS that describes, in detail, any screen or an object such as a permit type. 


Each SDS provides low-level details about a screen’s fields and functionality and includes 


visual representations of screens with approximate field layout. It provides a report of real-


time configuration settings in plain English, providing a strong basis for planning, 


communicating, and making system enhancements. Self-specifying functionalities include 


screens, fields, security, business rules, record relationships (associations), menus and more. 


In GL Suite, the SDS is created directly from the Configuration Manager, so it is always 


accurate.  


 


6.10.3 Identifying the key design issues that must be resolved to support successful development of 


the system; and 


 


GL Solutions will meet this requirement. We will conduct Product Solution meetings for 


identifying and resolving key design issues for supporting successful development of the 


system.  While Product Solution meetings are commonly conducted to resolve technological 


uncertainty, they may also provide guidance for requests for new products or services, and 


decisions involving risks.  Uncertainty arises when no best practices or other Product 


Catalog content exists to meet a client's business need; current network or hardware 


infrastructure does not meet a client need; or an existing solution is unreliable. 
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In some cases, it also may be appropriate to conduct a Product Solution meeting for an 


especially complex task or set of tasks.  Product Solution meetings need not always cover the 


entire design of a project or task, but can focus on a specific functional solution that could 


be too large to fairly discuss during a regularly scheduled status meeting. 


 


 


6.10.4 Integrating the disciplines that are essential to system functional requirements definition. 


 


GL Solutions will meet this requirement. We will integrate disciplines essential to system 


functional requirements definition, including applying our best practices of how GL Suite 


software is configured to meet system functional requirements as specified.  


 


6.11 CONFIGURATION MANAGEMENT  


 


Vendors must describe the methodology, processes and tools utilized for: 


 


6.11.1 Control of changes to requirements, design and code; 


 


GL Solutions meets this requirement. Our standard practices ensure that changes to 


requirements, design and code are identified, managed and tracked.  


 


Despite the best planning, project changes may arise when an agency identifies new needs or 


finds opportunities available in GL Suite beyond the original scope of the implementation. 


Therefore, it is important that a change management process is in place. GL Solutions’ 


change management process involves the following procedures: 


 


o Changes can be requested by either your agency or GL Solutions via submission of a 


Change Request form. 


o Review of Change Request by authorized representatives of agency and GL Solutions. 


o Mutual approval to move Request forward for further analysis or rejection.  


o Analysis of Request to determine the effect the change will have on the Statement of 


Work. If GL Solutions requests to make changes that will enable the system to meet 


Statement of Work requirements, such changes will be made at no cost to association 


unless changes are due to the failure of association to perform its responsibilities. 


o If Change Request is approved, a written Change Order will be signed, detailing all 


modifications to the scope, price, Delivery Schedule or other terms.  


 


Changes to requirements, design, and code are all managed and tracked through GL Portal, 


and are deployed from environment to environment, systematically progressing form 


Development to System Testing to User Acceptance Testing to Production.  


 


For more information on GL Portal, see Supporting Document 19.  To see the details of our 


full approach to managing changes to system requirements, design and code, see Supporting 


Document 18 - Sample Management Plan. 
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6.11.2 Control of interface changes; 


 


GL Solutions will meet this requirement. GL Solutions regularly creates custom interfaces, 


which allow for all manner of data exchange between our clients and third parties.  


 


For integration in which data flows from a third-party application to GL Suite and latency is 


not an issue, GL Solutions will work with the third-party application vendor to export data to 


a text file or database format on a regular schedule. GL Suite will monitor the folder 


destination of the export or the database table for changes. When a change is detected, GL 


Suite activates a custom application written by GL Solutions, which takes the third-party 


information, requests the corresponding GL Suite XML file from the business tier, and 


modifies the file based on the imported information. The modified XML file is then 


resubmitted to the business tier where business rules are applied and submitted to the data 


tier to update the RDBMS. 


 


To learn more about our approach to managing interface changes, see Supporting 


Document 18 - Sample Management Plan 


 


6.11.3 Traceability of requirements, design and code; 


 


GL Solutions meets this requirement. GL Solutions standard practice is to use requirements 


traceability tools including SharePoint Server (GL Solutions’ document management 


system), Microsoft Project, and our internal task and project management tracking tool. To 


insure requirements traceability we create a crosswalk matrix between the business process 


and system specifications (especially workflow diagrams) and the functional requirements 


specified in your RFP. 


 


 GL Solutions translates RFP requirements and deliverables into a Project Schedule 


that we track in Microsoft Project.  


 Each line in the Microsoft Project task may correlate to one or more phases and tasks 


in our internal Task and Project Management tool.  


 GL Solutions stores project artifacts on SharePoint Server. 


 GL Solutions maps each specification (especially workflow diagrams), interface and 


website integration specifications, and Conversion to the specifications/requirements it 


supports.  


 


To learn more about our approach to traceability of requirements, design and code, see 


Supporting Document 18 - Sample Management Plan. 


 


6.11.4 Tools to help control versions and builds; 


 


GL Solutions meets this requirement. GL Solutions provides patches and releases to the core 


code of the GL Suite software system approximately monthly.  For the systems hosted at our 


data center, GL Solutions deploys the updates without interrupting client workflow. Clients 


are informed via GL Portal when there is an upgrade available for their GL Suite system.  
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Our standard practices ensure that MHD will have access to GL Portal. GL Portal is 


available 24/7 for authorized staff members to be notified of available builds and versions, 


track upgrades, and promote updates forward from Development, to System Testing, to User 


Acceptance Testing, and finally to Production, thereby isolating each activity in support of 


Production-environment stability. 


 


See Supporting Document 19 for more information on GL Portal. 


 


6.11.5 Parameters established for regression testing; 


 


GL Solutions meets this requirement. As a standard practice, GL Solutions sets up and 


performs testing as specified in GL Solutions’ contractual agreements. This includes test 


preparation, test execution, defect tracking and resolution, regression, and maintaining test 


artifacts for the agreed upon GL Suite tests.  


  


GL Solutions’ Quality Assurance team performs testing on GL Suite (static requirements, 


development, system, and performance) including defect validation, defect tracking and 


resolution, development testing of fixes, regression testing, and maintaining test artifacts. 


 


See Supporting Document 18 – SAMPLE Management Plan for more information about 


our approach to establishing test parameters and regression testing. 


 


6.11.6 Baselines established for tools, change log and modules; 


 


GL Solutions will meet this requirement. Our standard practices ensure that baselines for 


tools, change logs and modules are established and specified. 


 


6.11.7 Documentation of the change request process including check in/out, review and regular 


testing; 


 


GL Solutions will meet this requirement. Our standard practices to document, agree and 


follow a change request process, as well as use of GL Portal, supports thorough 


documentation, review and testing of requests. 


 


See Supporting Document 18 – SAMPLE Management Plan and Supporting Document 19 - 


GL Portal for more information. 


 


6.11.8 Documentation of the change control board and change proposal process; and 


 


GL Solutions will meet this requirement. Our standard practices ensure that change process 


is documented and agreed upon between GL Solutions and MHD within the Management 


Plan. 


 


See Supporting Document 18 – SAMPLE Management Plan for more information. 
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6.11.9 Change log that tracks open/closed change requests. 


 


GL Solutions meets this requirement. Our standard practices ensure that MHD will have 


access to GL Portal. GL Portal is available 24/7 for reporting and tracking issues for 


authorized staff members to initiate change requests, monitor the status of all requests from 


identification through configuration and testing, as well as to verify the resolution of 


completed items. Specification documentation integrates change logs, and GL Portal in itself 


acts as a change log and system documentation repository. 


 


See Supporting Document 19 for more information on GL Portal. 


 


6.12 PEER REVIEW MANAGEMENT  


 


Vendors must describe the methodology, processes and tools utilized for: 


 


6.12.1 Peer reviews conducted for design, code and test cases; 


 


GL Solutions provides various methods of peer review.  Our work-routing systems ensure the 


Quality Assurance Team review the initial design document s (Solutions Analysis 


Specifications) to ensure high-level design meets GL Solutions' standards.  After 


development/configuration, a quality assurance specialist reviews every task to ensure it 


meets the specified design.  And every business process is tested to ensure the various 


elements (tasks) work together to accomplish the specified business process.  Random 


samples of work are reviewed by managers to ensure process consistency, and can also be 


assigned to other team members for true peer review.  Anytime work does not pass quality 


assurance, or is returned from a client with a defect reported, the work can be assigned to a 


different member of the team where the work originated, for peer review and resolution.   


 


In addition, if a requirement does not align with GL Solutions' best practices, it is escalated 


for architecture review, where rather than relying on an individual's judgement call, the 


Strategy team (where all the company's products and services are defined) evaluates and 


documents the solution to the need.  This documentation then serves as the standard by 


which the task/project is designed, configured, reviewed, and tested. 


 


6.12.2 Number of types of people normally involved in peer reviews; 


 


At least four classifications of people are normally involved in peer reviews, as noted above. 


 


6.12.3 Types of procedures and checklists utilized; 


 


GL Solutions typically utilizes workflows for our internal and client processes, cheat sheets, 


wikis, specifications, and Self-Documenting Specifications (SDS). 


 


6.12.4 Types of statistics compiled on the type, severity and location of errors; and 
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GL Solutions meets this requirement. MHD users will be able to login to GL Portal and 


submit new issue / error reports, monitor the status of previously reported errors, and verify 


the resolution of completed items. The issue report form records the user’s name, date the 


issue was found, and severity level of the issue (including guidelines and definitions to help 


the user determine the severity level). In addition, the report form will document a brief 


summary of the issue, a detailed account of the defect and how it was found (including 


references to user or entity records, location in the application or website, etc.), the user’s 


expected result, any relevant screenshots, the business process where the issue was found 


and, if applicable, the training material(s) being utilized when the issue occurred.   


 


If an issue is escalated and is determined to be a high priority, the issue will receive 


constant, all-hours attention and will typically be resolved in a matter of hours. High priority 


requests always get immediately escalated for continuous effort until resolved, throughout 


our relationship during and post-installation, while any noncritical issues/enhancements 


can be handled according to the MHD’s service level agreement and/or software technical 


support plan.  


 


See Supporting Document 18 – SAMPLE Management Plan and Supporting Document 19 - 


GL Portal for more information. 


 


6.12.5 How errors are tracked to closure. 


 


GL Solutions meets this requirement. Our standard practices ensure that MHD will have 


access to GL Portal. GL Portal is available 24/7 for reporting and tracking issues for 


authorized staff members can report issues and errors, monitor the status of all defects 


(“bugs”) from identification through correction and testing, as well as to verify the 


resolution and closure of items. 


 


See Supporting Document 19 for more information on GL Portal. 


 


6.13 PROJECT SOFTWARE TOOLS 


 


6.13.1 Vendors must describe any software tools and equipment resources to be utilized during the 


course of the project including minimum hardware requirements and compatibility with 


existing computing resources as described in Section 3.4, Current Computing Environment. 


 


GL Solutions will meet this requirement. We maintain industry-standard software 


engineering methodology. The goal is to create reproducible, high-quality software versions 


that can be tested and deployed. GL Solutions will use the following tools during 


development: 


 Microsoft SQL Server 2014 


 TSQL  


 Subversion 


 Visual Studio 2010 
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GL Suite has been developed based on secure coding guidelines to prevent common coding 


vulnerabilities. 


• In-house clean code coding standards for all languages developed 


• Waterfall development model 


 


The core software is continuous development with releases as fully tested branches with 


development continuing on the tip of the trunk.  There are full builds on both branches and 


trunks, and the branches are fully tested. 


 


GL Suite’s user interface consists of web pages displayed by a web browser. We developed 


our web-browser interface to be compatible with the top 97% of browsers currently used.  


 


Standard Microsoft Office applications, such as Word or Excel, are required for viewing and 


printing correspondence and reports.  GL Solutions suggests utilizing a PDF file viewer, 


such as Adobe.  


 


As GL Solutions is proposing to host the system, we will provide all of the network and 


hosting equipment. MHD staff and constituents access the application using nothing more 


than a web browser. If you choose to host the system, we will happily provide technical 


advice on the hardware that best meets your needs. 


 


6.13.2 Costs and training associated with the project software tools identified must be included in 


Attachment J, Project Costs. 


 


GL Solutions will meet this requirement. All costs associated with the project are included 


within Attachment J – Project Costs. 


  







 


 
Passionate about government. 


 


 
 
Nevada Department of Business & Industry  
Manufactured Housing Division (MHD) 


 
GL Solutions Response to RFP 3238  
 


 
April 19, 2016 


Page 136 of 316 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


(this page intentionally left blank)  







 


 
Passionate about government. 


 


 
 
Nevada Department of Business & Industry  
Manufactured Housing Division (MHD) 


 
GL Solutions Response to RFP 3238  
 


 
April 19, 2016 


Page 137 of 316 


 


Tab IX Attachment 1 - Proposed Staff Resumes 


GL Solutions provides here the resumes of key personnel proposed for this project, including 


Project Manager, Implementation Lead, and Technical Lead.   Key personnel proposed for 


this project have management responsibilities for key operating activities at GL Solutions. 


GL Solutions operates by process and scales to meet demand by growing staff to expand the 


capacity of the functions the key personnel supervise. Supervision provided by key staff and 


the capacity provided by supporting teams allows GL Solutions to rapidly meet the needs of 


new projects without losing expertise.  


 


The key personnel project management team: 


 Marcy Merlot – Project Manager (Client Relationship and Agency Partner Manager)  


 Niki Davisson – Implementation Lead (Business Analysis Manager) 


 Ryan Pedersen – Technical Lead (Operations VP and Development Manager)  


 


GL Solutions is a highly organized company that is, at the same time, highly fluid. To ensure 


that your new GL Suite system meets your requirements, in addition to the core project team, 


GL Solutions will enlist the talents and passion of our entire staff of more than 45 to 


manage all aspects of your project. Each core team member will have support and backup 


from various GL Solutions teams:  Business Analysis, Development, Configuration, Quality 


Assurance, and Client Engagement. Furthermore, each team at GL Solutions can count on 


support from other teams, if necessary. Our staff is cross-trained and can provide backup on 


demand. This helps us avoid project bottlenecks and assures efficient workflow. 


 


Agency Partner - Provides project management and training for GL Solutions installation 


clients, and manages daily project activity, tracking, reporting, and communications. 


Monitors and reports on-time delivery of project task deliverables.  The Agency Partner will 


work with designated personnel at the agency to confirm the scope of the project. Provides 


on-going support and services to existing customers.  The Agency Partner coordinates with 


you regarding any change requests, risks, and/or possible adjustments to the 


delivery/implementation schedule.  Your GL Solutions Agency Partner will hold regular 


status meeting to review project status and schedule. 


 


Business Analysis Manager - Leads the Business Analysis team and responsible for 


individual development and all operational duties of the Analysis team: data collection, 


specification production, and system configuration.  Your GL Solutions Business Analyst 


team will gather all required supporting materials including copies of reports, 


correspondence and forms. GL Solutions’ Business Analyst(s) will specify and document the 


project deliverables in such a manner that meets the business requirements as noted in the 


Goals and Scope Document. 


 


Developer Manager- Oversees all software development-related tasks including validation of 


requirements, gap/fit analysis, implementation design, system configuration and 


implementation, data conversion, system testing, and User Acceptance Testing.  GL 


Solutions’ Configuration Specialist and Developer(s) will develop all customized 


functionality as well as business rules, conversion, interfaces and GUIs. 
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PROPOSED STAFF RESUME 
 


A resume must be completed for all proposed contractor staff and proposed subcontractor staff. 


COMPANY NAME: GL Solutions Inc. 


 Contractor Subcontractor 


Name: Marcy Merlot   Key Personnel 


Classification: Project Manager # of Years in Classification: 3 


Brief Summary of 


Experience: 


Marcy Merlot is dedicated to addressing the project needs of Agencies and works 


with appointed project staff to discuss, document, and gain agreement on the 


project approach, scope and schedule, and effective participation throughout the 


implementation. Marcy manages a team of Agency Partners who are our client 


account managers.  Marcy possesses years of extensive project management and 


GL Suite software implementation experience with GL Solutions, and has helped a 


variety of agencies through the software implementations and maintains key post-


implementation relationships with GL Solutions clients. 


# of Years with Firm: 8 


RELEVANT PROFESSIONAL EXPERIENCE 


Required Information: 


 


MMYYYY to Present: 


Vendor Name: 


Client Name: 


Client Contact Name: 


Client Address, Phone Number, Email: 


 


 


 


Role in Project: 


 


Details and Duration of Project: 


 


 


Software/hardware used in engagement: 


 
 
06/2014 to 07/2015 
GL Solutions Inc. 
Virginia Department of Criminal Justice Services 
Dennis Harrell 
1100 Bank Street, Richmond, VA 23219 
804.225.4865 
dennis.harrell@dcjs.virginia.gov 
 
Project Manager 
The project was the initial installation of the GLSuite6 
Software.  
 
GLSuite6 



mailto:dennis.harrell@dcjs.virginia.gov
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Required Information: 


 


MMYYYY to MMYYYY: 


Vendor Name: 


Client Name: 


Client Contact Name: 


Client Address, Phone Number, Email: 


 


 


 


Role in Project: 


Details and Duration of Project: 


 


 


Software/hardware used in engagement: 


 
 
06/2015 to Present 
GL Solutions Inc. 
Nevada State Contractors Board 
Nancy Mathias 
9670 Gateway Dr. Suite 100, Reno, NV 89521 
775.688.1141 
nmathias@nscb.state.nv.us 
Project Manager 
The project was the initial installation of the GLSuite6 
Software.  
 
GLSuite6 


EDUCATION 


Institution Name: 


City: 


State: 


Degree/Achievement: 


Certifications: 


Central Oregon Community College 


Bend 


Oregon 


Associate of Applied Science Business Administration/Accounting 


 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 


Environments:   


Hardware:   


Software: 


GL Suite, MS Word, MS Excel, MS Visio, MS Publisher, 
MS Project, Adobe InDesign, Quick Books 8 


Tools:   


Databases:   


REFERENCES 


Minimum of three (3) required, including name, title, 


organization, phone number, fax number and email 


address 


Billie Jo Jibben, Licensing Supervisor 
Wyoming Real Estate Commission 
Phone: 307.777.8768 
Fax: 307.777.3796 
Email: bj.jibben@wyo.gov 


 


Dave Kinney, Project Manager 
North Carolina Medicaid Management 
Information System 
Phone: 919.609.5404 
Email: davidk.kinney@gmail.com 


 


Nancy Mathias, Licensing Administrator 
Nevada State Contractors Board 
Phone: 775.688.1141 
Fax: 775.688.1271 
Email: nmathias@nscb.state.nv.us 


 



mailto:nmathias@nscb.state.nv.us

mailto:bj.jibben@wyo.gov

mailto:davidk.kinney@gmail.com

mailto:nmathias@nscb.state.nv.us
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PROPOSED STAFF RESUME 
 


A resume must be completed for all proposed contractor staff and proposed subcontractor staff. 


COMPANY NAME: GL Solutions Inc. 


 Contractor Subcontractor 


Name: Niki Davisson   Key Personnel 


Classification: Implementation Lead # of Years in Classification: 5 years 


Brief Summary of 


Experience: 


Niki has been providing her technical expertise to GL Solutions clients for over 5 
years. Niki manages the team responsible for designing agency system based on the 
requirements gathered during the Solutions Analysis phase of projects. This team of 
Business Analysts will create detailed specification documents for the new software 
systems by utilizing proven, established processes and best-practice design 
standards. Niki is a gifted team leader who has extensive experience training clients 
and internal teams on new processes and best practices. 


# of Years with Firm: 5 Years 


RELEVANT PROFESSIONAL EXPERIENCE 


Required Information: 


 


MMYYYY to Present: 


Vendor Name: 


Client Name: 


Client Contact Name: 


Client Address, Phone Number, Email: 


 


Role in Project: 


Details and Duration of Project: 


 


Software/hardware used in engagement: 


 
 
05/2011 to 07/2011 
GL Solutions Inc. 
Alabama Home Builder’s Licensure Board 
Suanne Parnell 
445 Herron St. Montgomery, AL 36104, 334.242.2230 
suanne.parnell@hblb.alabama.gov 
Project Manager 
The project was the initial installation of the GL Suite V5 
Software.  
GL Suite Version 5 


Required Information: 


 


MMYYYY to MMYYYY: 


Vendor Name: 


Client Name: 


Client Contact Name: 


Client Address, Phone Number, Email: 


 


 


Role in Project: 


 


Details and Duration of Project: 


 


 


Software/hardware used in engagement: 


 
 
07/2013 to 07/2014 
GL Solutions Inc. 
West Virginia Alcohol Beverage Control Administration 
Chris Romaca 
900 Pennsylvania Ave, 4th Floor Charleston, WV 25302, 
304.356.5532 
Danial.C.Romaca@wv.gov 
Agency Partner 
The project was the initial installation of the GL Suite V5 
Software, website functionality, and mobile inspection forms 
functionality. 
GL Suite Version 5 


EDUCATION 
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Institution Name: 


City: 


State: 


Degree/Achievement: 


Certifications: 


Eastern Oregon State University 


La Grande 


Oregon 


Bachelor of Science in Business Administration 


 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 


Environments: DOS, Windows 5 


Hardware:   


Software: GL Suite, MS Office, MS Project 5 


Tools:   


Databases:   


REFERENCES 


Minimum of three (3) required, including name, title, 


organization, phone number, fax number and email 


address 


Suanne Parnell, Executive Secretary/IT Support 
Alabama Home Builder’s Licensure Board 
Phone: 334.242.2230 
Fax: 334.263.1397 
Email: suanne.parnell@hblb.alabama.gov 
 


 


Chris Romaca, Project Manager 
West Virginia Alcohol Beverage Control 
Administration 
Phone: 304.356.5532 
Fax: 304.957.0305 
Email: Danial.C.Romaca@wv.gov 
 


 


Gail Ross, Licensing Supervisor 
Nebraska Department of Revenue Charitable 
Gaming 
Phone: 402.471.5955 
Email: gail.ross@nebraska.gov 
 


 
  



mailto:suanne.parnell@hblb.alabama.gov

mailto:Danial.C.Romaca@wv.gov

mailto:gail.ross@nebraska.gov
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PROPOSED STAFF RESUME 
 


A resume must be completed for all proposed contractor staff and proposed subcontractor staff. 


COMPANY NAME: GL Solutions Inc. 


 Contractor Subcontractor 


Name: Ryan Pedersen   Key Personnel 


Classification: Technical Lead # of Years in Classification:  7 


Brief Summary of 


Experience: 


Ryan has worked in a development position for GL Solutions for over 7 years.  Ryan 
has provided development management for over 40 client project implementations 
and manages the team responsible for configuring and developing the system and 
associated functionality based on the specification documents generated by the 
Business Analysts. The primary function of his team is to configure the system to 
meet the agency’s needs. GL Suite’s configurable nature makes it extremely 
efficient and intuitive to maintain and support, by both Ryan’s team and clients as 
well. 


# of Years with Firm: 7 


RELEVANT PROFESSIONAL EXPERIENCE 


Required Information: 


 


MMYYYY to Present: 


Vendor Name: 


Client Name: 


Client Contact Name: 


Client Address, Phone Number, Email: 


 


 


 


Role in Project: 


 


Details and Duration of Project: 


 


 


 


Software/hardware used in engagement: 


 
 
06/2011 to 08/2011 
GL Solutions Inc. 
Illinois Department of Health 
Ken McCann 
525-535 West Jefferson Street, Springfield, IL 62761 
217.785.2043 
ken.mccann@illinois.gov 
Developer 
Developed online renewal website for plumbing licenses.  
Project included interfacing with a third party payment 
processor for online payments. 
 
GL Suite Version 5, Visual Studio, Stylus Studio, MS SQL 
Server 



mailto:ken.mccann@illinois.gov
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Required Information: 


 


MMYYYY to MMYYYY: 


Vendor Name: 


Client Name: 


Client Contact Name: 


Client Address, Phone Number, Email: 


 


 


 


Role in Project: 


Details and Duration of Project: 


 


 


 


 


Software/hardware used in engagement: 


 
 
04/2014 to 12/2014 
GL Solutions Inc. 
Arizona Board of Chiropractic Examiners 
Justin Bohall 
1951 West Camelback Road Suite 330, Phoenix, AZ 85015 
602.542.9101 
JBohall@chiroboard.az.gov 
Development Manager 
Lead development effort to migrate to GLSuite6.  Included 
customization of the GL Suite application, building and set-
up of servers and databases, and conversion of data from 
legacy system  
 
GLSuite6, MS SQL Server 


EDUCATION 


Institution Name: 


City: 


State: 


Degree/Achievement: 


Certifications: 


Oregon Institute of Technology 


Klamath Falls 


Oregon 


Bachelor of Arts Computer Software Engineering Minor Business Management 


 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 


Environments: 


Windows Desktop OS, Windows 3.1-7, Windows Server 
OS, Windows NT-08 7 


Hardware: Intel-Based Desktop/Server 7 


Software: 


GL Suite (XML Based), .NET Framework, C++, C#, VB, 
XML, XPath, XSLT, XML, Ruby, SQL, TSQL, MySQL, DevX, 
ASP, ASPX, HTML, Visual Studio 2kX, SQL Server Studio, 
Team Foundation Server, MS Visual Source Safe, Crystal 
Reports, MS Reporting, MS Office Suite  


Tools:   


Databases:   


REFERENCES 


Minimum of three (3) required, including name, title, 


organization, phone number, fax number and email 


address 


Ken McCann, Environmental Health Manager 
Illinois Department of Health 
Phone: 317.785.2043 
Fax: 334.263.1397 
Email: ken.mccann@illinois.gov 


 


Sameer Teni, Lead (Interfaces and Frameworks) 
EDS Government Services 
Phone: 309.533.0055 



mailto:JBohall@chiroboard.az.gov

mailto:ken.mccann@illinois.gov
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Ben Thompson, Senior Data Engineer 
Surge Analytics 
Phone: 503.737.5169 
Email: ben.thompson@surgeanalytics.net 
 


 
 



mailto:ben.thompson@surgeanalytics.net
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Tab X Preliminary Project Plan 


GL Solutions provides the following Gantt chart showing Tasks 1-9 (RFP item numbers 5.4 – 5.13).   


 


Based on the descriptions/requirements of the tasks, the longest duration items are Task 2 (System Design/Implementation 


Configuration) and Task 9 (Post Implementation Review – in which we include 90 days of escalated defect correction). GL 


Solutions proposes a 12-month implementation.  However, this duration could be shorter depending on the State's desired 


timeline for review and reporting of issues and/or approval of initial documents, specifications, and configured/developed 


functionality.  GL Solutions would expect to discuss any timeline concerns during any resulting contract negotiation. 
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Gantt chart continued: 
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Tab XI Requirements Matrix 


 


GL Solutions has provided all tabs of the Requirements Matrix on the following pages, attempting to control the scope (cost) of 


the implementation based on the "year one" budget noted in response to vendor questions, and providing additional costs for 


certain Priority 2 and 3 items.  Based on our understanding, most of these items may be pursued within the "year two" budget, 


during or shortly after the implementation, as the budget is understood to expire in June 2017.  We would suggest discussing 


the timing of these items during contract negotiation, to get certain items included in (or excluded from), the initial project 


implementation plans. 
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Priority Description


1 This requirement is a very high priority and should be implemented within the scope of this project.


2 This requirement is a high priority and the vendor's system should be able to effectively support it.  However, 


implementation of this functionality can be deferred to a future project.


3 This requirement will need to be met at some point in time.  However, it is not required within the scope of this 


project.


Condition Description


S – Standard Function
The proposed system fully satisfies the requirement as stated. The vendor must explain how the requirement is


satisfied by the system.


M – Modification Required


The proposed system requires a modification to existing functionality to meet this requirement which requires a


source code modification. The system will be modified to satisfy the requirements as stated or in a different format.


The vendor must explain the modifications and include the cost of all modifications above and beyond the base cost


in Attachment J, Project Costs.


F – Planned for Future Release
This functionality is planned for a future release. The vendor must explain how the requirement will be satisfied by


the system and when the release will be available.


C – Custom Design and Development


The proposed system requires new functionality to meet this requirement which requires a source code addition.


The vendor must explain the feature and its value, and include any cost above and beyond the base cost in


Attachment J, Project Costs.


N – Cannot Meet Requirement
The proposed system will not satisfy the requirement. The vendor must explain why the requirement cannot be


satisfied.


O – Other Software
If the requirement is to be satisfied through the use of a separate software package(s), vendors must identify those


package(s) and describe how the functionality is integrated into the base system.


Requirement


Included in the Scope of This Project?


(Yes/No and Est Cost)


The vendor indicates in this field weather or not this requirement is included within the scope (and cost) of this


proposal. For example, the vendor's software may have the capability of meeting a specific requirement; however it


is not within the scope of this proposal due to project budget constraints (in which case they would answer "No").


The purpose of this field is to allow vendors to indicate that their solution can meet the requirement, however, the


total available budget is not adequate to include within the scope of this project. However, it can be included in the


future at a specific cost. If the vendor answers "No" (even if they can meet the requirement) - do not include that


cost in Attachment J, Project Cost s.


Vendor Instructions


This page provides information to assist the vendor in responding to the Replacement of MHD's Core Systems RFP #:  3238


ATTACHMENT: O


This section is provided for the vendor to explain and/or elaborate on the Condition selected under vendor Response (Column F).  The vendor must be very clear 


and concise.  If appropriate, to provide more in-depth information, then the vendor can X-reference other materials.


Project Priority


Vendor Response


Vendor Response Explanation


Manufactured Housing Division


Included in Scope of this Project?
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                                                                  Requirement Sections (This table is in reference to tabs within worksheet)


1.0 General Enterprise Requirements (System features & functionality that supports all business processes within MHD)


2.0 Permitting & Inspections 


3.0 Licensing


4.0 Investigations


5.0 Lot Rent Subsidy Program


6.0 Labels and Insignias


7.0 Mobile Home Parks


8.0 Titles


STATE OF NEVADA


Manufactured Housing Division


Replacement of Core Systems
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MHD Replacement of Core Systems - RFP#:3238


FUNCTIONAL AREA:  1.0 - GENERAL ENTERPRISE REQUIREMENTS
(A)  The General Enterprise Requirements can apply to all functional areas and business processes within the Manufactured Housing Division.


Require- 


ment ID
Requirements Reference 


to Other 


MHD Items


Project 


Priority
1, 2, or 3


Vendor 


Response


Requirement


In the Scope of 


This Project?


(Yes/No and 


Est Cost)


Vendor Response Explanation and Comments
(Vendor can x-reference other materials if appropriate)


1.1 The system shall support a global feature of exporting all data to a printer 


or a file in a Word, PDF or Excel format.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to export all data 


to a printer or a file in a Word, PDF or Excel format. For more 


information about reporting, see Supporting Document 6 - 


Reporting and Output Samples.


1.2 The system shall support linking records across functional areas (using 


available foreign keys), including, but not limited to: 


-  Licensee record (license #)


-  Permit record (permit #)


-  Inspection record (permit #)


-  Park record (park #)


-  Lot rent subsidy (park #, applicant/recipient)


-  Title (serial # of unit)


-  labels and insignias (label/Insignia #)


-  Inspectors - link to permit/inspection/labels & insignias


(note: the current databases currently do not have this integration, they 


are all stand-alone)


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to supporting 


linking records (establishing associations) within the system. For 


more information about GL Suite configuration, see Supporting 


Document 11 - Configuration.


1.3 The system shall globally  support key business functions/processes 


described  in the attached document "MHD Operation and IT Overview"


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support MHD's 


key business functions and processes. For more information about 


GL Suite configuration, see Supporting Document 11 - 


Configuration.


1.4 The system shall provide robust capability to support multiple user roles, 


including, but not limited to:


-  System Administrator


-  View only


-  Update and execution of processes (based on functional area they are 


responsible for


-  Supervisor - for approval of certain transaction, updates or over-rides.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support MHD's 


multiple user roles. GL Suite is a security roles driven application. 


Using the Control Panel, we will configure GL Suite per 


specification to maintain the roles and enforce which roles are 


authorized to perform updates, overrides and/or view only. See 


Supporting Document 13 - Security to learn more about security 


and Supporting Document 11 - Configuration to learn more about 


GL Suite’s configurable business rules engine.







Require- 


ment ID
Requirements Reference 


to Other 


MHD Items


Project 


Priority
1, 2, or 3


Vendor 


Response


Requirement


In the Scope of 


This Project?


(Yes/No and 


Est Cost)


Vendor Response Explanation and Comments
(Vendor can x-reference other materials if appropriate)


1.5 The system shall provide the capability to automate correspondence.  


This can include, but not limited to: 


-  Allow users to create/modify/setup letter templates


-  Automatic generation of form letters (populated from the database) 


-  Mail merge, automatic generation of mail labels 


-  Automatic generation of letters and emails (based on MHD business 


rules)


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to automate 


correspondence. During implementation, the required 


notifications, alerts, correspondences, reports and automation 


necessary for both MHD will be specified. Using the Control Panel, 


GL Solutions staff, as well as authorized user(s)/role(s), will 


configure business rules within GL Suite to support system 


notifications, alerts, email integration, generate reports, spawn 


and route tasks, create and save PDFs, record historical 


information including data and status changes per specifications 


based on MHD’s processes and workflows.  See Supporting 


Document 11 - Configuration to learn more about how GL Suite’s 


configurable business rules engine and Supporting Document 4 - 


Complaints, Compliance and Case Management for specific 


information and examples of how GL Suite automates 


correspondence. 


1.6 The system shall provide reporting/query tools that allow end users to 


create and run reports (users can define data, selection, filter, sort 


criteria, and basic mathematical formulas).  Capabilities shall include, but 


not limited to:


-  Ad hoc report generation


-  Complex data searches


-  Generation of statistical reports


-  Trend analysis reports


-  Ability to download results into documents and spreadsheets (including 


transferring queries to Microsoft Office products)


-  Printing reports


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support MHD's 


reporting requirements. GL Suite has a built-in ad hoc reporting 


tool, referred to as GLS Report.  Any authorized manager (or even 


staff user as desired) can query against all fields to which the user 


has view rights.  The results are produced with click-through links, 


creating efficiencies in accessing the resulting records, and are 


available for output not only to screen, but to Excel, Word, or PDF 


file formats, for various uses.  These ad-hoc queries can be saved 


for reuse at a later time. The user can create simple or complex 


queries with multiple parameters. For more information about 


reporting, see Supporting Document 6 - Reporting and Output 


Samples.


1.7 The system shall provide the ability for a trained system administrator 


(with minimal technical background) to modify system lookup values.


1 S – Standard 


Function


Yes GL Suite meets this requirement. A trained system administrator 


will be able to modify system values and properties. See 


Supporting Document 11 - Configuration and Supporting 


Document 13 - Security for more information. 


1.8 The system shall provide the ability for a trained system administrator 


(with minimal technical background) to setup and modify letter 


templates.


1 S – Standard 


Function


Yes GL Suite meets this requirement. A trained system administrator 


will be able to modify letter templates. See Supporting Document 


11 - Configuration and Supporting Document 13 - Security for 


more information. 







Require- 


ment ID
Requirements Reference 


to Other 


MHD Items


Project 


Priority
1, 2, or 3


Vendor 


Response


Requirement


In the Scope of 


This Project?


(Yes/No and 


Est Cost)


Vendor Response Explanation and Comments
(Vendor can x-reference other materials if appropriate)


1.9 The system shall provide the ability to perform mail merges/generate 


mailing labels.  


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to perform mail 


merges and generate mail labels. See Supporting Document 6 - 


Reporting and Output Samples for more information.


1.10 The system shall provide comprehensive security feature, including, but 


not limited to data encryption, complex user passwords, separation of 


duties, audit trails, cyber security (if vendor is hosting), etc. 


1 S – Standard 


Function


Yes GL Suite meets this requirement. Learn more about GL Suite 


system security features, auditing and cyber security within 


Supporting Document 13 - Security, Supporting Document - 2 - 


History Tracking and Audit Trails, and Supporting Document 12 - 


Hosting respectively.


1.11 The system shall support processing financial transactions related to 


payments for permits, fines, titles, licensing, and other items.  This 


includes, but not limited to:


-  Generating receipts


-  Tracking payments to transaction (e.g. permit, title, licensee, etc.)


-  NSFs


-  Tracking accounts receivables


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite with the required 


rules and automation for supporting payments and financial 


transactions. Using the Control Panel, we will configure GL Suite 


per specification to support general rules regarding payment/fee 


types, receipts, NSFs and account receivables.  For more 


information on see Supporting Document 5 - Financial 


Management.


1.12 The system shall support integration with the State's payment processing 


vendor (Wells Fargo) for accepting online payments (e.g. paying for 


permits online)


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to integrate with 


the State's payment processing vendor to facilitate online 


transactions. In fact, GL Solutions has extensive experience 


interfacing with Wells Fargo for other Nevada State clients, as well 


as other online payment processors. See Supporting Document 9 - 


Third-Party Interfaces for more information.


1.13 The system shall have a comprehensive, reliable backup and recovery 


capability along with a recovery plan and instructions.


1 S – Standard 


Function


Yes GL Solutions meets this requirement. For clients that GL Solutions 


hosts, we provide extensive hosting, backup and disaster recovery 


services. See Supporting Document 12 - Hosting for more specific 


information about backup and recovery capabilities. 


1.14 The system shall have reasonable response-time/performance for both  


"Back office" users (state staff) and external customers (accessing 


services over the Internet).  Note: The state understands the vendor is 


not responsible for those items outside it's control, such as the State's 


network or the Internet.  This requirement is to ensure the vendor's 


solution is properly designed for performance and efficiency.


1 S – Standard 


Function


Yes GL Solutions will meet this requirement. For systems hosted by GL 


Solutions, learn more about optimization and performance in 


Supporting Document 12 - Hosting.
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1.15 The system shall allow authorized users to configure "alerts" based on 


dates, timeframes, task dependencies, etc.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support MHD's 


needs for alerts. For more information about system configuration 


and automation, see Supporting Document 11 - Configuration.


1.16 The system shall have streamlined navigation, where there is a minimal 


amount of screens and clicks to accomplish a task.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to meet this 


requirement. For examples of how requirements and tasks are 


tracked within GL Suite, as well as screen shots, see Supporting 


Document -1 - Requirements Tracking.







MHD Replacement of Core Systems - RFP#: 3238


FUNCTIONAL AREA:  2.0 - Permits and Inspections


Require- 


ment ID
Requirements Reference 


to Other 


MHD Items


Project 


Priority
1, 2, or 3


Vendor 


Response


Requirement


In the Scope of 


This Project?


(Yes/No and 


Est Cost)


Vendor Response Explanation and Comments
(Vendor can x-reference other materials if appropriate)


2.1 The system shall support the core permitting and inspections processes 


described in Attachment: L - MHD Operations and Information 


Technology Overview.  This includes:


-  Issuing Permits


-  Scheduling and Conducting inspections (including re-inspections)


-  Recording Inspection Results


-  Plan review


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support MHD's 


core permitting and inspections processes described in 


Attachment: L. For more information about GL Suite configuration, 


see Supporting Document 11 - Configuration.


2.2 The system shall provide menu driven system at time of permit 


application to automatically generate permit numbers, automatically 


generate fees, geographic area and type of permit. Ability to “auto 


populate" known fields.  System checks to see all required information is 


valid before proceeding to issuance.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support MHD's 


permit application processes. GL Suite can create, maintain, track 


and validate all permit application information per MHD's specific 


processes. For more information about GL Suite configuration, see 


Supporting Document 11 - Configuration and how GL Suite 


automates and tracks application requirements within Supporting 


Document 1 - Requirements Tracking.


2.3 The system shall allow generation of daily inspection reports pending by 


office, area, inspectors and type, including open permits and 30 days 


prior to expiration.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to generate MHD's 


daily inspection reports. For more information about reporting, 


see Supporting Document 6 - Reporting and Output Samples.


2.4 The system shall provide the ability to look-up all active licensees and 


permits with the state by category and/or location, look up by license #, 


name of company, and name of responsible personnel by date.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to allow users to 


search and access information they require based on MHD's 


requirements. For more information about reporting, see 


Supporting Document 6 - Reporting and Output Samples.
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2.5 The system shall allow search, retrieval and viewing/editing of all active 


permits, status, activity, attached documents or geographic location.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to allow users to 


search for and access information and documents they require 


based on MHD's requirements and the user's security role. Learn 


more about GL Suite system security features, reporting and 


historical information within Supporting Document 13 - Security, 


Supporting Document 6 - Reporting and Output Samples and 


Supporting Document 2 - History Tracking and Audit Trails 


respectively.


2.6 The system shall allow email and/or text notifications to applicant of 


issuance, status, inspections, inspection failures, corrective actions, 


scheduled request confirmations or other issues.


2 S – Standard 


Function


Yes


(email)


No


(text)


$5,440


GL Solutions will specify and configure GL Suite to automate 


notifications via email. During implementation, the required 


notifications, alerts, correspondences, reports and automation 


necessary for MHD will be specified. Using the Control Panel, GL 


Solutions staff, as well as authorized user(s)/role(s), will configure 


business rules within GL Suite to support system notifications, 


alerts, email integration, generate reports, spawn and route tasks, 


create and save PDFs, record historical information including data 


and status changes per specifications based on MHD’s processes 


and workflows.  See Supporting Document 11 - Configuration to 


learn more about how GL Suite’s configurable business rules 


engine and Supporting Document 4 - Complaints, Compliance and 


Case Management for specific information and examples of how 


GL Suite automates correspondence.  


If notifications are to be via text messaging, this can be handled by 


GL Suite, but would be out of the scope of our standard 


implementation, and would incur additional cost as noted.
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2.7 The system shall have automated alerts and reminders for staff based on 


key dates, events or timeframes.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to automate alerts 


and reminders. During implementation, the required notifications, 


alerts, correspondences, reports and automation necessary for 


MHD will be specified. Using the Control Panel, GL Solutions staff, 


as well as authorized user(s)/role(s), will configure business rules 


within GL Suite to support system notifications, alerts, email 


integration, generate reports, spawn and route tasks, create and 


save PDFs, record historical information including data and status 


changes per specifications based on MHD’s processes and 


workflows.  See Supporting Document 11 - Configuration to learn 


more about how GL Suite’s configurable business rules engine and 


Supporting Document 4 - Complaints, Compliance and Case 


Management for specific information and examples of how GL 


Suite automates correspondence. 


2.8 The system shall have the ability to generate ad hoc reports generated 


from user defined query. Reports shall have built in templates and also 


the ability to generate reports defined by user using any/all data fields. 


The system shall have the ability to include wildcards in search query.


1 S – Standard 


Function


Yes GL Suite meets this requirement. GL Suite has a built-in ad hoc 


reporting tool, referred to as GLS Report.  Any authorized manager 


(or even staff user as desired) can query against all fields to which 


the user has view rights.  The results are produced with click-


through links, creating efficiencies in accessing the resulting 


records, and are available for output not only to screen, but to 


Excel, Word, or PDF file formats, for various uses.  These ad-hoc 


queries can be saved for reuse at a later time. The user can create 


simple or complex queries with multiple parameters, as well as 


searches including use of wildcards. For more information about 


reporting, see Supporting Document 6 - Reporting and Output 


Samples.


2.9 The system shall have the ability to flag permits that are still open or 


need corrections. System reminds staff weekly of items so they can be 


addressed in a timely manner. Flag permits based on 10, 20 and 30+ days 


aging for appropriate follow up and generate  those reports.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support and 


automate MHD's permit processes and reporting needs. For more 


information about GL Suite configuration, see Supporting 


Document 11 - Configuration. For more information about 


reporting, see Supporting Document 6 - Reporting and Output 


Samples.
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2.10 The system shall have the ability to calculate time and travel costs 


automatically from the location of the assigned inspector to the 


applicant’s site of inspection; including manageable parameters for both 


a time factor and a distance factor.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support and 


automate MHD's inspection processes. For more information 


about GL Suite configuration, see Supporting Document 11 - 


Configuration. 


2.11 The system shall have the capability upon final inspection, seal and 


certificate information to be entered into database.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support and 


automate MHD's inspection processes. For more information 


about GL Suite configuration, see Supporting Document 11 - 


Configuration. 


2.12a The system shall allow users to attach and manage documents and 


pictures related to a permit or inspection. User shall be able to label and 


categorize documents and allow a comment section.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support storage 


of electronic document and image files to support MHD's 


processes. For more information, see Supporting Document 7 - 


Document Storage and Supporting Document 11 - Configuration. 


2.12b The system shall support a compliance label and insignia database to 


support  the entry, lookup and reporting of Trip permits, IN labels, FH 


insignias, CC insignias, and MC insignias. 


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support and 


automate MHD's permitting, label and insignia regulatory 


processes. For more information, see Supporting Document 11 - 


Configuration and Supporting Document 6 - Reporting and Output 


Samples 


2.12c The vendor shall support data conversion of the existing Trip permits, IN 


labels, FH insignias, CC insignias, and MC insignias database into the new 


system.


2 S – Standard 


Function


Yes GL Solutions will meet this requirement. GL Solutions will specify 


and develop the functionality for GL Suite to migrate data from 


MHD's existing databases. See Supporting Document 15 - Data 


Conversion Methodology for more specific information.  


2.13 The system shall support a compliance label and insignia inventory 


system allowing for effective tracking of labels and insignias, including a 


way to complete a periodic reconciliation of all labels regardless of status, 


like; installed on building, in possession of inspector, in file cabinet not 


yet assigned.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support and 


automate MHD's compliance label and insignia tracking processes, 


including the reporting of labels for reconciliation. For more 


information, see Supporting Document 11 - Configuration and 


Supporting Document 6 - Reporting and Output Samples 


2.14 The system shall allow users to apply re-inspection fees and corrective 


actions to permits and inspections.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support and 


automate MHD's inspection and financial management processes. 


For more information, see Supporting Document 11 - 


Configuration and Supporting Document 5 - Financial 


Management.


2.15 The system shall allow the capability to flag open permits if a licensee has 


had their license revoked, suspended or expired.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support MHD's 


permitting processes. For more information, see Supporting 


Document 11 - Configuration and Supporting Document 1 - 


Requirements Tracking.
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2.16 The system shall allow users to easily navigate and view information on a 


permit or inspection including but not limited to:


- Contact information (all parties connected to the permit)


-  Activities/correspondence


-  Corrective actions


-  Violations


-  Re-inspections


-  Actions taken


-  Payment history


-  Inspection history


-  Documents attached to permit


-  Licensee


-  Compliance labels and insignias issued


- Addenda


- Dates (all)


- Any field


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to meet this 


requirement. For examples of how requirements and tasks are 


tracked and displayed within GL Suite, as well as screen shots, see 


Supporting Document 11 - Configuration and Supporting 


Document 1 - Requirements Tracking.


2.17 The system shall provide the ability to close a permit if a vendor is fired 


by the owner and have the ability to reference it to a new permit issued 


to complete the work. Ability to flag new permit for follow up by staff of 


proper closeout of prior permit.


2 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support MHD's 


permitting processes and meet this requirement. For more 


information, see Supporting Document 11 - Configuration and 


Supporting Document 1 - Requirements Tracking.


2.18 The system shall track and report permit and inspection related metrics.  


Examples including, but not limited to:


- Timeframes between key dates or events


- Avg. timeframe from permits open to closed, by type


- Avg. timeframe to complete certain tasks


-aging reports showing permits that are taking excessive time


- permits by type, opened/closed in a user defined time period


- permits assigned to a specific investigator/auditor


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support MHD's 


permitting and inspection processes. For more information, see 


Supporting Document 11 - Configuration and Supporting 


Document 1 - Requirements Tracking.


2.19 The system shall provide the ability in the permit application process to 


have a field for permit numbers or multiple permit #'s from other 


agencies corresponding to the MHD permit being issued. 


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support MHD's 


permit application processes and meet this requirement. For more 


information, see Supporting Document 11 - Configuration and 


Supporting Document 1 - Requirements Tracking.
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2.20 The system shall provide the ability to determine if engineering or plan 


check is required, and the ability to figure those fee’s into a permit 


application. 


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support MHD's 


specific permit application processes. For more information, see 


Supporting Document 11 - Configuration and Supporting 


Document 1 - Requirements Tracking.


2.21 The system shall provide the ability to allow public access via the internet 


to, including but not limited to:


- purchase permits


- pay online


- request inspections


- look-up a list of all active licensees with the state by category and/or 


location


- Real time updates/results of inspection requests.


- View applicant’s active permits, status, corrections and activity 


2 S – Standard 


Function


Yes


(pay online, 


online lookup, 


including active 


permits, status, 


corrections, 


activity)


No


(online permit 


purchasing, 


online inspection 


requests and 


results)


$16,320


GL Solutions will specify and configure GL Suite to provide public 


access via the internet. See Supporting Document 8 - Self-Service 


Website for information and examples of how we enable online 


capabilities.  


While GL Suite can handle all these requirements, we propose 


within the scope of this implementation the online payment 


interface necessary for online renewals, and online verification 


functionality.  


Online systems for new applications (permit purchasing), and for 


online inspection requests and results of inspections would be out 


of the scope of our standard implementation, and would incur 


additional cost as noted.


2.22 The system shall support an administrative function to allow authorized 


users to maintain and modify fees related to the various permits.


1 S – Standard 


Function


Yes GL Suite meets this requirement. A trained system administrator 


will be able to maintain and modify fees. See Supporting 


Document 11 - Configuration and Supporting Document 13 - 


Security for more information. 







MHD Replacement of Core Systems - RFP#: 3238


FUNCTIONAL AREA:  3.0 -Licensing 


Require- 


ment ID
Requirements Reference 


to Other 


MHD Items


Project 


Priority
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Vendor 
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In the Scope of 


This Project?


(Yes/No and 
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3.1 The system shall support the core licensing processes described in 


Attachment: L - MHD Operations and Information Technology Overview.  


This includes:


-  Processing new applications


-  Processing renewals


-  Processing record changes (e.g. status, contact information, effective 


dates, licensing information, etc.)


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support the 


core licensing processes described in the MHD Operations and 


Information Technology Overview, including processing new 


applications, processing renewals, and processing record changes 


(such as changes in status, contact information, effective dates, 


licensing information, etc.).  


Applications and renewals will be configured into GL Suite with all 


appropriate requirements to be tracked for completion, 


correspondence templates to be generated per MHD 


requirements, and invoices to be tracked for payment prior to 


approval and issuance of the resulting licenses.  Record changes 


will provide historical data, allowing authorized users to see both 


past and present data and date ranges the specific related data 


was effective, and who made the changes.  


For more information, please see Requirements Tracking, 


Supporting Document 1, as well as  Supporting Document 2 - 


History Tracking and Audit Trails.


3.2 The system shall support a database for the entry, retrieval and 


management of licensing.


1 S – Standard 


Function


Yes GL Suite meets this requirement.  The core of the software system 


is a database for the entry, retrieval, and management of 


licensing, along with a configurable business rules engine which GL 


Solutions will specify and configure to meet the MHD's specific 


licensing language, requirements, and rules.  See Supporting 


Document 11 - Configuration to learn more about the flexibility of 


GL Suite.
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3.3 The system shall support the maintenance of contact records for 


"individuals", including, but not limited to the following fields:


SS Number, Last Name, First, Address, City, St, Zip, Cell Phone, Work 


Phone, Personal Email, Application Received, License Classification, Title 


with drop down for Owner, Officer, Salesperson, or RME option; Date 


original license issued or denied, Status, Reason for Denial, Comments.  


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support the 


maintenance of contract records for individuals to meet these 


specific requirements and more.  Individual entity records in GL 


Suite can, and will, be configured with objects (screens) and 


properties to support demographic information (such as SSN), 


contact information (such as address, phone, and email), licensing 


information (such as applications received, license classification, 


original license issue or denial dates, status, reasons, and 


comments), and ownership information (such as title with drop-


down for owner, officer, salesperson, or RME option).  


The entire system is configurable, allowing tracking of any amount 


of information about any number of entities, with associations 


between all sorts of objects, to be specified and configured by GL 


Solutions to meet your requirements, as we have done to meet 


the requirements of many regulatory agencies. See Supporting 


Document 11 - Configuration for more specific information and 


screen shots of GL Suite's configuration.


3.4 The system shall support multiple licenses for an individual licensee.  


Also, maintain records of both active and inactive licenses.  


1 S – Standard 


Function


Yes GL Suite meets this requirement.  The core of the software system 


allows multiple licenses (of various license statuses such as active 


and inactive) to be associated to an individual licensee.


See Supporting Document 1 - Requirements Tracking and 


Supporting Document 11 - Configuration to learn more about how 


relationships between objects within GL Suite (Licenses to 


individuals, statuses, etc.) are implemented.
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3.5 The system shall support “Company” records with the following fields:  


License Number, Business Name, DBA Name, Physical Address, Mailing 


Address, City, St, Zip, Phone, Company Email, Status, Date original license 


issued, Expiration date, and Comments.


The system shall also identify the company type (e.g. sole proprietorship, 


LLC, etc.).


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite with "Company" 


entities containing objects (screens) and properties (fields) to 


capture business information (such as unique identifier [FEIN?], 


company type [sole proprietorship, LLC, etc.]), name information 


(such as business name and DBA name), contact/location 


information (such as addresses information of different types with 


phone and email), license information (such as license number, 


status, date original license issued, expiration date), and 


Comments at any/every level/screen desired. 


Company records in GL Suite can be configured to be associated to 


individual records, to show past and present ownership 


relationships as necessary. See Supporting Document 11 - 


Configuration to learn more.


3.6 The system shall allow additional information fields for any given license 


type to support any unique data requirements.  (For example, Specialty 


Serviceperson Licenses require the licensee to have a valid contractor's 


license from the Nevada State Contractor's Board, which has 50 plus 


classifications.  Users will need to the classifications that apply.).


1 S – Standard 


Function


Yes GL Suite meets this requirement.  The core of the software system 


is a configurable business rules engine, allowing for any amount of 


data to be associated to any given license type, to support unique 


data requirements.  GL Solutions will specify and configure GL 


Suite to handle all required scenarios, such as the example noted 


in this requirement for Specialty Serviceperson Licenses.  GL Suite 


will allow users to note the classifications that apply, in order to 


meet the requirement for a valid contractor's license from the 


Nevada State Contractor's Board.  See Supporting Document 11 - 


Configuration to learn more.


Additionally, although not included in the scope of this proposal, 


since GL Solutions also serves the Nevada State Contractor's 


Board, with that Board's permission, and with an approved quote 


and request for enhancement, GL Solutions could set up an 


interface between the systems to automatically validate and note 


the existence of the appropriate license/status/classification from 


the other board prior to the new issuance of the Specialty 


Serviceperson License for the MHD.
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3.7 The system shall support relationships between "individuals" and 


"companies".  The relationships should include, but not limited to:


-  Relationship type (e.g., owner, partner, officer, member, employee)


-  Effective dates of relationships (for active and inactive status)


1 S – Standard 


Function


Yes GL Suite meets this requirement.  The core of the software system 


supports relationships between various different configured 


entities.  We will specify and configure GL Suite for the MHD's 


specific relationship requirements, such as the tracking of 


relationship type (owner / partner / officer / member / 


employee), and effective dates of the relationships (for inactive 


and inactive status).  


For additional information, please see History Tracking and Audit 


Trails, Supporting Document 2.  


3.8 The system shall support “Limited Lien Resale License” with the following 


fields:  Mobile Home Park, Landlord or Manager, Year and Manufacturer, 


serial Number, Date license issued; Disclaimer: This license is valid for 


one sale of the above listed manufactured home only.  A copy of this 


Limited Lien Resale License must be provided to the buyer at the time of 


the sale. NAC 489.780


(Note: this is a newer license type not tracked in the current FoxPro 


database.  These are issued for a one-time sales transactions)


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support this 


newer license type not tracked in the current FoxPro database, for 


the one-time sales transaction.  The configurable business rules 


engine of GL Suite will support the "Limited Lien Resale License 


with the objects (screens), properties (fields), rules, associations, 


and disclaimer(s) to meet the MHC's specific requirements. See 


Supporting Document 11 - Configuration to learn more.


3.9 Generate a monthly report of all expired licenses and also print 


applicable renewal applications that can be edited at any time.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite with a monthly 


report of all expired licenses, and also with an output of renewal 


applications that can be edited at any time.  For additional 


information on system outputs, see Supporting Document 6 - 


Reporting and Output Examples.


3.10 The system will automatically change status of all companies who’s 


expiration date has passed, to “inactive.”


The system will also generate a "license expired" notice that can be sent 


to the licensee.  


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite with rules fired by 


scheduled jobs, to automatically update to inactive the status of 


all companies which have passed their expiration date without 


renewing.  We will also configure a rule to fire on this status 


update to generate a license expired notice to be sent 


immediately or included in the next batch. 


Supporting Document 3 - Alerts and Notifications provides more 


information, examples and visuals regarding how GL Suite will 


support MHD's needs.
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3.11 The system shall support ease and flexibility in the configuration of 


license document formats (layout and data elements) and support 


multiple options for printing using standard printers.   


1 S – Standard 


Function


Yes GL Suite meets this requirement.  The core of the software system 


includes a control panel for configuration of license document 


formats, is compatible with SQL Server Reporting Services, and 


supports output to screen, PDF, Excel, and Word, both 


preformatted and adjustable for multiple printing options using 


standard printers.


3.12 The system shall automatically generate license numbers when licenses 


are issued.  The system shall provide MHD options to customize the 


numbering system format to meet it's needs (for example, options to 


include alpha characters, imbed year, etc.).


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to automatically 


generate license numbers from auto-incrementing schemas 


matching any alphanumeric numbering sequence(s) desired by the 


MHD, including year issued or any other data required.  This rule is 


fully configurable in GL Suite to meet MHD requirements without 


vendor-imposed restrictions.


3.13 The system shall provide the option to automatically generate renewal 


notices.  The system shall provide the option to print (for standard mail) 


or send email notifications to licensees.  


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to automatically 


generate renewal notices to be printed and mailed, or to be sent 


via email notification to licensees.  This is handled by a scheduled 


job in GL Suite which appends all requirements for renewal and 


the correspondence to be included in the next print run if the 


licensee does not have an email address specified for 


communication.  If the licensee has an email address specified, the 


renewal notice can be immediately and automatically emailed. 


See Supporting Document 3 - Alerts and Notifications to learn 


more.


3.14 The system shall provide flexible reporting capabilities (ad hoc and 


development of standard reports) related to licensing information.  


1 S – Standard 


Function


Yes


GL Suite meets this requirement.  The core of the software system 


includes both GLS Report (an ad-hoc reporting system), as well as 


compatibility with SQL Server Reporting Services for development 


of standard reports (specified to MHD needs) related to licensing 


information.  For more information on reporting, please see 


Supporting Document 6.
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3.15


The system shall support licensees performing  online renewals (over the 


Internet). 


1 S – Standard 


Function


Yes


GL Solutions will specify and configure online renewals (over the 


internet) for licensees to do their own data entry to complete 


requirements, including online payment online via interface with 


the MHC's selected payment processor.  GL Suite's online 


renewals eliminate the paper processing and duplicate work of 


staff members, and guide users from a login to a dashboard to the 


completion of the renewal and submission of all required data.  


For more information about online renewals, see Supporting 


Document 8.







MHD Replacement of Core Systems - RFP#: 3238


FUNCTIONAL AREA:  4.0 - Investigations 


Require- 


ment ID
Requirements Reference 


to Other 


MHD Items


Project 


Priority
1, 2, or 3


Vendor 


Response


Requirement


In the Scope of 


This Project?


(Yes/No and 


Est Cost)


Vendor Response Explanation and Comments
(Vendor can x-reference other materials if appropriate)


4.1 The system shall support the core Investigations processes described in 


Attachment: L - MHD Operations and Information Technology Overview.  


This includes:


-  Capturing data for: complainant, respondent, complaint, other parties 


associated to the complaint/case


-  Maintaining log of all activities and correspondence


-  Generate correspondence (letters & emails)


-  Assigning cases


-  Updating status and resolution


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support the 


core investigations processes described in the MHD Operations 


and Information Technology Overview, including capturing data 


per this requirements, maintaining logs of all activities and 


correspondence, generating correspondence (letters & emails), 


assigning cases, and updating status and resolution.  


Complaint/case entities will be configured with specific 


associations available to the various parties related to the case, 


connecting entities together in GL Suite, with dates and data 


related to the associations.  Activities and correspondence will be 


able to be noted via history objects and/or comments allowing 


staff members to clearly track and follow up.  Letters and emails 


will be configured to be generated from GL Suite manually from 


the menu, as well as in automated fashion based on specific 


triggers in the MHD process.  Cases will also be configured with 


fields and rules for case status, staff assignment, and resolution.  


For more information, please see Complaints, Compliance, and 


Case Management, Supporting Document 4.
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4.2 The system shall have the capability of Menu driven system to facilitate 


complaint information entry. Should include menus for: Type of 


complaint, Dates, Investigator, Location, Resolutions, etc.


1 S – Standard 


Function


Yes GL Suite meets this requirement.  The core of the software system 


is a configurable business rules engine which is menu-driven.  As 


such, the system provides menus, commands, screens, and fields, 


which will be configured to provide menus for type of complaint, 


dates, investigator, location, resolution, etc.  


For more information, please see Complaints, Compliance, and 


Case Management, Supporting Document 4.


4.3 The system shall allow Open fields for Complainant and Respondent 


information, plus other contacts related to the case.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite with Open fields 


for Complainant and Respondent information, plus other contacts 


related to the case.  As a configurable business rules engine rather 


than a canned or modular system, GL Suite is configurable to allow 


any data types and/or associations to be set up and collected by 


authorized individuals at the appropriate times, based on specific 


MHC business processes.


4.4 The system shall allow Open fields for Case Notes 1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to allow Open 


fields for Case Notes.  As a configurable business rules engine 


rather than a canned or modular system, GL Suite is configurable 


to allow any data types and/or associations to be set up and 


collected by authorized individuals at the appropriate times, based 


on specific MHC business processes.


4.5


4.6 The system shall support Electronic storage (attached to a case) of 


complaint documents, letters, orders, photos etc.


1 S – Standard 


Function


Yes The core of the GL Suite software system is built to allow 


electronic storage of documents, letters, orders, photos, etc. in 


various file types.  GL Solutions will specify and configure the 


document objects for specific file classifications, properties, 


naming conventions, and locations - to be attached to the 


appropriate place(s) on the case based on process and context as 


defined by the MHC during the specification process. See 


Supporting Document 4 - Complaints, Compliance and Case 


Management for specific examples and information as to how GL 


Suite will meet this requirement.
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4.7 The system shall have the ability to print screen (not just screen print – 


but to be able to print complete field)


1 S – Standard 


Function


Yes GL Suite meets this requirement.  The system has not only the 


ability for print-screen, but the ability to print complete fields.  


The complete contents of any/all properties (fields) on any objects 


(screens) are available to be pulled into subform displays, queries, 


and ad-hoc reports (GLS Report), for printing any combination of 


data from various screens.


4.8 The system shall support the Ability to Generate Reports on complaints 


by Type, Location, Date Range, Status (open, closed, currently open, 


hearing requested, fines issued) Complainant, Respondent, Hearings, 


Violations, Fines, all fields.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite with 


reports/queries for investigations including input parameters for 


users to select Type, Location, Date Range, Status, etc. to meet 


this requirement, and also including  data such as Complainant, 


Respondent, Hearings, Violations, Fines, or any/all other specified 


fields related to investigations.  In addition, GLS Report can be 


used for ad-hoc reporting against the investigation data.  For more 


information on reporting, please see Supporting Document 6 - 


Reporting and Output Samples.


4.9 The system shall provide the ability to generate Monthly Investigations 


Report, Ability to generate notifications to Investigators of critical dates 


or actions needed.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite with a Monthly 


Investigations Report, and with the ability to generate 


notifications to Investigators of critical dates or actions needed.  


For more information on reporting, please see Supporting 


Document 6, and for more information on alerts and notifications, 


please see Supporting Document 3.


4.11 The system shall have the Ability to associate complaints with Park data 


(i.e. the mobile home park that is associated with the complaint).  Users 


should be able to lookup a park record and view all complaints associated 


with that park.   


When a case is setup, the users should be able to link the park record the  


case.


2 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite with the available 


associations to link Parks with the related complaints, so 


authorized users can look up the park and see all associated 


complaints.  For more information on how complaints and 


associations are handled in GL Suite, please see Supporting 


Document 4 - Complaints, Compliance and Case Management.


4.12 The system shall generate statistical reports, including  performance 


indicators - # of complaints by type, # closed, average days to close


2 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite with statistical 


reports, including performance indicators as noted in this 


requirement.  For more information on reporting, please see 


Supporting Document 6 - Reporting and Output Samples.
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4.13 The system shall support an online, interactive,  complaint form, where 


the public can submit a complaint using the internet.  


3 S – Standard 


Function


No


$5,440


GL Solutions proposes this functionality outside the scope of our 


standard implementation, to incur additional cost as noted.


When this functionality is ordered, GL Solutions will specify and 


configure GL Suite with an online, interactive complaint form, 


where the public can submit a complaint over the internet.  For 


more information on public web functionality, please see 


Supporting Document 8 - Self-Service Website.


4.14 The system shall provide the ability for the public to Look-up, using the 


Internet,  disciplinary action taken by the Division against Licensees and 


Parks. 


3 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite with an online 


verifications system including disciplinary action taken by the 


Division against Licensees and Parks.  For more information on 


public web functionality, please see Supporting Document 8 - Self-


Service Website.


4.15 The system shall provide the  ability  for a complainant to track the status 


of their complaint using the Internet.


3 S – Standard 


Function


No


$5,440


GL Solutions proposes this functionality outside the scope of our 


standard implementation, to incur additional cost as noted.


When this functionality is ordered, GL Solutions will specify and 


configure GL Suite with the ability for a complainant to track the 


status of their complaint via the internet.  GL Suite websites 


provide real-time data, without the delays caused by third-party 


interfaces and disconnected secondary databases.  







MHD Replacement of Core Systems - RFP#: 3238


FUNCTIONAL AREA:  5.0 - Lot Rent Subsidy
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5.1 The system shall support the core Lot Rent Subsidy Program processes 


described in Attachment: L - MHD Operations and Information 


Technology Overview.  This includes:


- Application Process


-  Monthly Process (including tracking subsidy payments)


-  Annual Process


1 S – Standard 


Function


Yes GL Suite will be specified and configured by GL Solutions to meet 


the requirements to support the Application, Monthly and Annual 


processes as described in Attachment: N - MHD Operations and IT 


Overview, section titled "Lot Rent Subsidy Program."


5.2 The system shall have the ability to support multiple fields. Fields to 


include: Last 4# of SS, Name, Space #, Date application received, Sex, 


DOB, auto populate Park address from Park database, lot address, mailing 


address, phone #’s, email address, size of home, rent amount, date 


applied, date approved, date subsidy starts, status dropdown, subsidy 


amount, reasons for denial dropdown, dropdown for specific codes,  


income, nationality, disabled, single parent household, county, female 


head of household, household type, number of adults, number of 


children, automatic # for waitlist, comment section, with all information 


printable.  


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to meet this 


requirement.  GL Suite has the ability to support multiple fields 


including those noted within this requirement. All information is 


printable. See Supporting Document 11 - Configuration.  


5.3 The system shall free format "notes" field for the recipient record.  (For 


example, may include notes for contacts, such as name and phone 


number of social worker or family member)


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to meet this 


requirement.  GL Suite supports entering text and notes in a free 


format such as for recording names and phone numbers of social 


workers or family members. See Supporting Document 11 - 


Configuration for more information.


5.4 The system shall provide the ability to search and sort by any, and 


multiple, fields and issue reports based on particular field search and 


date ranges.


1 S – Standard 


Function


Yes GL Suite meets this requirement.  GL Suite has the ability to search 


and sort by any field, multiple fields, and issue reports based on 


particular search criteria and date ranges. See Supporting 


Document 6 - Reporting and Output Samples for more 


information.
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5.5 The system shall provide the ability to create customized reports & 


program statistics – export to Excel or mail merge for letters and labels. 


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports 


configuring customized reports and queries for program statistics. 


GL Suite also supports configuring customized reports that will 


export to Excel and/or can mail merge to MS Word or Excel for 


letters and labels. 


5.6 The system shall have the ability to generate reports for recipients by 


park, current recipients, amounts paid by recipient, park for date ranges, 


statistics for monthly average time for approvals,  number of go back 


letters sent, # of recipients by area, denials, approvals, ineligibles and 


waitlist.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to meet this 


requirement.  GL Suite supports configuring customized reports 


and queries for all of the scenarios described in 5.6. GL Suite is 


configurable to be enabled to send the output of such reports to 


PDF, Excel or to a screen within the GL Suite application. See 


Supporting Document 6 - Reporting and Output Samples for more 


information, examples and screen shots of reports.


5.7 The system shall provide tracking for refunds due from parks to MHD.  


(Example: MHD continues to pay the park for a subsidy recipient that is 


no longer qualified.  The park must refund any excess funds paid back to 


MHD).  


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports tracking 


refunds due from parks to MHD. See Supporting Document 5 - 


Financial Management for more specific information on how GL 


Suite can track refunds along with payments, fees, fines, transfers 


and other transactions.


5.8 The system shall have the ability to generate mail merge labels and all 


letters to parks and recipients.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to meet this 


requirement.  GL Suite has the ability to generate mail merge 


labels and letters to parks and recipients utilizing MHD's 


templates.


5.9 The system shall have the ability to integrate “go back” letters and track 


for time.  If there are deficiencies in the subsidy applications, then MHD 


sends "go back" letters to the recipient - requesting the missing 


information or paperwork.  The system shall have the ability to:


-  Track "go back" letter correspondence, and


-  Track and report timeframe for the recipient to respond back to MHD 


(included identifying overdue responses)


1 S – Standard 


Function


Yes GL Suite will be specified and configured by GL Solutions to meet 


this requirement.  GL Suite supports capabilities for the "go back" 


letter functionality as described in this requirement. GL Suite can 


mail merge to MS Word and auto-fill the deficiencies in the letter 


requesting the missing information or paperwork. GL Suite can 


track when a correspondence is sent and when a reply to it is 


received, thereby reporting on response timeframes. GL Suite can 


track due dates and be enabled to identify overdue responses.


5.10 The system shall have the ability to generate emails from program to 


recipient and park.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to generate emails 


from program to recipient and park to support MHD's processes. 


See Supporting Document 3 - Alerts and Notifications for more 


information and examples.
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5.11 The system shall provide a link to the Parks record for rent increases, 


park address changes, manager or owner contact information.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


provide links to the park's record for rent increases, park address 


changes, and manager or owner contact information.


5.12 The system shall have the ability to calculate monthly subsidy amount 


and print customizable report for accounting.


1 S – Standard 


Function


Yes GL Solutions will meet this requirement by specifying and 


configuring GL Suite to support reports that will calculate monthly 


subsidy amounts and produce printable reports for accounting. 


See Supporting Document 5 - Financial Management and 


Supporting Document 6 - Reporting and Output Samples for more 


information and examples.


5.13 The system shall have the ability to process annual renewals – date 


application received, if accepted, if sent back, follow up dates, reason for 


go back, contact dates, percentage of go backs for year, reason codes for 


go backs, status reports.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


process annual renewals including date applications are received, 


whether they were accepted or sent back, track follow up dates, 


reason for go back, contact dates, percentage of go backs for the 


year, reason codes for go backs, and status reports.


5.14 The system shall provide the generation of reports that show payments 


to Park and refunds back to MHD.  (This information will be used to 


reconcile with the State Accounting system).


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


generate reports that show payments to Park and refunds made 


back to MHD. See Supporting Document 5 - Financial 


Management for more information.


5.15 The system shall have the ability to report to assist with budget 


projections generated from system – using statistics input by Division and 


populating the amount paid out monthly.  This includes the following:


-  Calculate total amount payments Fiscal YTD, less refunds back to MHD, 


and 


-  Project payments out for the rest of the Fiscal Year.


2 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


report to assist with budget projections generated from the 


system utilizing statistics input by Division and populating the 


amount paid out monthly, including the ability to calculate total 


amount of payments Fiscal YTD, less refunds back to your agency; 


this also includes the ability to project payments for the rest of the 


Fiscal Year, based on the total outstanding amount of invoices due 


but not yet paid.


5.16 The system shall have the ability to integrate with title records to show 


titles in recipients name or address.  (Note: this is used to ensure the 


applicant/recipient still owns their home)


2 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


integrate with title records to show titles that are in a recipient's 


name or address, establishing clear links/associations between 


entities and related objects throughout GL Suite.


5.17 The system shall have the ability to "flag" or "highlight" records of 


subsidy program applicants/recipients which have been previously 


denied, including denial reason (such as fraud).


2 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


highlight and flag records of subsidy program applicants/recipients 


which have been previously denied, including the denial reason.
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MHD Replacement of Core Systems - RFP#: 3238


FUNCTIONAL AREA:  6.0 - Parks Database
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6.1 The system shall support the core Mobile Home Park processes described 


in Attachment: L - MHD Operations and Information Technology 


Overview.  This includes:


-  Annual park surveys and reporting


-  Update of mobile home park records


1 S – Standard 


Function


Yes GL Suite will be specified and configured by GL Solutions to 


support the core Mobile Home Park processes, including annual 


park surveys and reporting, and the update of mobile home park 


records. See Supporting Document 11 - Configuration for more 


information.


6.2 The system shall provide the ability to link the Park records with the 


associated Lot Rent Records, and Title records.  Users should have the 


ability easily navigate to, and view the Park, Lot Rent and Titles records 


that are associated with each other.


1 S – Standard 


Function


Yes GL Suite meets this requirement.  GL Suite has the ability to link 


the park records with the associated Lot Rent Records, and Title 


records in a way that is easy to navigate and view park, lot rent, 


and titles records which are associated.


6.3 The system shall support multiple fields. Fields to include: Park name, 


generate a park # for new parks, status, exempt for all or part of statute, 


location address, mailing address for reporting and include different 


address for different situations (2 or 3 choices that would generate from 


merge or reporting), County, type park, # spaces by type, occupancy by 


type, vacancy by type (auto calculate), totals, homes for sale, sold or 


liened, Vendor #, State business lic #, Tax ID#, bank name and account, 


owner & manager information including email address that automatically 


populates to education, rent history, fees collected for space and LRS, 


monthly payments paid populated from LRS database, education 


tracking,  comment section, with all information printable. 


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to meet this 


requirement.  GL Suite has the ability to support multiple fields 


including those noted within this requirement. All information is 


printable. See Supporting Document 11 - Configuration.  


6.4 The system shall support the ability to search by name for a Park owner 


or manager to determine multiple park ownership or management.  (i.e. 


user should be able to look up a park owner or manager and see all parks 


they are associated with)


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


allow users to search by name for a Park owner or manager, 


allowing a user to look up a park owner or manager and see all 


parks they are associated with.


6.5 The system shall support the ability to search by location (address) of 


park address to determine name of park.


1 S – Standard 


Function


Yes  GL Suite has the ability to search by address locations to 


determine the name of a park. See Supporting Document 6 - 


Reporting and Output Samples for more information about 


searching for and reporting information out of GL Suite.
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6.6 The system shall support the ability to search and sort by any, and 


multiple, fields and issue reports based on particular field search and 


date ranges.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


search and sort by any field, multiple fields, and issue reports 


based on particular search criteria and date ranges. Learn more 


about GLS Report within Supporting Document 6 - Reporting and 


Output Samples.


6.7 The system shall provide the ability to create customized reports & 


program statistics – export to Excel or mail merge for letters and labels 


including Lot Rent Subsidy letters for start or end of subsidy for a tenant.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


create customized reports and program statistics and export to 


Excel or mail merge for letters or labels including Lot Rent Subsidy 


letters for start or end of subsidy for a tenant.


6.8 The system shall provide the ability to fully customizable (user can 


configure select, sort and filter parameters) reports for name & space # 


of Lot Rent recipients, amounts paid to park for date ranges, statistics for 


total # parks per area, rents, vacant lots, total lots, park owned homes, 


owner/manager reports sent by date range, park type, annual reports 


and payments received or sent back, reason codes, contact dates, 


education reports for those who have or have not attended continuing 


education.  


1 S – Standard 


Function


Yes GL Suite has the ability to authorize MHD staff users to utilize GLS 


Report to create custom reports in which the user can select, sort, 


and filter results by any field. Learn more within Supporting 


Document 6 - Reporting and Output Samples.


6.9 The system shall provide the ability for fields for owner/manager 


reporting and changes, including dates hired/terminated, 118B 


acknowledgements sent and received, vendor registrations 


sent/received, change forms sent/received, and follow up dates for 


deficiencies.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


provide fields for owner/manager reporting and changes, 


including dates hired/terminated, 118B acknowledgements sent 


and received, vendor registrations sent/received, change forms 


sent/received, and follow up dates for deficiencies. See 


Supporting Document 11 - Configuration for more information 


about the flexibility of adding and maintaining fields and 


properties within GL Suite.


6.10 The system shall report Park owner changes or manager changes by date 


range.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to meet this 


requirement. GL Suite has the ability to report park owner changes 


by any date range. See Supporting Document 6 - Reporting and 


Output Samples for more information. 
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6.11 The system shall provide the ability of tracking for Annual Reports form 


Parks including go backs, tracking for emails sent add, reason code for 


report returned, date due back, report by type of return, multiple returns 


and due dates and generate report for each field.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


track Annual Reports from parks, including go backs, emails sent, 


reason codes for returned reports, and due dates.  This will also 


include tracking of reports by type of return, multiple returns, and 


due dates, as well as generating a report for each field. See 


Supporting Document 3 - Alerts and Notification and Supporting 


Document 6 - Reporting and Output Samples for more information 


and examples.


6.12 The system shall provide tracking for Park rent increases,  effective date 


of increase, and date notification letter was received (from Park).


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


provide tracking for Park rent increases, effective dates of 


increase, and date notification that letters were received from 


parks.


6.13 The system shall provide tracking for Park education taken; name and 


position of attendee,  due or delinquent reporting, date and name of 


class attended, # hours, allow for attachment of CE certificates, field to 


determine if owner or manager is required to attend class, generate 


report of attend/did not attend and generate letter of reminder for last 


class of year.  Follow up dates for reminders, Notices of Violation and 


fines.  Ability to track and easily update education for owners or 


managers who own or manage more than one park.  Print history reports.


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to meet this 


requirement. GL Suite has the ability to track Park education 


taken, name and position of attendee,  due or delinquent 


reporting, date and name of class attended, # hours, allow for 


attachment of CE certificates, field to determine if owner or 


manager is required to attend class, generate report of attend/did 


not attend and generate letter of reminder for last class of year, 


follow up dates for reminders, Notices of Violation and fines, and 


provide for the ability to track and easily update education for 


owners or managers who own or manage more than one park.  All 


reports are printable.


6.14 The system shall provide the ability to process annual reports from the 


Parks, including – date received, if accepted, if sent back, follow up dates, 


reason for go back, contact dates, percentage of go backs for year, reason 


codes for go backs, status reports


1 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to support the 


tracking of annual reports from the parks, including dates 


received, whether reports were accepted or sent back, follow up 


dates, reasons (and reason codes) for go backs, contact dates, 


percentage of go backs for the year, and status reports.


6.15 The system shall provide tracking for refunds or payments due from 


parks


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


track refunds and payments due from parks.


6.16 The system shall provide the ability to generate mail merge labels and all 


letters to park owner or manager, including emails for notices and 


reminders.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


generate mail merge labels and all letters to park owner or 


manager, including emails for notices and reminders. See 


Supporting Document 3 - Alerts and Notifications for more 


information and examples.
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6.17 The system shall provide the ability to generate emails from program to 


all park contacts.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


generate emails from program to all park contacts. Supporting 


Document 3 - Alerts and Notifications provides more information 


and samples of how emails an be generated by GL Suite.


6.18 The system shall provide the ability to link Park records to all 


investigations associated with the Park (integration of Parks and 


Investigations records).


2 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


link park records to all investigations associated with the park.


6.19 The system shall verify # of park owned homes by integration with Title 


database (i.e. comparison of Park Annual Report data and count in Title 


records)


2 S – Standard 


Function


No


$5,440


Based on our understanding of this requirement to be a one-way 


interface with a third party, GL Solutions proposes this 


functionality outside the scope of our standard implementation, 


to incur additional cost as noted.


GL Suite has the ability to verify the number of park-owned homes 


by integration with the title database.


6.20 The system shall integrate with Title database to determine if park owner 


or manager owns homes in names other than Park – to determine if 


Dealer Record of Sale is required – and to verify # of  titles of park owned 


homes 


2 S – Standard 


Function


No


$5,440


Based on our understanding of this requirement to be a one-way 


interface with a third party, GL Solutions proposes this 


functionality outside the scope of our standard implementation, 


to incur additional cost as noted.


GL Solutions meets this requirement.  GL Suite has the ability to 


integrate with Title database to determine whether park owner or 


manager owns homes in names other than the park to verify the 


number of titles of park-owned homes.


6.21 The system shall provide the ability of consumer lookup of Park owner 


and contact information via the Internet.


2 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


allow consumer lookup of park owner and contact information 


online via the internet.


6.22 The system shall provide the ability for Parks to submit owner and 


manager changes via the Internet. 


2 S – Standard 


Function


No


$5,440


Understanding this to be  an online process which may be 


independent of online renewals, GL Solutions proposes this 


functionality outside the scope of our standard implementation, 


to incur additional cost as noted.


GL Suite has the ability to allow parks to submit owner and 


manager changes via the internet.
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6.23 The system shall provide the ability for Parks to submit annual reports 


online with payment – with some fields that restrict going to next field or 


submitting form unless field is completed.  


2 S – Standard 


Function


Yes GL Solutions will specify and configure GL Suite to meet this 


requirement to enable parks to submit annual reports online with 


payment, including the ability to prevent the user from moving 


forward to the next field or submitting the form unless all required 


fields are completed. See Supporting Document 8 - Self-Service 


Website for more information and examples.


6.24 The system shall provide the ability to purchase limited lien resale license 


and make payment online.


3 S – Standard 


Function


No


$5,440


GL Solutions proposes that online systems for new applications 


(such as the purchase of a limited lien resale license), would be 


out of the scope of our standard implementation, and would incur 


additional cost as noted.


GL Solutions meets this requirement.  GL Suite has the ability to 


allow users to purchase limited lien resale licenses and may 


payments online.
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MHD Replacement of Core Systems - RFP#: 3238


FUNCTIONAL AREA:  7.0 - Labels and Insignia's
Note: Labels and Insignias are related to 2.0 Permits & Inspections Process.  


Require- 


ment ID
Requirements Reference 


to Other 


MHD Items


Project 


Priority
1, 2, or 3


Vendor 


Response


Requirement


In the Scope of 


This Project?


(Yes/No and 


Est Cost)


Vendor Response Explanation and Comments
(Vendor can x-reference other materials if appropriate)


7.1 The system shall support the core Labels and Insignia processes described 


in Attachment: L - MHD Operations and Information Technology 


Overview.  This includes:


-  Track labels and insignia stock inventory


-  Track issuance of labels and insignias (batches) to inspectors


-  Link labels/insignias to related permits/new units (when attached to 


the unit after inspection)


1 S – Standard 


Function


Yes GL Suite will be specified and configured by GL Solutions to 


support the ability to track label and insignia stock inventory, track 


assurance of labels and insignias to inspectors, and associate 


label/insignia to related permits.


7.2 The system shall support linking the manufacturer (who built the unit) to 


the insignia that is issued for the specific unit. 


When the user is assigning an insignia for a new unit, the system will 


provide a drop-down list of "actively licensed" manufactures to select 


from and associate to the insignia.  


(Note:  The manufacturer is licensed by MHD.)


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports linking 


records together and can be configured to display a list of "active" 


manufacturers to select from.


7.3 The system shall support linking the "3rd Party Reviewer" (i.e. licensee 


who inspects the new unit) to the insignia.  


When the user is assigning an insignia for a new unit, the system will 


provide a drop-down list of active, licensed "3rd Party Reviewers".


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports linking 


records together and can be configured to display a list of "active" 


3rd Party Reviewers to select from.


7.4 The system shall support linking labels to specific permits, when the 


inspector issues the label.  


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports the ability 


to associate records.


7.5 The system shall support some method of voiding a Label/Insignia. 


Number should not be deleted from system but indicate void and 


comments relating to void when number is searched.


1 S – Standard 


Function


Yes GL Suite will be specified and configured by GL Solutions to 


support voiding a label/insignia without deleting the number from 


the system and capturing comments related to the voiding of the 


label/insignia. See Supporting Document 11 - Configuration for 


how GL Suite's business rules can be tailored to support MHD's 


specific business processes and informational needs.
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7.6 The system shall support when issuing labels to Inspectors, system will 


check for all labels previously assigned to the specified inspector. It will 


identify the labels that have incomplete information. It will list the labels 


and asked the assigner if they wish to proceed in assigning the new 


batch.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports the ability 


to issue labels to inspectors, track previously issued labels that are 


incomplete, and notify the staff issuing the labels.


7.7 The system shall support entering a range of numbers when logging in 


new inventory and have system create an entry for each number, similar 


to existing system.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports entering a 


range of numbers when logging inventory and the system creating 


an entry for each number in the range.


7.8 The system shall support searches by criteria in any field. Filters must be 


available to reduce search results. Filters should be available for all fields.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports the ability 


to be configured to search on multiple fields in the system and for 


the search results to be filtered. See more information about 


reporting and how GLS Report empowers MHD staff to search for 


information and generate ad-hoc reports within Supporting 


Document 6 - Reporting and Output Samples.


7.9 The system shall support that a user must be able to identify a 


label/insignia number using search function. From there user can launch 


to all related applicable information. Clicking on the Manufacturer’s 


name will launch the manufactures record and bring up all info recorded 


for that manufacturer. Similarly, clicking on a MHD plan number will 


result in design criteria for that plan, possibly an attached plan as well.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports the ability 


to search my label/insignia number and to more detailed 


information regarding those records by clicking a link in the search 


results.


7.10 The system shall support a  report that compiles a list of all labels 


assigned to Inspectors with incomplete info. Data on report can be 


organized by Inspector.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports 


generating a report that compiles a list of labels assigned to 


inspectors that are incomplete.  GL Suite supports organizing the 


data on the report as required by the agency.


7.11 The system shall support  reports for tracking inventory of label/insignias.  


This includes, but not limited to: labels/insignias issued in a given period 


of time; unissued inventory held by MHD;


inventory held by Inspectors and 3rd Party Reviewers; and 


labels/insignias attached to manufacture housing units. 


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports 


configuring reports for the purpose of tracking inventory of 


labels/insignia.


7.12 The system shall support Capability to print search results in report 


format.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports the ability 


to print search results in Excel or PDF.







MHD Replacement of Core Systems - RFP#: 3238


FUNCTIONAL AREA:  8.0 Title Database


Require- 


meant ID
Requirements Reference 


to Other 
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Project 


Priority
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Vendor 
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In the Scope of 


This Project?


(Yes/No and 


Est Cost)


Vendor Response Explanation and Comments
(Vendor can x-reference other materials if appropriate)


8.1 The system shall support the core Titling processes described in 


Attachment: L - MHD Operations and Information Technology Overview.  


This includes:


-  Maintaining title data


-  Issuing titles


-  Changing titles


-  Process requests for title documents


-  Convert titles from personal property to real property


-  Track liens and lien opposition


1 S – Standard 


Function


Yes GL Suite will be specified and configured by GL Solutions to 


support maintaining title information, issuing titles, changing 


titles, requests for title documents, converting titles from personal 


to real property, and tracking liens and lien opposition.


8.2 The system shall support the ability to generate automatic numbering for 


titles (sequential).


1 S – Standard 


Function


Yes GL Suite will be specified and configured by GL Solutions to 


automatically generate sequential numbering per the agencies 


format and numbering schema.


8.3 The system shall support the ability of the printed title on a form that 


includes envelope for mailing.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


output to a pre-printed form.


8.4 The system shall support the ability to change or correct location address, 


mailing addresses, lien holder address, and other changes without 


printing a new title.  


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


change or correct addresses at any time without requiring an 


output to be printed.


8.5 The system shall support multiple names (up to 10) for registered 


owners.  In addition, the name fields must support very long names, for 


situations where there is a trust, corporation, or individual with multiple 


hyphenated names.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


track multiple names for an owner.  The lengths of the fields can 


be configured to account for long names.
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8.6 The system shall support fields for Date title change request received, 


Email address, Title #, Serial Number, issue date, expiration date, type of 


transfer with several dropdowns including substandard that would trigger 


warning, new or used home,  size, manufacturer, model, year, size, unit 


type, title status with more choices, location address including County, 


lien holder name and address, document “mailed to” name and address, 


Dealer name and #, Structure cost, CC insignia #, lien and notice dates, 


issue opposition date, Owner name, type of vesting, email address, 


phone number, Notes section for keeping status notes (must be able to 


print comments in note field – internal use only), fields for contract of 


sale including Seller, Buyer, Dealer, addresses, amount and length of 


contract and contact phone numbers.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports the 


configuration of fields to contain all information as required by the 


agency.


8.7 The system shall support the conversion to real property and generate a 


Real Property Notice (form letter) that is addressed to the Assessor's 


Office based on County (editable by staff to accommodate address 


changes for Assessors).


The system shall allow the user to change the title status to "expired-


close title"; reason code = "convert to real property"


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


automatically generate form letters with dynamically populated 


address information that is editable by agency staff.  GL Suite 


supports the ability of users to update the status of an object.


8.8 The system shall support tracking the history of a home's physical 


locations (physical addresses). 


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports the 


tracking of addresses, current and historical.


8.9 The system shall support the ability to make corrections if an error in 


typing is made, without having to “void” a particular title number. (Note: 


this addresses a flaw in the current system)


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


allow for corrections of data input errors.  A record does not have 


to be "voided" to make these corrections.


8.10 The system shall support the ability to search and sort by any, and 


multiple, fields and issue reports based on particular field search and 


date ranges – user report creation.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


support searches using multiple fields and creating reports based 


on the search criteria.
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8.11 The system shall support the ability to create ad hoc reports – export to 


Excel or mail merge for letters and labels.  Including reports for income 


received, average time for titles to be issued, number of go back letters 


sent.  Export reports for monthly titles issued based on multiple fields.


1 S – Standard 


Function


Yes GL Suite meets this requirement.  GL Suite provides the ability for 


users to create ad hoc queries and reports. Learn more within 


Supporting Document 6 - Reporting and Output Samples.


8.12 The system shall support tracking of edits and title issuance for 


date/time/employee.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability tor 


track edits by date, time, and staff.


8.13 The system shall support tracking for "go backs" (where paperwork is 


deficient and MHD returns back for correction) that were prepaid and 


date when additional fees would apply .  The system must track when the 


"go back" letter was sent and due date.  The system shall generate a 


monthly report that shows "go back" activity and delinquencies.  


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


track "go backs" and generate a report to provide information 


about them.


8.14 The system shall support a field (flag record) to indicate a title had been 


issued but the check had been returned and additional payment is due.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports the ability 


to flag a record due to a returned check.


8.15 The system shall support the ability to generate mail merge letters to 


owner or lien holder.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports the ability 


to generate mail merge letters.


8.16 The system shall support the ability to print mailing labels for owners and 


lien holders.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports the 


printing of mailing labels.


8.17 The system shall support the ability to generate emails from program to 


homeowner or lien holder.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports 


generating emails.


8.18 The system shall have the ability to integrate, in the future, with the 


OpenText File 360 Document Management System, where the system 


shall support the ability to see imaged documents from the Title 


application.  (NOTE: Integration with the OpenText system is NOT 


required within the scope of this project, however, MHD wants this 


capability in the future.)


3 S – Standard 


Function


No


$10,880


This is proposed to be outside the scope of our standard 


implementation, to incur additional cost as noted.


When this functionality is ordered, GL Suite can be configured to 


interface with the document management system.


8.19 The system shall support a link to  investigation records, where the user 


can view associated case records for a particular home.  (Example: 


Reporting of substandard structures by investigators.)  


2 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


associate records together to allow the records to be viewed from 


each other.


8.20 The system shall support the ability to link title record transactions to 


Park records (where a Park is involved in the sale/transfer of a home).


2 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite has the ability to 


associate records together.


8.21 The system shall support lien tracking – notice when sale documents are 


due.


1 S – Standard 


Function


Yes GL Solutions meets this requirement.  GL Suite supports the 


tracking of liens and dates of when documents are due.
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8.22 The system shall support flagging or coding (e.g. color code) of field for 


certain issuance types (i.e. substandard, dismantled, void, etc.).


2 S – Standard 


Function


Yes


(flagging)


No


(conditional 


color change)


$1,740


While GL Suite supports various text colors per field, we propose 


the conditional color changes (as understood to be the goal of this 


requirement) to be handled via configuration within a summary 


display subform top.  This is proposed to be outside the scope of 


our standard implementation, to incur additional cost as noted.


Without conditional color changes, GL Suite supports the ability to 


flag a record based on issuance types that are selected.


8.23 The system shall support public Internet title searches to include previous 


expired (chain) titles, contracts of sale and history or physical locations 


(addresses).


2 S – Standard 


Function


No


$5,440


While GL Solutions proposes to include online verifications in our 


standard implementation, the specific complexity detailed in this 


requirement for title search is proposed as outside the scope of 


our standard implementation, to incur additional cost as noted.


When the functionality is ordered, GL Solutions will specify and 


configure GL Suite to include online title searches with the 


historical detail as noted in this requirement.


8.24 The system shall support the ability to request title search from Division 


online including credit card payment – prepay service for attorneys and 


escrow companies who can deposit the funds online to obtain a certain 


number of searches based on amount deposited.


2 S – Standard 


Function


No


$5,440


While GL Solutions proposes to include online verifications in our 


standard implementation, the specific complexity detailed in this 


requirement for paid/prepaid numbers of title searches is 


proposed as outside the scope of our standard implementation, to 


incur additional cost as noted.


When the functionality is ordered, GL Solutions will specify and 


configure GL Suite with the ability for users to request and pay for 


a title search online.  GL Suite also supports users having the 


ability to pre-pay for searches and track how many searches they 


can conduct based on how much has been paid.
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Tab XII Other Informational Material 


 


In order to sufficiently detail the capabilities of the products and services offered by GL Solutions, 


and where details serve to answer multiple questions or requirements, rather than duplicate our in-


line responses, we have included additional supporting documents here. These have been referenced 


throughout our responses to the MHD’s various stated Requirements above.   
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Supporting Document 1 – Requirements Tracking ......................................................................... 191 


Supporting Document 2 – History Tracking and Audit Trails .......................................................... 193 


Supporting Document 3 – Alerts and Notifications ........................................................................ 196 


Supporting Document 4 – Complaints, Compliance and Case Management ................................. 198 


Supporting Document 5 – Financial Management ......................................................................... 202 


Supporting Document 6 – Reporting and Output Samples ............................................................ 204 


Supporting Document 7 – Document Storage ................................................................................ 211 


Supporting Document 8 – Self-Service Website ............................................................................. 213 


Supporting Document 9 – Third-Party Interfaces ........................................................................... 217 


Supporting Document 10 – GL Suite Mobile Inspections ............................................................... 219 


Supporting Document 11 – Configuration ...................................................................................... 222 


Supporting Document 12 – Hosting Overview ............................................................................... 224 


Supporting Document 13 – Security ............................................................................................... 229 


Supporting Document 14 – Technical Architecture Design ............................................................ 233 


Supporting Document 15 – Data Conversion Methodology ........................................................... 245 


Supporting Document 16 – Training Overview ............................................................................... 250 


Supporting Document 17 – Risk Management Plan ....................................................................... 256 


Supporting Document 18 – SAMPLE Management Plan ................................................................ 258 


Supporting Document 19 – GL Portal ............................................................................................. 296 


Supporting Document 20 - GL Suite Software Agreement ............................................................. 298 


 


 


 


  







 
 


Passionate about government. 


 


 
 
Nevada Department of Business & Industry  
Manufactured Housing Division (MHD) 


 
GL Solutions Response to RFP 3238  
 


 
April 19, 2016 


Page 191 of 316 


 


Supporting Document 1 – Requirements Tracking 
Permits, licenses, certifications, registrations, and endorsements are all handled similarly in GL Suite, but each 


instance varies in name and in process, based on your business requirements and configured business rules. The 


process typically dictates that when an entity (individual, corporation, etc.) applies, the existing entity is used, or 


a new entity is added to the database if the entity does not exist. Then the application is added to the entity’s 


record, complete with a checklist of fee(s) and requirements which must be met.  These requirements may 


include background checks, education requirements, examination scores, and more. Once all requirements are 


met and the fee(s) are paid (if your process requires), the rules fire and the application is automatically 


approved and the registration, certification, or license is created, complete with a certificate in queue to be 


printed. In the case of a renewal, a new version of the permit or license (often with the same number) is added 


to the entity’s record, a new correspondence is placed in the queue to be sent to inform the entity that it is time 


to renew, and new requirements and fee(s) are placed on the record, to be met and paid before the renewal 


due date, to activate and thereby extend the expiration date.    


  


GL Suite can handle any volume of application and renewal processing. From creating a new individual in the 


system, to the submission of an application, the issuing of a license, and the renewal process, each step is 


simplified, automated, and intuitive. 


 


When users append an application to an individual’s record, GL Suite automatically adds to the record the 


various tasks that must be completed before the application can be accepted. The tasks generated will be based 


on and tailored to your agency’s requirements. In the image below, Gina Jones has submitted a license 


application and her application is Pending (a). It also lists the series of requirements that must be satisfied 


before her application can be accepted (b). By looking at this list, the user can see that Ms. Jones has not yet 


paid her license fee, submitted a photo ID, etc.  


 


(b) 


(a) 
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One of GL Suite’s primary and standard functions is to track application and renewal requirements. As the image 


below demonstrates, GL Suite maintains a record of each requirement and of the requirement’s status.  


 


GL Suite can be configured to ensure that applicants are not 


licensed and/or that renewals are not activated until all 


requirements (fees, verification of registration, identification, 


transcripts, etc.) are completed. When documents are uploaded, 


GL Suite will auto-set the requirement it fulfills to Complete. We 


can also create Master Tasks for your system that will set all tasks 


to Complete at once, if your business process determines that to 


be appropriate.  


 


With your GL Suite system, your staff will not have to input and 


upload all required data and documentation at once. Instead, they 


can update records as information is obtained over the course of a 


few days or several months. With this feature, staff members need 


not fear losing information and having to start over after all 


required information is received. 


 


 


After all application tasks have been completed, GL Suite 


automatically reclassifies the application as Active and adds a 


license to the record, listing its status as Active (see image to the 


right). Multiple status options are possible including, but not 


limited to: Renewal, Withdrawn, Pending, Refused, Lapsed, and 


Surrendered. 


 


Looking at the record displayed above, users can quickly and 


easily gather information about the application’s status. They 


can see that an invoice was issued and that the license fee was 


paid with a check (c). In addition, they can learn that GL Suite 


automatically appended a Wall Certificate to the record (d), 


which can be emailed or printed and mailed to the licensee. 


(Staff can print and mail items such as certificates, badges, or 


licenses to a single licensee or print and mail them in batches 


[automatically or manually] to multiple individuals.) 


 


 


  


(b) 


(a) 


(c) 


(d) 


(a) 
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Supporting Document 2 – History Tracking and Audit Trails 
GL Suite tracks all information and supporting records related to an entity (such as individuals, businesses, 


buildings, items, exams, and transactions) and organizes the information into a customizable Navigation Tree. It 


also tracks the associations between entities. For example, accountants and accounting firms are tracked as 


separate entities, but GL Suite also allows you to track bi-directionally which accountants work at which 


accounting firms. It will also track the history of these relationships and will enable you to see every firm that an 


accountant has worked with and/or all accountants who have ever worked for a specific firm. 


 


GL Suite will enable your agency to track every notification, task, correspondence, meeting, complaint, and any 


other information and supporting records related to an entity with ease. GL Suite saves the final version (as well 


as any modifications) of each correspondence with its related record for future use, referencing, or reprinting. 


GL Suite maintains historical information in perpetuity, so any type of correspondence can be easily retrieved, 


tracked, audited, and/or re-sent at any time.  


 


 
 


Historical information can be sorted chronologically or in ascending or descending alphabetical order by default, 


and users can choose to re-sort using a menu of predefined sort orders. When users pull up a record, they can 


quickly view historical information, including but not limited to:  


 


 Activities related to each application and renewal 


 Information related to licenses, permits, and certificates 


 Address changes and other updates to contact information 


 Status changes 


 Complaints, inspections, investigations, and compliance 


 Fees, fines, invoices, and payments 


 Changes to attached files 


 


GL Suite maintains 


historical 


information in 


perpetuity, so any 


type of 


correspondence 


can be easily 


retrieved, tracked, 


audited, and/or re-


sent at any time. 
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GL Suite can log all transactions to provide an audit trail of system access and activity. It will track all system 


changes, capturing information about the user who made the change, the nature of the change, and the date 


and time of the change. It can even record a full snapshot of an entire record before modification and the 


proposed value of fields on the record after the change is committed, along with the user ID, date, and time of 


the change. When viewing the details associated with MD Application in the record shown in “Audit Detail”, the 


user can see both the previous and current status of the application (a, d), who created the record and when, 


who modified it and when (b), why the status was changed (c), and various other details about the application’s 


history. 


 
 


Names, addresses, and relationships often need history tracking, in which case GL Suite is configured to track 


the status, with plenty of drill-down capability: 


 


 
 


Complete Under Review 


Audit Detail 


(a) 


(d) 
(c) 


(b) 
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When a license status changes, a rule cause a Status History to be appended for easy future tracking of the 


status changes over time. 


 
For the full audit, the “Show History” button is provided to give a time-stamped and user-stamped before-and-


after view of the data.   


 
Ranging from simple history tracking to full audit trail functionality, GL Suite leaves no question as to the details 


of any record’s timeline. 
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Supporting Document 3 – Alerts and Notifications 


Staff Alert Notifications 


GL Suite offers alert and notification capabilities that can be configured to suit your needs. GL Suite can display 


any number of notifications at any time, each having its own information and business rules defined by your 


agency’s needs. Common examples of alerts include the following, which can be triggered manually or 


automatically: 


 Alert internal and external users of the need for renewal 


 Alert users that a renewal notice must be sent through onscreen alerts, assign follow-up tasks, or email 


reports that catalog outstanding renewals 


 Alert internal and/or external stakeholders that requirements are complete, approve the renewal, and 


generate the license, permit, certificate, etc. 


 


GL Suite can display a list for internal users in each section or department of your agency as soon as a user logs 


in, and each can have unique notification types, information, timing, and more. Notifications can automatically 


be added to a user’s Home Screen view, included in reports, included in an email to identified staff members, 


and even received by users in real time on their local desktop using the notification tray tool application.  


 


 


           
 


 


GL Suite offers significant notification capabilities that can be customized to suit your needs.  


 Can be triggered based on any user defined criteria (e.g. status, due date, priority) 


 Can be generated on a case-by-case basis or in batches 


 Can be delivered as emails, paper notifications, warning messages, or in dashboards with a pop-up 


window  


 GL Suite can return a variety of notification messages to assist users when data entered is incomplete, 


incorrect, etc. 
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Licensee Alert Notifications 


In addition to staff notifications, certain manual and automated correspondence types can be used to notify 


applicants, licensees, complainants, etc. of action required, or to provide status updates. These can be in the 


form of emails or mailed letters generated by users in the system triggering them, or from scheduled jobs as 


warnings at certain times of year, or upon status changes. Rules on append or update of any data in the system 


can be used to trigger notifications to add correspondence to a queue to be sent out.  


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


GL Suite’s notifications and alerts will keep MHD’s personnel, applicants, and businesses informed with relevant 


and timely information. 


 


 


  


    Alerts@abcde.com 
[mailto:Alerts@abcde.com] 
abc@abcdecom 
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Supporting Document 4 – Complaints, Compliance and Case Management 
Complaints, compliance, and case management are fully integrated capabilities of the GL Suite software 


application. GL Suite can create, maintain, and track all events related to complaints and their associated cases. 


It allows users to enter cases, record penalties at the conclusion of an investigation, and track all complaint, 


investigation, hearing, and compliance actions pertaining to a license. It also automates case handling among 


staff members by establishing automated rules and notifications.  


 


GL Suite can be configured to execute the following actions: 


 Generate letters and notifications to complainant, registrant, and other persons associated with an 


enforcement action (e.g. investigation officers or lawyers) 


 Send batches of correspondence to notify complainants of complaint status 


 Record disciplinary orders issued as a result of an enforcement action (e.g. administrative fines and 


penalties) 


 Produce and store notices, subpoenas, investigation materials and other documents with relevant 


records 


 Generate complaint and case numbers according to configured business rules 


  


We designed GL Suite’s complaint and case management features to leverage the efficiencies of the relational 


database: 


 A read-only complaint number is automatically assigned to new complaints, ensuring that every 


complaint is unique in the system 


 A wide variety of information can be tracked with a complaint, including but not limited to status, 


priority, allegation-type, staff assigned, relevant dates, comments 


 Individual, company, employer, complaint, and case record are stored as separate entities in the 


system, enabling fully-flexible associations between them 


 Complaint records can have a bi-directional association to the records of any number of individuals or 


organizations to identify the respondents, complainants, attorneys involved, etc. 


 Data is stored in only one location for each individual, ensuring that users and generated reports access 


the correct information (e.g. names, addresses, phone numbers) 


 The system can be tailored to track all previous information related to an individual (e.g. previous 


name, previous address) 


 Over time, an individual or business might be associated to multiple complaints and cases as a 


respondent, a complainant, or both. Each association can have a status, such as Open, Closed, and 


Pending 


 The applicable complaints are visible and accessible from the associated individual or business record, 


for any users who have security rights to view them 


Complaint Submission 


Depending on the volume of complaints, and how easy you desire to make your complaint submission, GL 


Solutions can provide an online complaint submission system ranging from a form which emails complaint data 
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to one of your staff members, to a full online interface where the outside user looks up a licensee and submits a 


complaint against that licensee.  In most interfaces, rather than desiring the outside user to add data to the 


database in an unmonitored way, our clients desire to have a staff member review the incoming complaint to 


determine whether it is legitimate data to be added to the GL Suite database.  At the point that the complaint 


data is approved, the interface would conclude with automatically adding the data for further tracking of the 


formalized complaint. 


 


Complaint Correspondence 


Correspondence is essential to complaint and case management. In GL Suite, users can generate predesigned 


correspondence with a single click. GL Suite populates data pulled from specified locations in the database into 


preformatted text fields and merges it with static text and graphics.  Then the appropriate user can update the 


correspondence in Microsoft Word if any custom text is required to describe the specifics of the case beyond the 


data stored in data fields in GL Suite. The final version of the correspondence is stored directly in the system for 


review, revisions, or reprinting at any time (b).  


 


 


GLS Report, GL Suite’s ad-hoc reporting tool, allows staff to generate lists, logs, and audits quickly. Input 


parameters on these reports will allow your staff to filter the returned information based on any information 


stored in GL Suite, including dates, priority, investigator, and more. 


Routing 


Once a basic complaint is established, it can be routed to an investigator (c). This can be done manually or 


automatically based on client-defined criteria (e.g. existing cases, balanced workload, region, area of specialty). 


(a) 


(c) 


(b) 


(d) 


(e) 
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GL Suite also allows complaints to be reassigned to another investigator or to a supervisor if required. The date 


on which the complaint was assigned and every subsequent assignment can also be captured and viewed. 


Task Management 


With GL Suite, tasks for units of work that must be completed (such as reviews and communications) can be 


automatically appended to the complaint (d). These tasks can be tailored to include a wide variety of fields. 


Business rules can ensure that required fields are correctly populated (or set to a specific value) before the task 


can be marked/accepted as complete. 


 


Upon completing a complaint investigation, the user can update the complaint’s status. Business rules can be 


designed to require users to complete specific activities prior to updating the status of the complaint. The status 


update can also automatically initiate other actions, such as appending a specific correspondence, sending a 


notification, and more. 


Case Creation 


When complaints warrant litigation, agencies will need to create cases. In GL Suite, cases are typically created in 


much the same way as complaints. They can also be automatically created by a status change on the complaint. 


After a status change, an association is automatically established between the complaint and the case. Multiple 


complaints can be associated to a single case. Just as an investigator can be assigned to a complaint, an attorney 


can be assigned to a case. Cases can be marked as Public or Private (cases have a status of Private by default). 


Tracking Expenses 


With GL Suite, users can also track the actual costs associated with a case, enabling you to recoup funds for 


successfully litigated cases. Costs can include travel expenses, itemized expenses, costs associated with staff 


time, and more (e). For staff time, you can establish hourly billing rates by individual staff or position, multiplied 


by the actual hours recorded. GL Suite can generate an invoice for hourly billing and with it, track payments and 


history. 


 


Managing, Tracking, & Scheduling Groups 


GL Suite can also enable your staff to track, manage, and schedule the group of people who might be involved in 


a case. Among the tools it can provide, are the ability to: 


 Schedule and manage the groups activities 


 Review assignments 


 Assign an individual and a lead to enforcement cases 


 Track a group member’s activity on a case or meeting agenda item 


 


GL Suite can create agendas, case summaries, supporting documentation, and other information. Group 


members can receive all meeting documentation electronically (via CD, thumb drive, and/or over your secure 


website). 
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Compliance and case management are a critical part of effective regulatory and licensing processes and, with GL 


Suite, your staff has all of the tools necessary to perform those functions effectively and efficiently.  
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Supporting Document 5 – Financial Management 
GL Suite is well equipped to help the MHD manage financial resources, including fee collection and 


management, invoicing and tracking, payment processing, collections, and reconciliations and audits.  


Fees 


Set fee amounts, increase fees, determine when fees are increased, and what records to apply increases to, all 


by using our interface for configuring GL Suite software, the Control Panel.  Because the fees are unique to each 


invoice type (see below), your organization has complete control and flexibility as fees change from year to year.  


Invoicing 


GL Suite creates invoices for all monetary events that happen within your database. It automatically generates 


an invoice as part of the application or renewal process. It automatically links every payment with the member, 


employer, license, etc. to which it is related. The invoice creates a clear link between the fee and the payment.  


 


Invoices are highly configurable and can be used to track any additional information your agency desires (e.g. 


account codes, batch numbers). We have numerous clients that utilize unique validation numbers for each 


payment or batch of payments. Others use source codes to track revenue by departments or license types. We 


can also incorporate payment-problem report codes and use them to generate custom reports. 
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Quick Pay & Online Payments 


GL Solutions has integrated a Quick Pay feature into GL Suite for applying payments to invoices. With Quick Pay, 


staff can enter payment information for numerous licenses, events, exams, and more, all from one screen. Staff 


can also search for multiple licenses and apply payments, all from one screen. GL Suite supports any payment 


type and will accommodate partial or split payments. 


 


GL Suite automatically links completed online payments to the related invoice and maintains a clear payment 


history for each entity. 


 


 
 


 


 


GL Solutions is PCI compliant, and we will integrate with most third-party payment 


processors.  We recommend Payscape Advisors as our payment processor of choice, 


but we interface with many others as well. GL Suite retains credit card confirmation 


number responses from the payment processor but does not store credit card 


numbers. The payment processor will handle the actual online financial transactions. 


 


 


 


Quick Pay 



http://www.payscapeadvisors.com/
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Supporting Document 6 – Reporting and Output Samples 
This supporting document is dedicated to reporting and report examples. GL Suite will meet the all the MHD’s 


reporting needs. 


 


A solid database is needed for storing all the data the MHD requires, however, one of the most important 


aspects of a database system is the ability to retrieve the data when it is needed, and in the format required.  GL 


Suite enables agency staff with appropriate permissions to run all needed reports, both ad-hoc and predefined, 


to report on any data stored in the system.  


 


GL Suite contains multiple reporting capabilities: 


 Export to Excel:  Specified queries with data to be sorted, reviewed, and calculated 


 Export to PDF:  Specified reports where data is formatted for clean review, summary, and printing 


 Export to Word:  Specified correspondence where staff can make additions before sharing 


 GLS Report:  Ad-hoc reporting tool for querying data as needed, returning data linked to records 


 


GL Suite does not contain built-in reports for all clients, as each client system is different, matched to client 


business processes, and the parts are not modular.  However, an initial GL Simple implementation would include 


all the outputs of current automated systems, and most software implementations would typically require at 


least the following management reports, named according to organization’s process and requirements: 


 Financial Summary Report:  Transaction totals within a period or batch, by accounting code 


 Financial Detail Query:  Transaction details, showing every transaction within a period or batch 


 Status Summary Report:  Summary data showing the current totals of each status by license type  


 Status Detail Query:  Data export showing the current status of every licensee 


 Enforcement Actions:  Detailed list of the enforcement actions within a time period 


 Inspection Activity:  Summary counting all inspection data by inspector and county within a time period 


Accuracy: 


GL Suite provides accurate, real-time reporting. GL Suite is a relational database, optimal for keeping 


data appropriately linked and synchronized. GL Suite maintains any given piece of information in only 


one location and only requires additions and updates to be inputted once. Information is always up-to-


date and consistent—there is no chance of conflicting instances of the same data fields making 


reporting incorrect and of little worth. With GL Suite, you can trust your reports to be accurate, reliable, 


and reflective of the most current system information. 
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Ad-hoc Reports (GLS Report) 


GL Suite’s ad-hoc reporting tool, GLS Report, allows users to create on-the-fly reports in a user-friendly interface. 


Authorized users can generate reports based on any field or combination of fields they desire. Users can choose 


precisely the type of data they want to see, and sort and manipulate the returned results. GLS Report respects 


the system’s role-based security so users only see data appropriate to their roles.  Users can export the click-


through results of these reports to a variety of formats to share the information with others.  “Click-through” 


means the results are linked, so if a user is logged into GL Suite, they can click the results, and go not only to the 


entity’s record, but the exact piece of data in the query.  If the data is for individuals’ continuing education 


records stored last year, a user can click on the link and go right to the appropriate data to gather additional 


details. If an ad-hoc report proves useful it can be saved to be re-


run later, then applying the same criteria to gather the most 


current information.  


 


GLS Report requires no updating or maintenance. Any changes 


made to the system through the Control Panel are instantly 


reflected in GLS Report; therefore, ad-hoc reports dynamically 


display the latest configuration and data in real time.  


Predefined Reports & Queries 


During implementation, GL Solutions reviews your reporting 


needs and matches those needs with our experience and 


expertise to specify and develop reports tailored for you. Agency 


staff with sufficient knowledge can also design and create 







 
 


Passionate about government. 


 


 
 
Nevada Department of Business & Industry  
Manufactured Housing Division (MHD) 


 
GL Solutions Response to RFP 3238  
 


 
April 19, 2016 


Page 206 of 316 


 


custom reports or correspondence from any data maintained in the system using Crystal Reports and/or 


Microsoft SQL Reporting Services. 


 


Predefined reports and queries dynamically display the latest applicable data.  


Predefined Reports: 


Reports are useful when generating pre-formatted documents. Our reports are designed to output to 


Adobe PDF and can be completely self-contained or output to preprinted stock (e.g. Wall Certificate, 


Wallet Card). The PDF format gives users the option to send/email the document or save it to its related 


record for later review or re-printing.  


Queries: 


Queries are most useful when a flexible output is required for further analysis. Queries can be exported 


to Excel and modified as desired. Less complex queries such as counts, small data queries, or single 


record retrieval can be generated to a screen within GL Suite.  


Parameterized Queries and Reports: 


Queries and reports can be designed to offer input parameters (e.g. date range, specific license type, 


status of application) that allow users to refine or limit the data retrieved. Parameterized queries and 


reports (PQs) automatically prompt users to set limits. For example, a PQ prompt might be, “Pending 


Licenses as of…” When selected, GL Suite prompts the user for a date range.  Prompts will match the 


data type, so for instance, date fields have a calendar date-picker, true/false statements have 


checkboxes, and license types have drop-down list-values to choose from.  These parameters allow a 


single defined query or report to meet multiple objectives. 


Secure Access: 


Using GL Suite’s role-based security options, agency system administrators can restrict rights to reports 


and queries, controlling who can view, read, and/or edit each report. 


 


GL Suite will give users the tools to retrieve the data they need, and the confidence of knowing the information 


retrieved is accurate.  
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Report and Query Samples 


 
  


Parameterized Reports & Queries 
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Sample Query, Application Status 


Sample Query, Revenue Report 
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Sample Report, Case Status 


Sample Report, Wallet Cards 
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Some data outputs are best for on-screen analysis in Microsoft Excel, and others are optimized for printing.  In 


GL Suite, the outputs specifically for printing are best implemented as Reports, outputting as PDF files, 


formatted to look good on screen and on your printer.  The process even for printing large batches, such as a 


weekly batch of license certificates, is simple. 


 


When licenses are activated, a rule fires to automatically flag the records for printing.  Then a user follows the 


standard three-step process: 


 


1. Run the report…Whenever a staff member is ready to print a batch of licenses, he/she runs the batch 


license report from the menu on the home screen. When the batch license report is run, it finds all the 


licenses with a flag for printing which has not yet been marked as printed, and includes their licenses in 


the report, generating a multi-page PDF file. 


2. Print the report…The staff member prints the file. 


3. Mark as printed…The staff member runs a command from the menu on the home screen to mark all 


flags as printed so they won’t again be included in the batch. 


 


If a licensee needs another copy of their license printed later (if your business process allows staff to issue a 


copy without a fee), the flag can be unmarked to include it in the batch again, or it license can be printed one-off 


from the license itself. 


 


License reports are typically formatted for window-envelopes, to be quickly folded, stuffed, stamped, and 


mailed. 
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Supporting Document 7 – Document Storage 
GL Suite will reduce your administrative load by eliminating the need to file, retrieve, copy, route, and re-file 


paper documents. It enables your staff to capture, manage, and share documents electronically, which saves 


you money and time, increases productivity, and leaves you with more time to serve your public.  


 
 


GL Suite offers powerful document management capabilities. It allows any type of document to be uploaded 


and stored with a record. Documents that might be uploaded and stored include original applications, 


correspondence, support documentation (such as a photo of the applicant or a fingerprint card), scans of past 


records, and scans of certificates. GL Suite will accept virtually any file format including Adobe PDF files, text 


documents of any format, scanned records in any standard format, Microsoft Office, and even audio and video 


files.  


 


(a) 


Uploaded Documents 


(b) 
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When agency users upload documents into GL Suite, the user or automation can populate the document record 


with any information you require, including when the document was received, when it was uploaded, and by 


whom (see image above, and note item “(a)”). 


 


GL Suite automatically links uploaded documents to the record with which they are associated (b), making them 


accessible to authorized staff immediately or at any time in the future. Clicking the hyperlink will take the user 


directly to the document. With GL Suite, authorized users can retrieve and re-send uploaded documents as 


needed and only authorized users can delete or re-index them. GL Suite’s security determines who can and 


cannot access these documents and what permissions they have, just as it controls who has access to the record 


itself. 


 


Based on the needs of the MHD, documents can be uploaded at certain points in applicants’ online processes, 


from an online dashboard. Documents can also be scanned for Optical Character Recognition (OCR) for indexing 


and searching, or to ease the data entry. However, in many instances, directly capturing specific data elements 


from end-users through online application fields is more dependable to collect accurate data than is OCR. This 


requirement can be implemented where desired, and will be discussed further during the requirements 


gathering and system design. 


 


If certain documents are public records, they can be flagged in GL Suite and online verification systems can be 


set up to display those.   


 


GL Suite’s robust and integrated electronic file-handling capabilities will meet the document storage needs of 


the MHD. 
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Supporting Document 8 – Self-Service Website 
GL Solutions can design and implement the public-facing web functionality for the MHD.  GL Solutions has many 


years of experience designing public-facing websites—we have developed sites for most of our clients. We can 


build your website to meet your particular needs. 


 


GL Solutions can create a public-facing website that provides all of the self-service functionality your agency 


requires. At the same time, it will be designed with checks and balances to ensure that members do not submit 


duplicate applications, that information inputted is correct and consistent, etc. We will design your website with 


Style Sheets for the look and feel, validations, and self-service tools your agency requires.  


 


Websites will be cross-browser compatible, to be accessed by all the most popular browsers and devices in-use 


today. Your public-facing website can provide members and the public with 24x7 access to online services 


including, but not limited to: 


 Online applications and renewals 


 Online approvals 


 Application/renewal status checks 


 Updates to contact information 


 License verifications 


 Integration with third-party payment processors  


 


 Sample, Member Self Service Screen 
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Self-Service Website 


Public Complaint Site 
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 Licensee Verification Site 
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Examples: 


 The self-service website will remove stress from staff—members and the public will be able to complete 


low-risk activities on their own, freeing up staff for other vital agency business.  


 GL Solutions delivers helpful, intuitive, and efficient web functionality for our clients and their 


stakeholders, and we look forward to delivering the same for you. 


 


  


Public Search Portal 
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Supporting Document 9 – Third-Party Interfaces 
GL Solutions regularly creates custom interfaces, which allow for all manner of data exchange between our 


clients and third parties. GL Suite will interface with any system that has an API, and/or transfer files via secure 


FTP site. We build interfaces to support online credit card payments, criminal record checks, information 


updates, exam scheduling/scoring/administration, and more. Custom interfaces can provide nearly real-time or 


delayed transactions (whichever you choose).  


 


GL Solutions uses various methods of integration to create customized third-party interfaces: 


 GL Suite integrates with other applications and exchanges transactional data using XML, other .Net Web 


Services, and SSIS packages as long as a documented API is available.  


 Business requirements that merely call a third-party application but do not exchange transactional data 


can be instantiated by configuring simple business rules using the Control Panel.  


 For integration in which data flows from a third-party application to GL Suite and latency is not an issue, 


GL Solutions will work with the third-party application vendor to export data to a text file or database 


format on a regular schedule. GL Suite will monitor the folder destination of the export or the database 


table for changes. When a change is detected, GL Suite activates a custom application written by GL 


Solutions, which takes the third-party information, requests the corresponding GL Suite XML file from 


the business tier, and modifies the file based on the imported information. The modified XML file is then 


resubmitted to the business tier where business rules are applied and submitted to the data tier to 


update the Relational Database Management System (RDBMS). 


 For integration where data flows from GL Suite to a third-party application and latency is an issue, GL 


Solutions builds custom export programs. The export programs store data from the data warehouse in a 


format specified by the third-party application. The third-party application must provide either an API to 


activate the upload of the information or a self-contained mechanism for uploading the file. 


 For integration requiring data exchange via secure FTP, GL Solutions builds commands and/or scheduled 


jobs to create and post or to retrieve and process the specified file. 
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While GL Solutions is capable of designing a third-party interface for virtually any flat file or web service data 


exchange, below are the most common types of data interfaces we implement for clients.  


 Exam scores / test results 


 Payment processing information 


 Renewal data import/export 


 Continuing Education data (Hours, Courses, Providers, etc.) 


 Accounting information / financial data 


 Corporation data 


 Facility information 


 Medical data 


 Scanned documents (images, PDFs, etc.) 


 Audio files import 
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Supporting Document 10 – GL Suite Mobile Inspections 
 


GL Solutions has recently developed a mobile device forms solution. This solution is targeted towards 


remote/mobile users that need to fill out forms and upload data to the GL Suite backend system (examples of 


“forms” include inspections, investigations, interviews, or other remote activities). As requested in responses to 


vendor questions, GL Solutions has provided the optional mobile app costs separately – costs for annual 


activation of the GL Suite mobile app on the State-provided devices, and costs for forms converted for use in the 


GL Suite mobile app. 


Effective, Successful Inspections 
Inspection forms are easy to use. Using the iPad Mini, the user finds a familiar, touch-screen form interface. The 


inspection form supports an intuitive questionnaire format with required fields, default values, and advanced 


data validation all guide the inspector to collect critical information. Inspection scores can be tallied on the fly, 


along with other real-time calculations. The inspection forms ask for only (and for all) the appropriate data. If a 


violation is found, the inspector can be prompted for the code violation or to take a picture of the violation. 


Signatures can be required or collected and stored with the inspection. 
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GL Suite mobile app: 


 Available on iOS (iPhone and iPad) and Android via apps, or via internet browser from a computer. 


 Works with a wide range of device sizes, ranging from 10” tablets to 4” Smartphone screens. 


 Uploads photos taken from the mobile device to the related record in GL Suite. 


 Supports the ability to accept and email electronic signatures. 


 Performs real-time calculations on the form. 


 GIS capability – electronically stamp the forms and pictures taken with GPS coordinates and saves the 


information to the database. 


 Automated push notifications of scheduled forms to specific devices. 


 Supports the completion and local saving of forms in offline mode, when connectivity is unavailable. 


 Prints forms straight from the mobile device. 


 Includes a large variety of form layouts and allows for forms with hundreds of fields.  


 Supports both pre-scheduled and ad-hoc, unscheduled activities. 


 Automatically checks the server for updates and refreshes every time the app is opened. 


 Supports required fields, default values, and advanced data validation. 


 Automatically deploys form updates to devices, on demand. 


 Seamlessly uploads data from mobile device to the GL Suite backend system.  


 Form data can be prepopulated from the GL Suite backend system. 


 Creates and emails a PDF of the form and corresponding data when the form is submitted. 


 


Efficient Inspection 


o Each of your inspection forms is converted into a touch-friendly form 


o Take photos during the inspection of violations which are attached to the form and stored in GL 


Suite 


o Collect signatures out in the field 


o Form data is saved on device in offline mode, to be automatically and securely transmitted and 


loaded into the back-office GL Suite application and database when connectivity is restored 


o Inspections may be performed whether or not LTE or wireless service is available 


o Integrated mapping helps inspectors get to the inspection location in the most efficient route 


Streamlined Results   


o Send the licensee an inspection report via email with the completed form in PDF format, 


including pictures, signatures, and all inspection results 


o Inspection assignment results flow seamlessly between the agency office and the devices with 


no inspector effort or manual synchronization 
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Inspection Automation 
o Stores a copy of every inspection form in GL Suite where rules can be set up to trigger follow-up 


notices, re-inspections, urgent investigative activity, etc. 


o Devices are constantly refreshed with updates  


o Inspection form templates are deployed automatically to devices 


 


 
 


This system is targeted towards remote/mobile users who need to fill out forms and upload data to the GL Suite 


back-office system. These users are typically inspectors, but the solution may also be applied for investigations, 


interviews, and other remote activities.  


 


While the GL Suite back-office software supports and stores inspection data and forms with all your other data 


and business processes, the GL Suite mobile inspection system simply provides the all-inclusive, integrated 


technologies, services, and support needed to maximize your inspectors’ efficiency and effectiveness in the field. 
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Supporting Document 11 – Configuration 
One feature that distinguishes GL Suite from other software solutions and one of its greatest strengths is the 


extent to which it can be configured to any business process without custom coding. GL Suite succeeds where 


others falter because we configure it to meet your processes rather than pushing you to adapt to a system built 


on our assumptions about your business.  


 


GL Suite configurations are implemented using an integrated 


Control Panel, a highly flexible tool that GL Solutions and your 


staff use for the setup, maintenance, and enhancement of your 


system. GL Solutions will use the Control Panel to design and 


implement your agency’s GL Suite system to meet your 


requirements. We use it to establish entities (e.g. Department, 


Division, Regulatory Board, Professional Profile, etc.), and we 


tailor each of these entities with screens, fields, menus, reports, 


letters, spreadsheets, user security, business rules, online help 


file link locations, and dropdown list values according to your 


needs. Your agency’s administrators will also utilize the Control 


Panel. With it, they will be able to perform most additions or 


modifications to the User Interface. The degree to which your 


own administrators make changes to your system is up to you. If 


you prefer, GL Solutions will happily execute any desired 


modifications for you.  


 


The Control Panel enables instantaneous addition, alteration, 


and removal of fields, forms, and menus. Authorized users can 


add, modify, and delete user profiles, passwords, business rules, 


modify security settings, and more. They can even create an entirely new license type using the Control Panel. 


To do so, administrators will not have to start from scratch. Instead, they capture the license specifications of a 


similar license type, then port and update it to create a different license type. This helps safeguard system 


stability and performance because each license type uses the same core design specifications.  


 


With GL Suite’s Control Panel, users with adequate security permissions can easily modify most aspects of the 


system, including but not limited to:  


 


Image 2 – Control Panel 
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 Field order and screen layout 


 Field label text and format 


 Field data types (e.g. text box, dropdown list, or checkbox) 


 Available and default field values 


 Field attributes (e.g. required, read-only, hidden) 


 Keyboard shortcuts and tab order 


 Associations between entities 


 Custom Graphical User Interfaces (GUIs) 


 Menu items and structure 


 Search parameters 


 Saved searches and queries 


 Letter templates 


 Reports 


 Custom workflows 


 Online functionality 


 Interfaces with other systems 


 Scheduled jobs (e.g. updating license status and emailing affected licensees) 


 System maintenance and data cleanup 


 Security for each screen, field, workflow, letter, report, and more 


 Users, groups, and permissions 


 


Security 
GL Suite’s Control Panel is protected with stringent security.  Its sophisticated data encryption layer lets you 


easily define different access levels for each staff member and group while keeping your database well 


protected. Your agency will have complete control over which users or groups can configure which aspects of 


the system. Multi-level security establishes secure connections between application, clients, and web servers 


using Secure Sockets Layer (SSL) certificates. GL Solutions will design and configure your system security, or we 


can support your administrators with setting it up internally. Once your security is in place, fine-tuning it to meet 


changing needs is straightforward. 


 


GL Solutions will configure GL Suite specifically to meet your requirements. Your agency will not have to alter 


procedures to suit our software; our software will be configured and configurable to your needs and processes. 


Because we tailor GL Suite to fulfill your requirements and because your administrators will be able to make 


their own modifications, GL Suite will have the functionality you desire and will follow your workflow.  
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Supporting Document 12 – Hosting Overview 


GL Solutions has extensive experience working with agencies that choose to host our solution on their own 


hardware. You can run your GL Suite system on your own secure servers and access the application using 


nothing more than a web browser. If you choose to host the system, we will happily provide technical advice on 


the hardware that best meets your needs.  


 


GL Solutions also has significant experience hosting systems at our own data center. When you host with GL 


Solutions, we supply, maintain, and upgrade all of the hardware and software required to support your 


application. Moreover, if you choose GL Simple as your support plan, you receive GL Solutions hosting at no 


additional cost. 


 


GL Solutions maintains a collection of high-speed, state-of-the-art servers, and we replace equipment on a two-


year cycle to ensure that our clients have fast application performance. GL Solutions’ hosting services include 


the installation, setup, maintenance, licenses, patches, and service release installations for Windows, SQL 


Server, and GL Suite. Scheduled maintenance, performance assessments, and implementation of advancements 


in technology ensure the security, stability, and optimal performance of every hosted solution. A GL Solutions 


hosted solution delivers 99% business availability—virtually uninterrupted access to network and application 


resources. 


Hosting Environment 


GL Solutions’ servers are located at the Bend, Oregon data center, OneNeck.  This location, within a few miles of 


our office, is not only convenient for timely support if issues are not able to be resolved remotely; it is in one of 


the safest zones in the United States.  Our colocation facility offers significant measures to ensure the security 


and safety of your data: 


 Built-in redundancy with multiple diverse feeds to the internet backbone  


 Facilities are monitored with external and internal security systems   


 Generator back-up system to assure uninterrupted power   


 Prevention of a single point of failure in connectivity, power, fire, or climate control   


 Secure 24x7 card access   


 Inergen fire suppression (a clean agent fire suppression system, free of residues and corrosive by-


products that may produce further property damage) 


 Flood monitoring sensors  


 UPS backup circuits in the event of a power outage (circuits are on the generator as well to maintain 


uptime during power outage) 


 


OneNeck’s Bend, Oregon data center is Tier III certified and has received the prestigious Leadership in Energy 


and Environmental Design (LEED) Gold certification from the U.S. Green Building Council (USBGC). Features of 


the new Tier III certified data center include multiple, independent power and cooling distribution paths serving 


the IT equipment, dual-powered IT equipment, and concurrently maintainable site infrastructure that 


guarantees 99.982% availability.  
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Our colocation hosting in Bend, Oregon was selected by GL Solutions for its convenience and many benefits for 


our clients.  The location of this facility was selected by OneNeck (as one of their eight data centers) because it 


sits in one of the safest zones in the United States. 


 
 
Network Security Controls 
We employed network security specialists at Redhawk Network Engineering, to help design and implement our 


network security appliances.  


 


We recently completed a Redhawk security audit. They 


reported our security controls to be “adequate to protect 


customer information.” We have continuous improvement 


projects which continually test our security controls and 


advance and increase our security. 


 


GL Suite’s infrastructure provides a firewall with two secure network zones: a private network and a DMZ. GL 


Suite utilizes public key encryption technology to ensure data security. Access to the internal network is 


available only through a secure VPN connection. Communication protocols require a minimum 128 bit Secure 


Socket Layer (SSL).  


 


Specific security precautions include: 
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 Retention of an independent internet security firm to audit, analyze, and monitor network security 


needs 


 Installation upgrades on security hardware and software as soon as they are available 


 Installation of security patches from Microsoft on a daily basis or as soon as they are released 


 Utilization of physical network hardware including a combination of firewalls to limit potential avenues 


of attack 


 Isolation of the database server, where your real data exists, to further protect client data 


 Adherence to Microsoft best-practice guidelines for implementing application security 


 Daily backup of data from the servers at both onsite and offsite locations to enable rapid data 


restoration if necessary 


 Monitoring servers for unusual activity that would indicate a possible security breach 


Data Security 


We have effective network security solutions in place to protect client data internally and externally, and we 


continually update our solutions to improve and enhance security. See above “Hosting Environment” and 


“Network Security Controls” and below “Backup & Recovery” for details about data security. 


Backup & Recovery 


Backups of all client data are performed with redundancy in multiple locations. The GL Suite application creates 


backups in the evenings, every 24 hours and retains 7 days of backups at all times. The backup process includes 


data stored in every location within the system, including: 


 Transactional Data 


 Report Data 


 Document Repository 


 Correspondence Templates 


 Reports 


 Persisted Customizations 


 Automated Database Jobs 


 Interface Applications 


 Files 


 


In addition, GL Solutions maintains an offsite backup facility connected via a private network. We backup data to 


this colocation every 24 hours and retain 7 days of backups at all times. Daily monitoring of jobs and tasks to 


confirm restorability ensures continuous protection of data from unnecessary loss. GL Solutions maintains 


redundant, replacement failover equipment to monitor and minimize downtime caused by any hardware failure. 


In the event of a disaster or hardware failure, data can be recovered within minutes.  


The following are GL Solutions’ most common strategies for data protection: 


 Replication of data to an offsite location overcomes the need to restore data (only the systems would 


need to be restored or synched). 


 High availability systems keep the data and the system replicated offsite, enabling continuous access to 


systems and data. 
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 Wide Area Network Optimization technology improves disaster recovery capabilities and increases 


network response times. This technology also ensures that data continues to move through the network 


even when it is down. 


Disaster Recovery Plan 


Self-Hosted 
If your agency or the State hosts your software solution, GL Solutions recommends that you develop a thorough 


disaster recovery plan in consultation with disaster recovery experts. Our staff will also be happy to make 


recommendations. 


 


When you self-host your system, GL Suite provides you with system backup capabilities that ensure you do not 


experience catastrophic loss of data. GL Suite enables you to push changed files from your live environment to a 


backup server. You can schedule system backups to run on any cycle—from real time, to every 5 minutes, every 


3 hours, every 24 hours, or the frequency of your choosing. Maintaining a mirrored server in a physically 


separate location from your live environment ensures the safeguarding of your data. 


 


GL Solutions Hosted 
GL Solutions maintains a meticulously designed and planned Disaster Recovery Plan. Because our Disaster 


Recovery Plan contains information that could compromise our network security if disclosed, we do not make it 


available to outside entities other than our security consultants.   


Monitoring, Detection, and Alert Protocols 


We utilize DOT-COM Monitoring (http://www.dotcom-monitor.com/) to monitor our hosted client sites. This 


monitoring system performs a license search on the sites every 10 minutes and alerts our tech support team via 


email and telephone if there is an outage or extreme delay in response for the site. 


Policies, Procedures, & Protocol on Data Security Breach 


GL Solutions maintains a documented standard operating procedure that takes effect in the event of a data 


security breach. In the event of a breach, GL Solutions will immediately notify agencies and customers. 


Additionally, we will provide identity theft monitoring to all affected individuals.   


Staffing Security 


All access to client data from within our network is restricted. GL Solutions’ staff is required to maintain 


compliance with internal security protocols to ensure data and equipment security. Upon employment, staff 


must sign a confidentiality agreement. In it, staff members agree to adhere to established procedures and 


policies related to working with sensitive information. To develop these procedures and policies, GL Solutions 


consulted:  


 Microsoft Security Essentials (see, http://www.microsoft.com/security/pc-security/mse.aspx)  


 Internet Engineering Task Force (see, www.IETF.org) 



http://www.ietf.org/
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Certifications/Audits 


GL Solutions conducts required PCI compliance audits and annual independent security audits. GL Solutions 


currently contracts with Redhawk Network Engineering for independent security assessments and audits, which 


are executed annually (at a minimum). (For Redhawk certifications, see www.redhawksecurity.com.)  


 


Redhawk independent security audits are based on ISO/IEC 27001 and ISO/IEC 27002 standards, with guidance 


from the National Institute of Standards. ISO/IEC 27001 mandates specific requirements intended to help 


establish and maintain an effective information management system within the context of an organization’s 


overall business risks. Products of this assessment include specific requirements for implementing security 


controls customized to GL Solutions’ needs. ISO/IEC 27002 provides best practice recommendations on 


information security management for use by those who are responsible for initiating, implementing, or 


maintaining Information Security Management Systems. 


Hosting reports (examples) 


Our monitoring agency, DOT-COM Monitoring, supplies GL Solutions with monthly reports. Our average uptime 


for the last three months is 99.84%. 


 


 
 


  



http://www.redhawksecurity.com/
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Supporting Document 13 – Security 


GL Suite has been designed with high-security standards to protect your data and applications. GL Suite 


incorporates leading-edge security that ensures the privacy and integrity of your data.  


Control Access 


GL Suite provides security at all levels within the system. It allows your agency to easily define system access for 


staff, so that users see only the information necessary. It enables your administrators to set the rights for 


different groups of employees to view, create, and/or delete records as well as view and modify specific 


fields. GL Suite supports role-based rights to run reports, create letters, run batch functions, etc.  Changing or 


granting an employee permissions is as simple as adding a new role to their user profile.  


 


Every screen and field in the system can be configured to one of the following security permission types:  


 Hidden: Screen or field is not displayed in the application. The user cannot view or edit this data.  


 Read-Only: Screen or field is displayed in the application, but the user cannot edit the data.  


 Read-Write: Screen or field is displayed in the application and the user can enter, edit, and/or delete the 


data.   


 


Using GL Suite security, you can easily control which cases employees can view or who can change a license 


status. 


 


Set permissions on reports, correspondence, queries, batch functions and literally every other functionality of 


the system, including business rules. For example, a license status cannot be changed if the licensee has not 


fulfilled the requirements for the license. Exceptions can be handled, so that such a rule applies only to specific 


users or groups but not licensing managers. 


 


Groups can be configured to represent organizational sections or specific responsibilities in your agency. 


Common user groups include licensing managers, licensing employees, cash processors, cash manager, 


enforcement staff, etc. You can assign a particular employee to one or more user groups, and they will be 


granted permissions for all the groups to which they belong.   


Confirm User Identity 


User authentication occurs via a login, integrated Microsoft Windows authentication, or LDAP directory 


authentication. Your agency can choose the authentication method that is best for your network environment. 


Secure the Perimeter 


GL Suite supports robust network and database security settings that protect against unauthorized 


intrusion. Once authenticated, GL Suite uses a system account to allow the web/application server to 


communicate to your database. You need not grant access to the database to any user other than the web 


server's system account.  


GL Suite's n-tier, XML, web services architecture allows network administrators to completely isolate 


user requests from the database server.  
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Application Security 


Security was our paramount concern when we designed GL Suite. Its 3-tiered architecture provides elevated 


security because it allows physical separation of tiers into sub-networks. This enables each tier to be isolated 


behind different firewalls and creates a robust defense against SQL injection and other common attack 


scenarios. Notably, our Database tier is the only access method to SQL Server. This permits SQL Server to be 


physically isolated from the Business and Presentation tiers—an ideal feature for security.  


 


GL Suite security features include: 


 User Authentication options such as LDAP, SQL Server Database, and ADS. 


 Extremely granular system security, to the extent that changes can be made to every component on a 


page. For example, agencies can set different security to access or change each license type that they 


manage. 


 Token-based authentication methods, which enhance user security by circumventing the need to send 


user names and passwords over the internet. 


 Maintains encrypted data in the database itself (e.g. encrypted Social Security Numbers). 


 Each tier— Presentation, Business, and Data—has its own layer of security and each is separated from 


the other with a firewall. 


 HIPAA compliant to ensure the confidentiality and security of protected health information when it is 


transferred, received, handled, or shared. 


 GL Suite application components access the RDBMS using best-practices for MS SQL Server security. 


 Third-party tested and certified against SQL injection attacks. 


 Multi-level security establishes secure connections between the application, clients, and web servers 


using Secure Sockets Layer (SSL) certificates. 


 Both the GL Suite application and any public-facing websites that access your data use Hypertext 


Transfer Protocol Secure (HTTPS), ensuring that all data sent between a user and your organization is 


encrypted and secure. 


 All documents saved, uploaded, and/or created in GL Suite are obfuscated and do not allow directory 


browsing, preventing intruders from accessing non-public documents. 


Server Security (for Environments Hosted by GL Solutions) 


Your data’s security is critical to your operations. GL Solutions takes the responsibility of hosting your data 


seriously, and invests ample resources to protect your agency. GL Solutions contracts with internet security 


experts—the same experts that secure financial transactions for many commercial lending institutions—and 


uses the most robust security tools available in the technology market today. Regular security audits assess all 


systems for potential vulnerability, too. 
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GL Suite’s server environment was designed and configured after consultation with network security specialists. 


GL Solutions’ infrastructure provides a firewall with two secure network zones: a private network and a DMZ. GL 


Suite utilizes public key encryption technology to ensure data security. Access to the internal network is 


available only through a secure VPN connection. Communication protocols require a minimum 128 bit Secure 


Socket Layer (SSL).  


 


Specific security precautions include: 


 Retention of an independent internet security firm to audit, analyze, and monitor network security 


needs. 


 Installation upgrades on security hardware and software as soon as they are available. 


 Installation of security patches from Microsoft on a daily basis or as soon as they are released. 


 Utilization of physical network hardware including a combination of firewalls to limit potential avenues 


of attack. 


 Isolation of the database server, where your real data exists, to further protect your agency’s data. 


 Adherence to Microsoft best-practice guidelines for implementing application security. 


 Daily backup of data from the servers at onsite and offsite locations, enabling fast, painless data 


restoration if needed. 


 Monitoring servers for unusual activity that would indicate a possible security breach. 


Physical Security 


GL Solutions maintains its backup data at OneNeck’s ultra-secure data center. OneNeck is an offsite, Tier III 


certified data center and exceeds the highest standards for operational security and stability, as set by the 


Uptime Institute, the world’s authority on data security. OneNeck features a 24/7 live security staff, biometric 


access, more than 50 high-definition closed-circuit cameras and real-time tracking of staff and visitors.  


Website Security 
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Staffing Security 


All access to client data from within our network is restricted. GL Solutions’ staff is required to maintain 


compliance with internal security protocols to ensure data and equipment security. Upon employment, staff 


must sign a confidentiality agreement. In it, staff members agree to adhere to established procedures and 


policies related to working with sensitive information. To develop these procedures and policies, GL Solutions 


consulted:  


 Microsoft Security Essentials (see, http://www.microsoft.com/security/pc-security/mse.aspx)  


 Internet Engineering Task Force (see, www.IETF.org) 


 


 


  



http://www.ietf.org/
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Supporting Document 14 – Technical Architecture Design 


 


Technical Architecture Design Document 
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Overview of the our Application Hosting Network Layers  
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Overview of Tiered Application Architectures 


GL Suite employs an n-tiered architecture that separates presentation, business logic, and data access into 


logically distinct components, which can be optionally deployed to physically separate tiers. This configuration 


provides significant architectural flexibility, including scalability to support future growth, the option to select 


different platforms to meet potential changes in technology standards and directions, and insurance against 


technological obsolescence.  A key benefit of n-tiered architecture is the isolation of roles and responsibilities 


within the application.  Utilizing this architecture’s object-oriented design principles, we can extend or enhance 


the system with minimal risk of damaging working components that can often benefit from new service 


components.  


 


N-tier architectures provide several benefits:  


 Increased flexibility – ability to swap out or upgrade components within a layer with ease, and 


 Increased scalability – components in each tier may be added to increase capacity, and 


 Increased security – allows physical separation of tiers into sub-networks enabling specific tiers to be 


isolated behind different firewalls. This creates a robust defense against SQL injection and other 


common attack scenarios.  


 


Our n-tiered architecture is server-centric. Web browsers (the Client tier) communicate with the server 


components through Hypertext Transfer Protocol Secure Sockets (HTTPS—secured sockets layer [SSL] for 


encryption support). The environment consists of three logical server tiers—Presentation, Business, and 


Database. The following paragraphs describe our multi-tiered approach.  


 


Client Tier 


GL Suite’s Client tier consists of web pages securely displayed by a web browser. This browser-based 


architecture provides maximum flexibility and requires no client software distribution. It also minimizes the 


impact on the network as compared with client-centric models. GL Suite’s Client tier is only responsible for 


rendering HTML and JavaScript (both web-browser standards) as Ajax. The Client tier’s only responsibility is to 


send user requests to the Presentation tier and display user request results. As a result, end users can click 


around in their browsers without having to send data back and forth to the server as often as they would 


without the Ajax. This translates into a superior user experience because responses to clicks are immediate. 


 


Technologies used in this tier support any compliant web browser. We developed our web-browser 


interface according to the Internet Explorer standard. It is also compatible with most browsers currently in use 


including, but not limited to, Firefox, Chrome, and Safari. Moreover, to ensure that our software remains highly 


compatible, we monitor public usage statistics 1-2 times a year. To facilitate advanced browser-independent UI 


features—such as dynamic dependent select lists, real-time data validations and computations—GL Suite 


employs a combination of Web 2.0 technologies, specifically Ajax, which include ECMAScript (a.k.a. Jscript or 


Java Script) and JQuery.  
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Presentation Tier 


GL Suite’s Presentation tier is responsible for presentation services including page navigation, session 


management, and transaction request management. In GL Suite, the web server provides only a User Interface 


layer UI, which hands off user requests from the Client tier to the Business tier.  


 


The application server is responsible for processing requests. These requests are expressed in standard 


ASP.NET to provide well-articulated control structures and flexible User Interface layout management. The 


results of the completed request are passed back to the Client tier for rendering. The ASP.NET pages are served 


as HTML through HTTPS.  


 


GL Suite does not process business logic from the Presentation tier. It delegates the implementation of 


business rules entirely to our Business tier with our Data Rule Queue. The Data Rule Queue acts as the “traffic 


cop” that executes the business rules that have been triggered by a user request.  


 


Our Presentation tier works with the Business tier to provide a customizable User Interface. The 


presentation is a configuration of GL Suite; it is not determined by the ASP.NET application. We have only one 


ASP page—everything comes from the ASP page from the Business tier and tells the Presentation tier what to 


present.  


 


The Presentation tier is completely configurable by the client. Every user in an agency can see a different 


User Interface, customized just for them. Clients can also add custom components to the User Interface that 


they can configure by themselves. GL Suite includes a number of User Interface components—such as calendars 


and charts—that clients can customize into their User Interface. 


 


Technologies used in this tier include IIS7 application server and .NET Framework 4.0.  


 


Business Tier 
The Business tier maintains the business logic and core application processes of GL Suite. GL Suite adheres 


to a true n-tiered architecture and was built using a service-oriented architecture (SOA). The Business tier is 


responsible for processing requests by invoking the appropriate business rules. The Business tier is a persistent 


layer provided through a Web Service.  


 


The Web Service architecture enables a separate physical deployment of the Business tier with separate 


load balancing. The Business tier, in turn, accesses data through another tier that is kept completely separate.  


 


GL Suite uses .NET and IIS7 to support a widely accepted application platform. Some .NET and IIS7 standards 


used by the GL Suite application include POP3 support and eXtensible Markup Language (XML) for transaction 


data formatting. We also support the open, non-proprietary XPath, SQL, and SOAP standards. 
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Our SOA has the advantage of HTTP only, so there are a limited number of ports opened through firewalls 


for the servers that support our various layers. We use XML messages as the format for messages between the 


Presentation, Business, and Database tiers.  


 


Database Tier 


The Database tier is responsible for the persistence of data. The Database tier performs the data storage 


functions and transactional updates to data and is implemented using industry-leading relational database 


management systems (RDBMS). The Database tier uses .NET data providers to access SQL Server. This is 


Microsoft’s preferred technology for accessing SQL Server. 


 


The GL Suite application components access the RDBMS using best practices for MS SQL Server security. We 


use a third party to test and certify our site and application against SQL injection attacks. Notably, our Database 


tier is the only access point to SQL Server; therefore, SQL Server can be physically isolated from the Business and 


Presentation tiers. This is an ideal feature for security.   
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Enterprise Patterns – Three Tier Applications (Internal/External) 


Below is a logical view of the three-tier application architecture pattern.  This pattern includes access paths from 


internal and external end-points as well as the use of LDAP environments, as needed, service for application 


authentication. 
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GLSuite6 Basic Application Architecture Patterns 


The basic application architecture patterns described below are designed to support multi-tier application 


architectures. Figure III.1, below, depicts the architecture patterns supporting three-tier applications.  These 


patterns form the foundation of most application architectures. 


Three-Tier Application Architecture Pattern 


Three-tier applications are applications relay on the User Interface, Business, and Data Layers that exist on 


physically separate servers and where each server is protected by a firewall or other access control 


mechanism. The three-tier application architecture style is often used by applications where application 


performance and reliability is important. 


 


Application Network Segment(s) 


 


 


 


 


 


 
 


FIGURE III.1 – Basic Three Tier (B3T) Architecture Pattern 


 


Platform Instances 


This section and “server software requirements” are provided in case the State decides to host.  If hosting with 


GL Solutions, we take care of hardware and licensing. 


Small Installation (1 server)  


A small installation is appropriate for an organization that has ten or fewer licensed users and requires no 


external-facing website. 


 


A single server, meeting the following requirements: 


 1x Intel Xeon Quad-Core, 2GHz CPU or better 


Recommended: Ability to add additional Xeon Quad-Core CPU at future date 


 4 GB RAM or better 


 Windows Server 2012 64-bit  


 Internet Information Server 7.0 or 8.0 (included with Windows) 


 SQL Server 2012 (or later) 
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 4 X 146GB SCSI/SATA HD in a RAID 5 Configuration 


 .NET 4.5 


 


Server Software Requirements 


GL Suite requires IIS, which is included with Microsoft Windows Server and Microsoft SQL Server. Contact your 


Microsoft software representative to analyze licensing requirements. Use of SQL server to support a public 


website typically requires the purchase of Windows and SQL Server per processor. 


 


 


Application Software 


GL Suite uses a Microsoft platform utilizing the Microsoft .NET Framework. We chose to write our software 


program for the .NET Framework for various reasons: 


 .NET provides a high level of interoperability with programs that execute outside the .NET environment 


 .NET is commonly understood and easily learned 


 .NET uses industry-standard protocols such as TCP/IP, XML, SOAP, and HTTP to facilitate distributed 


application communications which makes distributed computing more secure 


 The .NET Framework design addresses some of the vulnerabilities, such as buffer overflows, that have 


been exploited by malicious software 


 .NET provides a common security model for all applications 


 


Our tiered application patterns include a number of server-based software products, to support your 


application’s requirements across each tier. 
 


Web Servers Application Servers Database Servers 


Microsoft Windows IIS Microsoft .NET Framework Microsoft SQL Server 


Microsoft .NET Framework Microsoft Windows IIS  


 WebDav  


 Microsoft SSRS1
  


1 Enterprise Microsoft SQL Server Reporting 
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Application Security Options 


GLSuite6 database security is ensured by a single point of access through the data tier, which enforces end-to-


end security protocols. Native database security-use of the internal security of the database connection-is also 


used.  


  


The database is highly normalized, so the association table enforces data integrity. The design of our schema 


requires function association between keys that also enforces data integrity. GL Suite’s database structure is 


static—neither our clients nor GL Solutions modify tables of the core database. In addition, data integrity is 


ensured in run-time; if the date entered is invalid, the system will prompt the user with an alert and prevent the 


data from entering the database. This is important because it allows for consistent and accurate data 


mining/reporting.  


 


GL Suite provides security at all levels within the system. Using the Control Panel, agency administrators can 


regulate who can and cannot access data and make changes to your system, and they can define different 


access levels for different groups (roles) within your agency and for individual staff members. Your 


administrators can set the rights for different groups to view, create, and/or delete records and to view and 


modify specific fields.  


 


Every screen and field in the system can be configured to one of the following security permission types:  


 Hidden—Screen or field is not displayed in the application—the user cannot view or edit this data.  


 Read-only—Screen or field is displayed in the application, but the user cannot edit the data.  


 Read-Write—Screen or field is displayed in the application; and the user can enter, edit, and/or delete 


the data. 


 


Groups can be configured to represent organizational sections or specific responsibilities in your agency. 


Common user groups include licensing managers, licensing employees, cash processors, cash manager, claims 


staff, etc. You can assign a particular employee to one or more group, and s/he will be granted permissions for 


all the groups to which s/he belongs. 


 


GL Suite system security is extremely granular such that security can be set differently for every component on a 


User Interface screen. Administrators at your agency can set different security to access or change each license 


type that they manage—you can assign rights permitting different people to configure different components of 


the system. GL Suite allows you to set permissions on reports, correspondence, queries, batch functions, 


business rules, and literally every other functionality of the system. For example, permissions can be set to 


restrict users from altering a registration’s status if registration requirements have not been fulfilled. Exceptions 


can be handled in such a way that such rules apply only to specific users or roles but not managers.  


Authentication 


User authentication options include LDAP, SQL Server Database, and ADS. You can choose the authentication 


method that best suits your network environment. 
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Secure the Perimeter 


GL Suite supports robust network and database security settings that protect against unauthorized intrusion. 


Once authenticated, GL Suite uses a system account to allow the web/application server to communicate with 


your database. You need not grant database access to any user other than the web server's system account.  


GL Suite's n-tier XML web-services architecture allows network administrators to isolate user requests from 


the database server completely.  
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Backup & Recovery 


For systems hosted by GL Solutions, the GL Suite application creates backup data in the evenings, every 24 


hours. The backup process encompasses data stored in every location in the system, including: Transactional 


Data, Report Data, Document Repository, Correspondence Templates, Reports, Persisted Customizations, 


Automated Database Jobs, Interface Applications, Files.  For agency-hosted systems, we will provide support. 


 


Moreover, when GL Solutions hosts a system, we maintain a secure, offsite backup facility connected via a 


private network. We backup data to this facility every 24 hours and retain 21 days of backups at all times. Daily 


monitoring of jobs and tasks to confirm restorability ensures continuous protection of data from unnecessary 


loss. GL Solutions maintains redundant, replacement failover equipment to monitor and minimize downtime 


caused by any hardware failure. In the event of a disaster or hardware failure, data can be recovered within 


minutes.  


 


When hosting with GL Solutions, your data is safeguarded in an environment that virtually eliminates the risk of 


irretrievable loss of data and/or configuration settings. The following are GL Solutions’ most common strategies 


for data protection: 


 Replication of data to an off-site location overcomes the need to restore the data (only the systems 


need to be restored or synched). 


 High availability systems keep the data and the system replicated off-site, enabling continuous access to 


systems and data. 


 Wide Area Network Optimization technology improves disaster recovery capabilities and increases 


network response times. This technology also ensures that data continues to move through the network 


even when it is down. 


Disaster Recovery Plan 


 


GL Solutions maintains a meticulously designed and planned Disaster Recovery Plan for the system we host, and 


maintains the internal resources to implement it. Because our Disaster Recovery Plan contains information that 


could compromise our network security if disclosed, we do not make it available to outside entities other than 


our security consultants. Our Disaster Recovery Plan addresses Continuity of Operations. 


 


In addition to preparing for the need to recover systems, GL Solutions seeks to prevent disasters from occurring 


in the first place by implementing precautionary measures in our hosting environment. These measures include 


but are not limited to: 


 Local mirrors of systems and/or data and use of disk protection technology such as RAID  


 Surge protectors — to minimize the effect of power surges on delicate electronic equipment  


 Uninterruptible power supply (UPS) and/or backup generator to keep systems going in the event of a 


power failure  


 Fire preventions — alarms, fire extinguishers  


 Anti-virus software and other security measures 
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 Redundant hardware – GL Solutions’ hardware contains redundant power, disks, etc. to prevent an 


outage of a server. In the event of a hardware failure, GL Solutions maintains duplicate server hardware 


to replace the primary server hardware 


 Site Monitoring – GL Solutions monitors your application and website from a remote location for events 


that violate the performance levels at least every 5 minutes 


 Server Health Monitoring – GL Solutions monitors the operating system, services, hardware, disk space 


and other component of the server, which may indicate action, is required to prevent a future outage 


 Automated Response – GL Solutions’ remote monitoring service automatically pages an on call engineer 


who will respond to any noted issues 


 GL Solutions’ colocation facility has internet connections directly to three different cities. If one fiber 


connection goes down, traffic automatically resumes over another route.  


. 
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Supporting Document 15 – Data Conversion Methodology 


Well-executed data conversion is essential for project success. We have examined, optimized, and successfully 


utilized our data conversion strategies in implementations for 18 years and can replace any legacy system and 


migrate any volume of legacy data. We strive to provide accuracy while minimizing the resources required of 


your team. To do so, we employ deep analysis, intelligent planning, strong collaboration, clear design, logical 


automation, careful manual manipulation, and meticulous testing. 


 


Conversion & Migration Events 


 
 


GL Solutions and your team will follow carefully mapped out steps to complete conversion and migration: 


1. Identify the scope of data conversion for each business area and the source databases GL Solutions will be 


converting 


2. Client provides legacy data (in native format) and any related documentation 


3. Plan approach to data conversion 


a. Client produces legacy reports that list key data measures and scenarios to validate the conversion 


(e.g. hash totals, row counts, legacy reports) 


b. Identify the quantity and nature of data to be converted and plan appropriately  


i. Define and document data extraction standards and procedures 


ii. Identify and understand the data to be converted 


iii. Identify data source for the identified data 


iv. Develop and document approach (approaches include automatic [scripted procedures], 


manual [user-entered data], or a combination of both)  


4. Load data into source SQL server database 


5. Valid value analysis 


Image 3 – Key Conversion Events 
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a. Identify valid values and redundancies including reference tables and list values that were 


established in configuration 


6. Specification 


a. GL Solutions develops  workflow diagram database schema based on input from client Project Team 


that identifies all tables and fields in the source system and the tables/fields that are and are not 


being converted 


b. Map data from existing system to proposed system (documented in the data conversion crosswalk 


Excel file) 


7. Perform data  conversion development 


a. Design error and logging framework for analysis and generation of exception reports 


b. Develop data migration programs to extract source data into the new database schema 


c. Develop and test migration scripts 


d. Generate exception reports 


e. Identify exception data to be fixed 


8. Perform data conversion testing 


a. GL Solutions tests conversion results of migrated data 


b. Client Project Team performs data testing 


9. Test phase 


a. Set up test environment 


b. Client Project Team provides source data 


c. Run extraction and loading routines in the test environment 


d. Run conversion procedures in test environment 


e. Set up User Acceptance Testing (UAT) environment 


f. Provide data to a staging area for UAT environment 


g. Run extraction and loading routines in the UAT environment 


h. Run conversion procedures in UAT environment  


10. Post conversion 


a. Identify correction modes for nonstandard data (manual and/or automatic) 


b. Write and test programs to correct corrupted data automatically 


11. Perform final migration 


a. Client Project Team provides a final set of source data 


b. GL Solutions and the client Team collaborate to provide a listing of data fields for which incremental 


numbering is specified (e.g. license numbers, invoice numbers, and file numbers) including starting 


values 


 


The following provides more information about the conversion and migration processes. 


 


Source Data Preparation  
The client Project Team provides legacy data in ODCB format if possible. If it is not possible, GL Solutions will 


work with your technical staff to determine an alternate format. Data should be cleansed to minimize data 
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complications. This enables GL Solutions to provide simpler conversion code with fewer exceptions and errors. 


The client Team verifies the accuracy of source data prior to packaging.  


 


GL Solutions converts legacy data in accordance with the specification and mapping documents and the 


exception handling process described below. GL Solutions analyzes source data, including the quantity and 


nature of data to be converted and converts the data in the state in which it is received. GL Solutions will 


provide an exception report to assist client Team in resolving errors. 


 


SECURE DATA TRANSFER: To ensure data integrity and security, the client Project Team packages source data as 


an encrypted, compressed file and places the file on a Secure FTP site (SFTP). GL Solutions stores the data on a 


secure server inside GL Solutions’ firewall. Once converted, data is migrated into the GL Solutions Test 


environment—access requires login credentials that provide adequate security permissions. GL Solutions only 


stores the data as long as is necessary to support development of your system. 


 


Data Analysis & Data Conversion Planning 
Together, the client team and GL Solutions identify the quantity and nature of data to be converted and plan 


appropriately. The teams work together to determine what conditions constitute an exception and/or manual 


processing. The decide whether to convert data automatically or manually on a case-by-case basis. The client 


produces legacy reports that list key data measures and scenarios that will be used to validate the conversion.  


 


Data Importing and Staging 
GL Solutions creates, documents, and executes programs to import all source data into SQL Server to be used for 


data conversion staging. GL Solutions then performs checks against the original data sources to ensure that all 


data has been imported.  


 


Valid Value Analysis 
After importing source data, GL Solutions performs valid value analysis, which includes identifying redundancies, 


valid and invalid values, data inconsistencies, and business validity checks. 


 


Specification & Mapping 
In order to clarify and formalize the approach to converting data and to provide direction to data conversion 


coding, GL Solutions creates a detailed data conversion specification (workflow diagram and crosswalk) for each 


stage including every data source. GL Solutions first generates a workflow diagram noting physical data structure 


of the source data along with: 


 Tables that will and will not be converted 


 Fields that will not be converted from tables being converted 


 General relationships between the source data tables  
 


GL Solutions works with client team to facilitate an informal review of the data schema at the beginning of each 


stage. GL Solutions then creates the data conversion crosswalk, mapping each source data table/element to a 


new client table/element, noting specific business rule logic and fields that will not be converted. GL Solutions 
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works with you to identify and resolve issues with data conversion and gain approval of the data schema and 


crosswalk. 


 


Exceptions & Manual Processes 
GL Solutions will query the source data to locate normalization problems and provide information to assist the 


client team in efficient data cleanup. If necessary, we will define manual conversion routines to be executed by 


the client team. 


 


Coding 
Using the data schema and crosswalk, GL Solutions writes the data conversion code to match the specification to 


create client entities and their related records. Data conversion code will include the logging of exceptions, 


which will be compiled into an Exception Report. 


 


Test Conversion Runs 
Prior to final conversion, GL Solutions performs two test conversion runs: 1) an initial run and 2) a run using 


specification/code revisions stemming from the initial run. Tests will first be run in GL Solutions’ test 


environment then in the User Acceptance Testing (UAT) environment. Test systems will be configured to 


sufficiently simulate the production environment and provide accurate predictors of the time required for the 


final data conversion run. 


 


Final Data Conversion Run  
The final data conversion process implements the data conversion approach defined in the data schema and 


data conversion specification. The final data conversion will be run in two environments: first in the GL 


Solutions’ test environment then in the production environment. 


 


Exception Handling 
The data conversion code logs source records that do not convert into the exceptions table with explanations as 


to why the exception took place. After each data conversion run, GL Solutions and the client team review the 


Exception Report to determine the appropriate action for each exception, such as: 


 The mutual decision for the client team to cleanse the data prior to extraction 


 Manual post-data conversion clean up 


 An update to the Crosswalk Specification and code to automatically handle the exception 


 The decision by the client team to tolerate the exception and do nothing 
 


Data Conversion Process Timeline 


Below is a sample timeline for the data conversion process—timing will vary depending on the specifics of your 


system. 
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Data conversion requires a high level of quality assurance—it is the foundation of a successful installation. Our 


Quality Assurance Specialists are involved from the early stages of conversion design through the final 


conversion at go-live. 


 


 


 


  


Image 4 - Sample Date Conversion Timeline 
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Supporting Document 16 – Training Overview 


Early-on, GL Solutions will initially train the key staff members at the MHD who will be involved with the 


implementation to orient the agency to GL Suite and to the project implementation, design, and testing 


processes.  And as the implementation wraps up – after go-live – training will be delivered via specific 


documentation, cheat-sheets, and conference-call walkthroughs (for large projects) related to new or updated 


systems being deployed.  Training can also be ordered and provided on an as-needed basis at quoted hourly 


rates on various topics ranging from end-user training to in-depth configuration and administrator training.   


 


The descriptions of training services below detail the large-scale training 


sessions to be included in the implementation just prior to User Acceptance 


Testing (UAT), but any or all components could be requested and incorporated 


into the scope of post-go-live trainings described in the introductory paragraph 


above. 


 


GL Solutions’ training objectives are to provide client staff with the knowledge 


and materials necessary to use and administer the system effectively and to increase end-user ability to perform 


essential business functions. To achieve these aims, we “show,” “tell,” “practice” and repeat these steps until 


trainees gain mastery. This proven training strategy is executed by a seasoned trainer, who is well versed in the 


GL Suite software, the intricacies of your new system and your needs. 


 


GL Solutions will work with your staff to develop a customized training plan and outline for all training activities 


associated with your project. Training courses cover basic skills, issues, assessment tasks, and learner outcomes. 


 


Training is designed around practical examples, allowing users to increase their confidence and gain feedback 


related to their learning of the GL Suite system. While GL Solutions generally recommends a “train-the-trainer” 


approach to end-user training, we are flexible in our approach and committed to spending time with groups of 


key users during the User Acceptance Testing period. This approach allows our clients to harness the subject 


matter expertise of their own staff and direct their internal power-users in mentoring, coaching, and offering 


support to other staff members, in addition to obtaining the necessary support from GL Solutions’ subject 


matter experts. GL Solutions is a partner in the effective training and development of your staff. 


 


We create our training plans with the end users in mind—trainees will work with concrete examples, allowing 


them to practice, gain confidence and receive feedback on processes they will use on a day-to-day basis. GL 


Solutions provides training to trainers on the following topics: system use and application functionality, system 


configuration (Control Panel), all features of the system tool set (reporting, etc.), report generation. 
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Onsite training typically takes 3-5 days at the start of User Acceptance Testing. Additional onsite training may be 


provided at go-live, depending on your agency’s needs. We will collaborate with your agency in order to create a 


UAT Plan, which will detail all of the training expectations well in advance of any onsite activities. 


 


As a supplement to our onsite training, we also offer remote training. If clients are short on time, we can 


conduct the Pre-Navigation training remotely. We can also do remote follow up trainings if desired/needed.  


Process for Evaluating Training Effectiveness 


 
Evaluation 
Training evaluation is to determine the quality of the training experience. Summative evaluations will be 


conducted verbally with end users and leads (via course debriefs and meetings) and on paper (at the end of the 


program) to determine learner satisfaction and engagement in the courses and with the materials.  


 


Assessment 
Training assessments ensure that the learner has mastered the set of skills required to achieve work 


performance efficacy. Training assessments include verbal questioning, post-tests, and practical, hands-on 


exercises. These self-assessments will allow the learner and the trainer to know where training is still required or 


sufficient training information was not provided. Daily “lead” check-ins while onsite training is occurring will also 


provide feedback to the trainer as to specific needs of learners. 


 


Relationship to Outcomes 
Specific learner outcomes are outlined at the course and overall training program level. From both perspectives, 


the learners will be gauged on their ability to perform essential job tasks (within the scope of training) such that 


the agency can carry out all required business functions using GL Suite. 


 


 


 


Documenting User Training 
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 Trainees will be given a training record document to report on all training received as part of 


the system training 


 Trainees will assess their level of learning and describe what areas they need additional 


support or help 


 


Assessments 


 Trainees will be given “exercises” to complete during the training. Trainees will document 


the process followed (as a personal reference) and any follow up or questions needed to 


solidify their learning. 


 


Applying the Learning 


 The last day of training each user group will work through the most basic functions of their 


business process. For example, by the end of training a licensing end user should be able to 


process a basic application, using the training documentation and the notes taken from the 


exercises. 
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Sample Training Outline & Schedule 


What follows is an example of a training outline and schedule.  


 


Sample Training Outline & Schedule 
GL Suite System – Application Training 


Date Time Attendees Session 


Day 1 9:00 - 9:45am All Groups 


Training Kickoff - Introduction & General Overview 
- GL Suite Concepts and Terms; Tree View 


- Home Screen Functions (Search, Query, Quick Pay) 
- Reports, queries, correspondences, subforms 


 9:45 -10:00am  Break 


 10:00am - 12:00pm Cash Receipts Group 


Business Process: Cash Receipts Business Process 
- Demonstrate workflow 


- Hands on exercises 
- Q & A 


 12:00 - 1:00pm   Lunch 


 1:00 - 3:00pm Investigations Group 


Business Process: Complaints Business Process 
(Complaints, Compliance, Orders) 


- Demonstrate workflow 
- Hands on exercises 


- Q & A 


 3:00 - 5:00pm  
Licensing Group 


Administration Group 


Business Process: Applications Business Process 
- Demonstrate workflow 


- Hands on exercises 
- Q & A 


 5:00 - 5:30pm  
SME(s)/Super User(s)  


(from each  group) 


Review and Debrief 
Instructions for future days training 


Q & A 


 


Day 2 9:00 - 10:30am 
Licensing Group 


Administration Group 


Business Process: Reactivations Business Process 
- Demonstrate workflow 


- Hands on exercises 
- Q & A 


 10:30 - 10:45am  Break 


 10:45am - 12:00pm Administration Group 


Business Process: Online Verifications Business 
Process 


- Demonstrate workflow 
- Hands on exercises 


- Q & A 


 12:00 - 1:00pm  Lunch 


 1:00 - 3:00pm 
Licensing Group  


Administration Group 


Business Process: Registrations Business Process 
- Demonstrate workflow 


- Hands on exercises 
- Q & A 


 2:30 - 2:45pm  Break 


 2:45 - 4:30pm Investigations Group 


Business Process: Complaints Business Process 
(Malpractice Reports, Meetings) 
- Demonstrate workflow 


- Hands on exercises 
- Q & A 


 4:30 - 5:00pm  
SME(s)/Super User(s)  


(from each  group) 


Review and Debrief 
Instructions for future days training 


Q & A 
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Sample Training Outline & Schedule 
GL Suite System – Application Training 


Date Time Attendees Session 
Day 3 9:00 - 10:00am Licensing Group “Test Exercises” – Applications 


 10:00 - 11:00am Cash Receipts Group “Test Exercises” – Cash Receipts 


 11:00am - 12:00pm Investigations Group 
“Test Exercises” – Complaints, Compliance, Orders, 
Queries, Reports 


 12:00 - 1:00pm  Lunch 


 1:00 - 2:00pm Licensing Group Applying the Learning – Registrations 


 2:00 - 3:00pm Licensing Group Applying the Learning – Reactivations 


 3:00 - 4:00pm Administration Group Applying the Learning – Cash Receipts 


 4:00 - 4:30pm 
SME(s)/Super User(s)  


(from each  group) 


Review and Debrief 
Instructions for future days training 
Q & A 


 


Day 4 9:00 - 10:00am TBD Small group or individual help/training 


 10:00 - 11:00am TBD Small group or individual help/training 


 11:00am - 12:00pm TBD Small group or individual help/training 


 12:00 - 1:00pm  Lunch 


 1:00 - 2:00pm Project Team 
Training Debrief 
Issues 
Planning for remaining go-live  


 3:00 - 3:30pm 
SME(s)/Super User(s)  


(from each  group) 


Check in and review 
Debrief 
Issues 
Identification of specific needs 
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Sample Cheat Sheet 


 


Name of Business Process: Architect License Renewal  


Summary of Business Process: Architect Licenses are required to renew on December 31.  Renewals should be 


created in the system 3 months in advance.  


 


 
Typical Process Steps: 


Process Starts when: The automated Create Renewals command runs on October 1 of years in 
which Architect Licenses expire on December 31. 


1. The automated Create Renewals command runs. 
2. When it completes processing, print and mail renewal notices. 
a. Renewal notices are printed in batch 
b. From the Home Screen menu choose: New > Report > Print Architect License Renewal Notices. 
c. All Architect License Renewal Notices appear on screen in a PDF document. Print the renewal 


notices and mail to the licensees.  
3. Mark the renewal notices as printed. 
a. From the Home Screen menu choose: New > Command > Mark Architect License Renewal 


Notices as Printed. 
4. Mail renewal reminder notices to Licensees that have not renewed by December 10. 
a. Renewal reminder letters are printed in batch 
b. From the Home Screen menu choose: New > Report > Print Architect License Reminder Letters. 
c. All Architect License Reminder Letters appear on screen in a PDF document. Print the reminder 


letters and mail to the licensees. 
5. Mark the renewal reminder notices as printed. 
a. From the Home Screen menu choose: New > Command > Mark Architect Renewal Reminders as 


Printed. 
6. Process is complete. 


 


Exceptions 


Item This is what happens when exception occurs 


N/A  


  


The process is complete when:  


 Renewals are created in the system for all Architect Licenses eligible to be renewed.  


 Renewal notices are printed and mailed to Licensees. 


 (For those who have not renewed by December 10.) Renewal reminder letters are printed and 
mailed to Licensees. 
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Supporting Document 17 – Risk Management Plan 


GL Solutions uses a formal process to manage risk. We proactively identify and address them before they affect 


performance or quality. We have defined processes for reporting, confirming, evaluating, planning, executing, 


and tracking risks and issues. Our risk process builds on standard risk assessment systems, and is incorporated 


into the methods we use to route work through our teams. Standards such as risk probability, risk severity, and 


risk value are employed, as well as a documentation of common risks and mitigation steps.  


 


Potential Project Risks 
Typical risks for this type of project fall into the areas of scope, schedule, quality, budget and relationship. 


 


Scope: The determination of scope can be handled in multiple ways. In a traditional procurement process, the 


scope can be understood to be defined by the specific language of the RFP and then further understood and 


agreed to within a formal specification and approval process. The risk is encountered when sufficient details are 


not included originally or at the appropriate time in the iterative specification process, and where the scope can 


grow beyond what was originally planned. Project meetings between GL Solutions and the Agency will be 


conducted regularly to ensure that project requirements are not misinterpreted or misunderstood (see the 


Sample Management Plan provided in Supporting Document 15 for more information). 


 


Schedule: Delays on either end can put the schedule at risk, whether during requirements gathering, 


specification, approval, development, network setup, hardware setup, testing, acceptance, or if there are 


scheduling conflicts such as renewal seasons, legislative sessions, board meetings, vacations, etc. 


 


Quality: During the iterative process wherein we clearly define the need and the solution to meet the need, 


quality can be a risk. The quality of the input affects the quality of the output, and clear communication from 


both parties at critical points in the process ensures the outcome of a request is aligned with expectations, 


thereby resulting in quality. GL Solutions will perform exhaustive testing on every business process and core 


function during the various implementation stages. Data from the Agency’s legacy system will be converted, 


migrated and tested according to the methodology and steps provided in Data Conversion and Migration Plan 


(see Supporting Document  18). 


 


Budget: Budget can be a risk anytime billable change orders are required, to achieve something beyond the 


original scope, or beyond approved specifications.   


 


Relationship: In a project of this size and importance, the relationship is critical. We desire positive, productive, 


and enduring relationships with our clients where each side is able and willing to share any concerns, to work 


through issues, and to advocate for one another, to find the best solutions and most reasonable outcomes. We 


try to be sensitive to any relationship risks and hope our clients would be similarly inclined. Our training 


overview, including information on our methodology and samples of training material, has been included in 


Supporting Document 12.  
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Our GL Simple model helps to mitigate many of these risks itself. In GL Simple, we limit the scope of the free 


installation to initially deliver only the functionality to meet the needs met by the legacy system, giving a simpler 


and smaller definition of the project scope. In GL Simple, we typically deliver the initial system in five months or 


less, with a simpler process to define and design the system, reducing the schedule risk since implementing all 


the new functions is scheduled to happen after go-live. The quality concern is handled within GL Simple since we 


meet the initial needs and then expect enhancements to the system for the foreseeable future – the system will 


continue improving, so it’s not a big deal if we and our clients only determine 95% of the “end-all” solution the 


first time through – we can request further enhancements to get the rest of the way, without seeking additional 


funding. The budget within GL Simple is set at a fixed monthly rate, so we have greatly reduced the chance of 


any surprises in this area, thereby reducing this risk. And the relationship can thrive since the initial installation is 


not the same marathon as in a traditional implementation, and we plan to work together for a long time to 


continue growing the systems to meet our clients’ ever-changing needs.   


 


Risk Management Process 
GL Solutions uses a defined risk management process to manage risks by identifying and addressing them before 


they affect performance or quality. 


 


Any GL Solutions client or employee who identifies a possible risk communicates the risk to the Agency Partner 


(AP) to validate, assesses, and handle or escalate the risk for documenting and mitigating if necessary. The APs 


are responsible for analyzing and tracking the identified risks and keeping the Client and the GL Solutions team 


apprised of the status of all risks. 


 


GL Solutions employs Risk Reports and a Risk Register to document and track risks. When a risk has been 


identified, reported, and logged, our APs create Risk tasks to document the risk and to employ an appropriate 


mitigation plan based on past documented experience, or based on management direction.  Depending on the 


mitigation plan, the risk task or various other mitigation tasks are routed through our sophisticated project 


management software system, to be addressed by our various teams. Within each task, we keep careful record 


of the progress toward completion and any delays.  


 


For each identified risk, the APs assign a risk value based on the severity of the risk’s impact and the probability 


of the risk occurring. APs then prioritize risks according to risk value to ensure that focus is maintained on risks 


that are most critical. Weekly meetings with the Client Relationship Manager (CRM), who manages the APs, 


ensure progress on appropriate risks, and daily meetings between team managers allow the CRM to escalate 


and raise visibility throughout GL Solutions for any risks requiring discussion, coordination, or immediate focus. 


Risk mitigation is an essential process, and GL Solutions has developed a system designed to attend to risks 


before they develop into problems.  
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Supporting Document 18 – SAMPLE Management Plan 


GL Solutions provides here a sample management plan – the template from which we will draft an agreement 


for management of the implementation, to establish shared expectations for how we will succeed together.  


Individual details within this sample/template document which are in direct conflict with RFP requirements 


should be disregarded – the RFP, GL Solutions' response, and the resulting contract, will hold an established 


order of precedence over the management plan.  The management plan will be written, iterated, adjusted, and 


agreed upon early in the implementation, to support previously established agreements. 


 


 


 


 


 


Management Plan - Installation 
 


 


Prepared for <Client> 


Submitted by GL Solutions 
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Document Revisions 


Version Date Revised By Comments 
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1. Introduction 


1.1. Purpose 


<Client> and GL Solutions (“the parties”) intend for this Management Plan to completely describe the software project 
methodology that will be used to implement a software system defined by the project requirements in the Goals and Scope 
Document.  The project will be managed by the two documents, the Management Plan and the Goals and Scope document.  
Neither of these documents intends to break the contract, only to define the contract requirements.  This plan identifies 
roles and allocates responsibilities among the parties. 


The Management Plan includes: 


 Project management activities 


 Software training activities 


 Software testing activities 


 Software implementation activities 


 Software deployment activities  


1.2. Related Documents 


The agreement between the parties consists of a set of contract documents.  The Management Plan and the Goals and 
Scope Document are intended to help each party understand and agree on the meaning of the contract terms. As the 
project proceeds, the parties will develop and accept increasingly specific project documents that define contract 
performance requirements. 


The Goals and Scope document further refines the contract’s meaning related to software functionality requirements.  The 
Management Plan further refines the way the parties will work together to complete the contract.  When there are 
conflicts between the contract and the Management Plan or the contract and the Goals and Scope Document, the parties 
agree that the contract prevails.  If there is ambiguity or if the Management Plan or Goals and Scope documents can be 
understood to be consistent with the contract, the parties intend for the terms of the Goals and Scope document and/or 
the Management Plan to prevail as the definition of performance under the contract. 


The overall intent of this process is to memorialize the meaning of the contract, down to the smallest details, beginning 
with the Goals and Scope and Management Plan documents through design, development, and testing processes.   If all 
requirements are properly elicited and processes followed, there should be no need to question whether a contract 
requirement has been fulfilled, because the parties made sure the contract was defined and fulfilled along the way.  


1.3. Project Priorities 


Software projects require balancing of schedule, functionality, quality, and cost to achieve the overall objectives of the 
project.  This document describes the parties’ prioritization of these factors for this project.  The parties agree to the 
following project priorities in order of importance for the resolution of conflicts among the priorities: Schedule, 
Functionality, and Quality.  The parties agree to make decisions about the implementation methodology that reflects this 
prioritization, knowing that tradeoffs must be made to accomplish the project. 


1.3.1. Schedule 


The project schedule estimates when the project will be ready for use by the agency in a production capacity (“Go-Live 
date”).  The project schedule will be updated, as necessary, during the acceptance process for the initial project documents. 


GL Solutions has developed an online portal (GL Portal) for clients to use to monitor project schedules, action items, risks, 
upcoming payment milestones, and issue tracking. The project schedule will be monitored online through GL Portal.  GL 
Portal will allow the parties to see schedule changes immediately. 
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Project schedules are impacted by various factors and specific task dates may move during the implementation.  Changes to 
the initial Go-Live date shall be accomplished through the automatic rescheduling of work required by GL Solutions as the 
project progresses in addition to the Change Management Process. 


Critical project dates have fixed-dates of activity around which the project must be scheduled.  The parties declare the 
following critical project dates: 


Party Event Schedule Impact Date(s) 
         


    


    


The parties acknowledge that when either party misses a deadline, the project schedule, including the overall Go-Live date, 
will move.  Because both parties have other, concurrent workplace activities, the length of delay caused by schedule 
slippage may not correlate to the length of delay.  Both parties will make reasonable efforts to accommodate schedule 
slippage by the other party to accomplish the project with the least impact on the project duration.   


The following activities drive the project schedule and require the project to be rescheduled when missed: 


Party Activity Timeframe 
Days = Business days 


Comments 


Agency Review and 
accept/reject 
specifications 


5 days from the 
date delivered by 
GL Solutions 


GL Solutions will return specifications 5 days after specifications 
are rejected by Agency. 


Agency Attendance of 
Subject Matter 
Expert (SME) at 
design review 
meetings 


2 meetings twice 
per week until 
specifications have 
been accepted  


Parties will agree to standard date/time for solutions analysis 
meetings. 
Parties agree to meet every ______, _____ and _____ for two 
hours from ____ to _____ throughout the Solutions Analysis 
process.  GL Solutions will send an agenda of subject areas to 
be addressed and Agency will ensure that SMEs attend the 
meeting.  GL Solutions will automatically reschedule the 
meeting along with the rest of the project, including the Go-
Live date, as necessary, to accommodate missed meetings or 
lack of attendance by SMEs. 


Agency Respond to design 
questions 


1 day follow 
question being 
asked by GL 
Solutions 


 


Agency Provide output and 
interface samples 


1 day following the 
initial interview 
where the output 
or interface was 
identified 


 


Agency User Acceptance 
Testing (UAT) 
testing complete 
and reporting of 
issues 


25 days from start 
to finish;  2-4 hours 
a day is dedicated 
by end users to 
UAT testing during 
the 25 day time 
frame 


 


GL Solutions Resolve severity 1 
and 2 issues from 
reported UAT 


Prior to Go-Live  
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items 


Agency Test to confirm 
severity 1 and 2 
issues are 
corrected  


2 days from the 
date GL Solutions 
reports that the 
issue is resolved 


 


Agency Provide final data 
to GL Solutions 


2 days prior to Go-
Live 


 


 *Note – reference to days in this document assume Business Days. 


1.3.2. Functionality 


Functionality is defined in the Goals and Scope document.    The Goals and Scope document identifies the areas of 
functionality to be designed and specified.  The Project Requirements Forms (PRF) are created from the Goals and Scope 
document, and then the specifications are created, using the PRF and the Goals and Scope.  Once accepted by the Agency, 
the specification documents become the sole definition of the project functionality.  The parties agree that the 
specifications define the acceptable functionality of the software.  Changes to accepted specifications shall be accomplished 
exclusively through the change management process.  
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1.3.3. Quality  


The everyday understanding of quality typically means that the software functions in a way that allows the Agency to 
operate.  That definition of quality does not apply to a software project.  In a software project, quality means that the 
software performs as specified.  More than half of all effort in a software project is consumed creating mutually understood 
and accepted specifications which define what quality means exactly.  GL Solutions’ software implementation and project 
management methodology are designed to derive quality from the contract requirements, and then to reduce those 
requirements to ever more specific requirements until the level of specificity can be implemented as instructions 
(configuration settings) to a computer application. 


For this reason, project quality begins with a generalized project goal as defined by the contract.  If the contract is 
incomplete, poor quality will result because the contract did not procure software with the functionality necessary to allow 
the agency to operate.  Because the functional requirements in the contract are subject to many interpretations and 
understandings, more detailed business specifications must be written to comprehensively understand what the contract 
intended.  These business specifications are intended to entirely describe the contract requirements in detail.  If the 
business specifications are incomplete, inaccurate, or conflict with the contract, poor quality will result because GL 
Solutions will rely on those details to describe the general contract.  Business specifications are still too general to enable 
developers to build software or test to determine whether or not software functions properly.  So, technical specifications 
are created to define quality at a quasi-technical level of detail that may be developed and tested.  The technical 
specifications are intended to entirely describe the business requirements at a detailed level.  If the technical requirement 
captures the business requirements and the business requirements capture the contract, the software will meet the 
contract when the technical requirements are met.  The Agency, project staff, developers, and testers will all rely upon 
these technical requirements as the most comprehensive and definitive definition of quality.  While Agency employees may 
have an idea or unspoken expectation of quality, these expectations must be reduced to a written and testable form – 
namely accepted technical specifications.  So, in this project, GL Solutions and the Agency define quality as software that 
functions according to accepted technical specifications.   


Very often, software users are unprepared to describe the contract requirements, business requirements, or the functional 
requirements of the software.  Contract requirements almost always incompletely describe the actual business needs of the 
Agency.  Many Agencies lack a detailed understanding of how work flows within the Agency.  The business specifications 
will very likely reflect some incomplete or incorrect understanding of workflow within an Agency.  Furthermore, Agency 
employees lack experience and skills necessary to ensure that technical specifications describe the business 
requirements.  This deficit is compounded by the fact that such specifications can include thousands of pages of detailed 
descriptions being reviewed by employees with other demanding work commitments.  All of these factors may result in a 
final accepted specification of quality which does not correspond to the Agency’s actual business needs. 


GL Solutions attempts to mitigate these problems in a number of ways including utilizing best practices and lessons learned 
from other similar agencies, establishing quality control checkpoints for specification writing processes, demonstrating 
software prototypes, and writing specifications as clearly as possible.  Even so, discrepancies will occur and change requests 
may follow. 


Even if Agency needs could be perfectly reduced to an accepted technical specifications, Agencies and software firms face 
challenges actually testing the software to confirm the functionality.  The average GL Suite installation includes more than 
500 screens, thousands of fields, and tens of thousands of business rules and security settings.   At times, rules may conflict 
with one another.  Some defects emerge only with unusual combinations of data.  Technical specifications may be 
misinterpreted even when highly detailed.  Confirming that the software functions exactly in accordance with functional 
specifications is almost impossible.  


For all of these reasons, acceptable project quality should maximize the ability of the Agency to operate, in the shortest 
time possible, with an optimal level of effort.  The level of effort necessary by the Agency and GL Solutions to identify all 
defects exceeds the value of a defect free system to the agency. The UAT exit criteria define this blend of factors 
determining acceptable quality.  The UAT exit criteria are intended to allow the system to Go-Live even when some 
functional variation exists between the software and accepted technical specifications.  Systems successfully Go-Live with 
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functional specifications that do not entirely meet the needs of the Agency.   Knowing the inevitability of software 
outcomes, GL Solutions has created GL Suite with frequent incremental changes in mind, so that users could create and 
enhance the system easily, even after Go-Live and having experienced the software.  Hands-on experience and incremental 
correction is the most efficient and effective means of producing the level of software quality the Agency actually needs.   


The parties agree that the UAT exit criteria, as defined in the UAT plan, shall constitute an acceptable level of quality to 
meet the requirements of this contract.  Changes to the acceptable level of quality shall be accomplished exclusively 
through the change management process. 


1.4. Project Participants 


During the project, the following roles will be responsible for project execution: 


Party Role &  
Named Individual 
(where applicable) 


Responsibilities 


GL Solutions CEO 
  


 Resolve contract disagreements 


 Resolve conflicts 


 Approve risk mitigation plans 


GL Solutions Project Manager 
  


 Listen and respond to project topics as primary project management contact 
for GL Solutions 


 Manage scope, schedule, risk, and billing change processes 


 Manage change management process 


 Review and communicate schedule and upcoming events 


 Prepare, facilitate, and memorialize status meetings 


 Resolve conflicts 


 Escalate issues 


 Identify project risks 


 Provide all necessary training 


GL Solutions  Agency Partner  Assist during UAT 


 Transition to Account Management owner during Stabilization  


Agency Executive Director  Create a positive project culture and agency-wide support for a successful 
implementation 


 Resolve contract disagreements 


 Resolve conflict 


Agency Project Manager  Resolve conflict 


 Attend project status meetings 


 Provide project leadership 


Agency Business Analyst  Compile all required supporting materials including samples of reports, 
correspondence, and forms 


Agency Subject Matter 
Experts 


 Describe business processes and requirements 


 Provide Design Approval 


 Provide Specification Acceptance 


Agency IT  Produce legacy system data 


 


GL Solutions meticulously plans resources in scheduling implementation, but does not assign any individuals in-full to any 


projects.  Instead, teams of employees with specific expertise are utilized to ensure that bottlenecks are avoided as the 


work on many concurrent projects progresses.     
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2. Project Lifecycle  
This section of the Management Plan outlines the installation processes required for GL Solutions to implement all project 
functionality and related services to fulfill the installation requirements, in accordance with the Goals and Scope document.  
The project will follow GL Solutions’ defined project management methodology.  By consistently following processes in this 
and other projects, GL Solutions promotes project efficiency and success among many clients. 


2.1. Project Milestones 


Project Initiation 


 Initiation Meeting 


 Project Analysis 


 Goals and Scope document 


 Management Plan 


Design 


 Business Process Design 


o Requirements Gathering 


o Design 


o Design Review 


o Design Approval 


 Security  


 Report, Correspondence, and Subform Designs 


 External Interfaces and Customized Functionality Design (if included) 


 Public Website Design 


Development and Testing 


 Configure Rules 


 Develop Custom Functionality  


 Unit Testing 


 System Testing 


 Public Websites 


o Development 


o Unit and System Testing 


o User Acceptance Testing 


Data Conversion 


 Conversion Design 


 Conversion Development 


 Conversion Testing 


User Acceptance Testing 


Go-Live 


 Final Conversion  
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 Migrate to Production 


 Environment Readiness 


 Training 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


2.2. Project Initiation 


Project initiation is intended to identify how the software will be implemented.  This phase ensures all parties are in 
agreement on the methodology and all other areas of the software implementation.   Project initiation is the first milestone 
in the project lifecycle. 


2.2.1. Initiation Meeting 


The Initiation Meeting includes an introduction of the project team, the project overview, the roles and responsibilities, the 
top 5 goals for the project, and any next steps.  GL Solutions will dedicate a Project Manager to the life of the 
implementation.  Additionally, GL Solutions will assign business analysis, development, configuration, and testing team 
resources as needed.  <Client> will dedicate a primary contact for the project that will be expected to make decisions for 
the project.  <Client> will also assign appropriate SME’s for business requirements gathering, design approval, and 
specification acceptance.  Any change in dedicated resources will be communicated between GL Solutions and <Client> in 
writing. 


2.2.2. Project Analysis 


Project Analysis includes pre-implementation project activities such as the business process definition interview and 


creating a project scope of work that will be incorporated into the Goals and Scope document.  Products of this process 


include:  


 Breakdown of work in project steps 


 Basis for the Goals and Scope document 


2.2.3. Goals and Scope Document 


The Goals and Scope document will identify a comprehensive list of business processes to be configured as a part of the 
statement of work necessary to meet the requirements of the project and any other items agreed to within the Goals and 
Scope document.  GL Solutions may subdivide the high level processes into discrete business processes that align with GL 
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Solutions' software application use and configuration methodology.  These business processes may be adjusted if GL 
Solutions determines certain processes need to be condensed and/or separated. 


Software projects require clear, mutually understood objectives in order to produce the expected outcome.  The contract, 
Goals and Scope document, and specifications are created to refine all objectives.  Each subsequent document relies on the 
accuracy of predecessors.  The documents are intended to replace the need for reference to predecessor documents.  This 
allows for the parties to be sure that all deliverables are included along the way.  Without this progressive refinement of 
requirements, scope, quality, and timeliness of the project will be lost as the parties struggle to understand vague 
functional requirements in the contract at the end of the project.  


2.2.4. Management Plan 


The Management Plan documents how the parties will work together. It will be used as the working foundation for the 
partnership. The Management Plan documents the necessary implementation steps to achieve these goals. It defines the 
roles and responsibilities for both the Agency and GL Solutions, sets clear expectations for all work to be done on both sides 
of the partnership, and provides a functional framework for the relationship moving forward. It includes an outline for how 
the project will be analyzed, designed, configured, integrated, tested, accepted, and deployed. The Management Plan will 
identify the initial schedule for the project broken down by work area. 


2.3. Design 


 


Party Role &  
Named Individual 
(where applicable) 


Responsibilities 


GL Solutions Technical Analyst 
  


 Identify and confirm requirements traceability 


 Identify project business processes and high-level deliverables 


 Process scope, schedule, risk and billing changes 


GL Solutions Business Analyst 
 


 Gather business requirements 


 Create business and technical specifications 


 Configure screens, specify business rules 


GL Solutions Development 
Team 


 Develop all customized functionality such as interfaces and websites 


 Convert legacy data to GL Suite 


GL Solutions Configuration 
Specialist Team 


 Configure all customized functionality such as business rules 


 Develop report, correspondence and other outputs 


GL Solutions Quality Assurance 
Team 


 Analyze client reported UAT and stabilization defects, then classify issue 
severity in accordance with the agreed upon definitions 


  


Agency Business Analyst  Compile all required supporting materials including samples of reports, 
correspondence and forms 


 Attend project status meetings 


Agency Subject Matter 
Experts 


 Describe business processes and requirements 


 Provide Design Approval 


 Provide Specification Acceptance 


Agency IT  Produce legacy system data 


 


2.3.1. Business Process Design  


GL Solutions organizes work by business process projects defined in the Goals and Scope document.  For every business 
process identified, GL Solutions will conduct sessions with the Agency in order to understand the software requirements 







 
 


Passionate about government. 
 


 
 
Nevada Department of Business & Industry  
Manufactured Housing Division (MHD) 


 
GL Solutions Response to RFP 3238  
 


 
April 19, 2016 


Page 269 of 316 


 


and demonstrate the functional design, produce design documents describing the design of the GL Suite application, and 
submit the design specifications for <client> approval. 


The design process is repeated for each identified business process corresponding to the following general steps: 


 Requirements Gathering 


 Design 


 Design Review 


 Design Approval 


 


Key factors that determine the success of the business process design process are as follows: 


 Parties communicate openly and promptly whenever new information is identified, recognized as missing or 
necessary in order for the specification process to proceed.  


 Agency provides a timely response to GL Solutions’ requests for information or artifact/samples 


 Agency alerts GL Solutions in writing to all missing fields, rules, and other functional requirements in response to 
GL Solutions’ request for Design Approval  


 GL Solutions promptly and accurately corrects missing or defective functionality 


 GL Solutions and Agency stakeholders ensure that each business process meets and is limited to applicable 
requirements traceability items from the Goals and Scope document 


In order to facilitate an efficient review of a specification, the Agency agrees to report all specification defects in writing 
following the first review of the specification document.  Defects which could have been discovered, but were not raised in 
the first review, will not be considered defects by the Agency or GL Solutions.  Without a careful first review, specification 
iterations cause project schedules to slip dramatically. 
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2.3.2. Requirements Gathering 


Requirements Gathering is the initial step of the Design process and is used to gather the information necessary for GL 
Solutions’ staff to understand Agency operations, terminology, and software application requirements. Through this 
process, GL Solutions’ Business Analysts obtain the information necessary in order to design a process that will meet the 
requirements identified in the Goals and Scope document.  


Requirements Gathering begins with the completion of a business process questionnaire designed specifically for the type 
of business process to gather information about the Agency’s business process requirements. The questionnaire also 
includes a section listing all of the requirements for the current business process, and any questions the Business Analyst 
may have to clarify any requirements. The questionnaire may be provided for the Agency to complete in advance of a 
requirements gathering meeting, or may be used exclusively by GL Solutions’ staff to identify areas of uncertainty in order 
to focus any specific discussion. During the requirements gathering meeting, which typically lasts approximately 90 
minutes, GL Solutions’ staff will obtain any additional clarification that is necessary for the design.  GL Solutions typically 
performs all requirements gathering meetings onsite with a client at the beginning of a project. 


Additionally, during the Requirements Gathering meeting, the Business Analyst will facilitate a review of the Agency’s 
legacy software screens currently used by the Agency to execute the process. The Agency is required to show GL Solutions 
all activity included in the process along with all data collected to complete the business process, which enables GL 
Solutions to identify existing functionality and detailed data requirements, including data fields. The session is recorded so 
that that the Business Analyst may subsequently refer back as necessary while completing the design.  GL Solutions does 
not necessarily intend to recreate an Agency’s legacy software.  Reviewing the legacy screens merely helps the Business 
Analyst to understand the current needs so that nothing gets overlooked. 
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During the Requirements Gathering phase of the project, the <Client> Team will provide information and documents that 
describe the project, including the following material: 


 Listing of application and licensing requirements by license type 


 Copies of existing/required letters, reports, and forms (need to be in electronic format and identified with a 


specific business process).  These samples need to be sent to the Business Analyst no later than a day after the 


initial interview for the project, otherwise the project may require rescheduling 


 Samples of existing external interface file format (electronic format) 


 Listing of user groups and/or audiences with permissions or responsibilities for each business process 


If preliminary information or document samples are readily available, the <Client> Team will provide those to the Business 
Analyst.   


2.3.3. Design 


Design for the business process begins when Requirements Gathering has completed. Using the information obtained, GL 
Solutions Business Analysts will configure the GL Suite application functionality to 1) meet the requirements of the business 
process as defined by the accepted Requirements Traceability in the Goals and Scope document, and 2) utilize and conform 
to GL Solutions’ COTS solution architecture and established best practices.  


2.3.3.1. Business Process Requirements 


The design of the system is directed and constrained by the accepted Requirements Traceability items in the Goals and 
Scope document. GL Solutions’ Business Analysts conform to these documented requirements in the design to ensure that 
the functionality of the system accounts for each of, but no more than, the written requirements. This ensures a strict 
adherence to the scope of the project. 


2.3.3.2. Adherence to COTS Solution Architecture and Best Practices 


As a Commercial Off-The-Shelf (COTS) product, the GL Suite software is differentiated from custom software in that it 
provides for a wide range of functionality due to its design as a highly-configurable enterprise software product, and does 
not require customization to the software application itself.  Therefore, the design of the application will reflect many of 
the standard elements of a COTS product, including screen colors, layout, and menu navigation. This will be especially 
apparent when migrating from much more iteratively-developed, problematic, costly, and error-prone custom software 
applications, where usually every element is needed to be designed and built.  


Additionally, applying best practices is tantamount in the success of all software designs. GL Solutions has gained extensive 
experience that is compiled in a growing and improving catalog of best practices. GL Solutions continually refines and 
employs these best practices to create a stable and robust system. Additionally, Business Analysts at GL Solutions’ apply 
these standards consistently in the design of every business process.  Adherence to these standards by the Business 
Analysts is required in order to produce a supportable, well-designed system. 


2.3.3.3. Process 


GL Solutions’ Business Analyst(s) will begin the business process design by creating a business process diagram that 
documents the specific workflow of the <Client> business process. Based on a documented best practice from GL Solutions’ 
library, this workflow diagram provides a detailed overview of how the manual operations of staff, specific outputs of the 
system and automated functions of the GL Suite application will perform the business process.  


Using the GL Suite configuration application, the Business Analyst(s) will design the system by configuring screens, fields, 
relationships, and security; identifying and producing documented automation (business rules); and creating a technical 
specification (also known as the Self-Documenting Specification “SDS”). Additionally, the Business Analyst(s) will create a 
business process diagram, which further documents detailed field and business rule requirements as well as all security 
requirements. 
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Work to be done by GL Solutions for each business process during the Design phase includes: 


 Technical specification (Self-Documenting Specification) 


 Technical process diagram 


 Cheat Sheets – a one or two page step-by-step walkthrough of how to use GL Suite to complete the business 


process 


 Final screen configuration including related data field definitions 


 Final configuration of security groups, screen and field based security settings for add, delete, and update 


permissions 


 Final configured menu and tree navigation elements 


 Detailed specification of business rules and data validation requirements 


 Detailed specification for user interface customizations 


 Identification and menu placeholders for reports, correspondence, external interfaces, and custom developed user 


interfaces 


During the Design phase, it may be necessary and most expedient for a Business Analyst to work directly with <Client> staff 
as questions arise. As such, <Client> staff may expect to be asked to respond to various requests throughout the design of 
the business process, including: 


 Business level definitions for each issue requiring specification during the phase 


 Assisting in the identification of detailed functional requirements and custom developed user interfaces 


 Assisting in the design and specification detailed functional requirements for custom developed user interfaces 


2.3.4. Design Review 


Once the Design has been completed, GL Solutions’ Business Analysts will meet with the <Client> team in order to review 
the business process flow and project requirements form interactively, typically utilizing teleconferencing (such as 
GoToMeeting) and shared screens. This Design Review meeting primarily supports the ability for the <Client> team to offer 
feedback during the Design Approval activity. As the design is reviewed, limited design feedback and correction may also 
occur where the design fails to meet the project requirements or requirements traceability.  


The typical Design Review meeting lasts for ninety minutes and occurs once for each business process. GL Solutions may 
choose to hold a single design review meeting for multiple, similar business processes.  The meeting can be waived if 
requested by the client or if there are no substantive differences between the business process and another business 
process already approved by <Client>. At the discretion of the GL Solutions’ Business Analyst(s), additional meetings might 
be deemed necessary and may be scheduled, though the review can be accomplished during the expected time in nearly all 
circumstances. 


<Client> attendance and participation in the meeting is essential. The Business Analyst will facilitate the demonstration of 
the design during the meeting to the designated <Client> SME and client contact responsible for Design Approvals (if not 
the SME). Occasionally, GL Solutions or <Client> project management staff may also attend, as necessary, in order to help 
facilitate a meeting. 


The Business Analyst will invite the appropriate <Client> stakeholders a minimum of 24 hours in advance of the meeting, 
and will provide copies of the agenda and the business process diagram. Prior to the meeting, <Client> team will review the 
material to become familiar with the general design in accordance with the project requirements as stated in the Goals and 
Scope document, Project Requirements Form, and Requirements Traceability. 


The scope of the meeting is limited to a structured review of the business process diagram created by the Business Analyst 
for the business process(es) listed on the agenda, and a review of how every project requirement in the Requirements 
Traceability table is met by the design. During the meeting, the <Client> team should note exceptions when the flow does 
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not address a specific, written project requirement as stated in the Project Requirements Form and Requirements 
Traceability, or will not enable the agency to execute the process because of a workflow design error in the business 
process diagram. This feedback must be received in writing to ensure the requested design updates are incorporated in the 
design documents. 


Additionally, the limited time of the meeting requires that the structure of the meeting be adhered to. Discussion of topics 
not germane to the design review will make it unlikely that the design will be reviewed in full, but will still result in 
submission to <Client> team of design documents for formal Design Approval. 


In the meeting, the Business Analyst will begin the Design Review by reviewing each step of the workflow diagram. Any 
output (report, letter, etc.) included in the diagram will be emphasized, along with other additional manual or automated 
steps.  


2.3.5. Design Approval 


During the Design Review, the Business Analyst may have taken notes regarding updates necessary for the Design. Any 
changes deemed necessary will be made in order to finalize the Design for Design Approval by the <Client> team. Once the 
Design is finalized, the Design documents including the workflow diagram, cheat sheet, technical specification, Project 
Requirements Form (PRF), and a Design Approval Response Form (DARF) will be uploaded to GL Portal and Design Approval 
requested from the <Client> team. 


The client will have 48 hours in which to reject the entire Design Approval Response Form submission if egregious omissions 
or errors exist in the design documentation such that a review would not be possible. Reasons to reject an entire design 
submission are limited to the following: 


1. One or more of the design documents has required sections that have been left blank, or template text that has 
not been updated for the current design. 


2. The Project Requirements Form (PRF) submitted for approval does not have its Requirements Traceability matrix 
filled out, or it is incomplete. 


3. The design contains fundamental issues that will not allow for review of the design documents. Allowable 
reasons for this are: 


3a. More than 50% of the Business Process Visio is incomplete or in error.  


Note: This does NOT include updates to the text within Visio shapes, or Visio shapes that define 
manual steps for Agency Staff. 


3b. Four or more consecutive GL Suite process steps are missing on the Business Process Visio.   


In order to reject the entire design approval submission, please call the Agency Partner.  


From the date that the Design Approval has been requested, <Client> will have the number of days specified in the contract 
in order to review the workflow diagram, cheat sheet, technical specification and updated Project Requirements Form 
(PRF), and to either Approve or Reject the Design using the accompanying Design Approval Response Form (DARF). The 
response form requires the client team to submit the following information: 


 The status of the Design Approval – approved or rejected 


 The specific area of the rejected design document to which each deficiency relates 


 The Project Requirements Form (PRF) contract requirement number to which each deficiency applies 


 A description of each deficiency found to be in contrast to the requirement 


 A description of the action requested to resolve each deficiency 
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Any and all deficiencies are required to be included, in writing, within the first response cycle by <Client>. On any 
subsequent Design Approval cycle, any previously-unreported deficiencies may not be raised. Failure to respond to the 
request for Design Approval within the required response timeline will result in an automatic approval of the Design, and no 
further action will be taken by GL Solutions.  


If the Design is received within the required timeframe and rejected by the <Client> team, the Business Analyst will review 
each conforming contract deficiency stated in the Design Approval Response Form and correct the design to meet the 
stated contract requirement. Within the timeframe allowed in the contract, the Business Analyst will note the changes 
made to the Design in response to each contract deficiency documented by <Client>, resubmit the Design documents to GL 
Portal and again request Design Approval.  Again, the <Client> team will respond to the Design Approval in writing within 
the contractual timelines, approving or rejecting the Design and, if necessary, providing any additional feedback to clarify 
the reason for rejection of the resolution of any previously-reported deficiency. The cycle repeats until the Design is 
approved. 


Once approval is received, no further changes to the design will be accepted within the scope of the project.  


Caution!  Acceptance of specifications means acceptance “as is” -- that is, as documented in the specification at the time of 
acceptance.  The agency should never accept specifications based on assurances a specification will be updated or provide 
“conditional acceptance” – which will likely result in the omission of the requirement.  Written specifications should be 
100% correct when accepted.   


Upon approval of each detailed functional specification for each business process, GL Solutions will send the specification(s) 
to the Development team. 


2.3.6. Design Changes 


When completing the DARF, the agency will likely uncover a number of problems with the specification.  Most agencies find 
that every review of the design documents uncovers some number of additional defects or enhancements.   During the 
Design Approval process, the client may enter requested enhancements on the Design Enhancements tab of the DARF. For 
items reported on the Design Defects tab (of the Design Approval Response Form) that do not meet the Definition of a 
Defect, GL Solutions will move those items to Design Enhancements tab. GL Solutions will categorize on the DARF the 
following types of enhancements noted by an agency: 


 Not Accepted – GL Solutions will reject a defect noted by the Agency if the request would prevent the application 
from functioning correctly or the agency’s issue is unclear. 


 No Cost Change Request – GL Solutions will allow certain, small look-and-feel changes without charge such as label 
text, field order, security, etc. 


 Acceptance Process Change Request – Issues that are functionally within the scope of the contract, but were not 
reported during the first round of defect reporting by the agency on the DARF.  These items will be provided as a 
change request to the Design approval process which required a single and complete defect reporting instance. 


 Requirement Change Request – Issues that are not within the functional requirements of the contract.  These 
items require a change request to modify the scope of work, PRF, design documents and to provide the new or 
modified functionality. 


All change items segregated during the design approval process require a change request.  These changes are typically 
incorporated into the design immediately following the first acceptance of the design document.  


2.3.7. Security 


Security in the GL Suite application assigns the level of activity each role can have for the system.  GL Solutions configures 
security during the design of business processes, including all security groups.  The Business Analyst will create the security 
groups and the staff in GL Suite.  Staff members will be associated to a security group.  The security is then applied by 
group, for each business process during the design. The agency must review the specifications and walkthroughs from each 
security group perspective.  When the agency approves the design of SDS, the agency is giving final approval to security too. 
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2.3.8. Report, Correspondence and Subform Designs 


Reports, Correspondences, and Subforms are included in each business process phase of the project.  The goal of the 
output design is twofold:  


2.3.8.1. Inputs 


1) Produce business specifications for <Client> outputs that immediately and intuitively communicate the look and 
feel of the report/letter/interface screen/custom subform/etc.  


2) Produce technical specifications for internal use by GL Solutions.  While technical specifications will not require 
Client approval, the specifications will be used by GL Solutions’ Operations Department to develop and maintain 
the requested outputs.  These specifications contain all the technical details necessary for the Development team 
to create the outputs based on the specification standards communicated by the <Client> Team. 


In order to facilitate the creation of both the business and technical specification documents, the <Client> Team scope of 
work for each report, correspondence, and sub-form during the Business Process phase includes the following: 


 Final versions of each report and correspondence required by the business process with descriptions of the 


information merged into the output 


2.3.8.2. Outputs 


1) Signed approved technical specification 


2.3.9. External Interfaces 


GL Solutions will specify and develop the functionality for GL Suite to move data between a third party and the Agency.  GL 
Solutions will produce a technical specification for each interface that includes: 


 Interface flow  


 Functional requirements 


 Data Mapping 
In order to facilitate the creation of both the Business Specification and Technical Specification documents, the <Client> 
Team scope of work for each business process during the External Interfaces phase includes the following: 


 Final External Interface samples with schema or data definition descriptions 


 Final versions of each report and correspondence required by the interface with descriptions of the information 


merged into the output 


 Provide access to technical resources 


2.3.10.   Public Website Design 


GL Solutions will specify and develop the website functionalities required per the contract and the Goals and Scope 
document.  GL Solutions shall produce the following design documents and submit those documents to the State for 
acceptance: 


 Website web flow for each site  


 Website style sheet  


 Page mockup and specification including fields and business logic 


2.4       Development and Testing  


 


Party Role &  Responsibilities 
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Named Individual 
(where applicable) 


GL Solutions  Agency Partner  Assist during UAT 


 Transition to Account Management owner during Stabilization  


GL Solutions Business Analyst 
Varies 


 Gather business requirements 


 Create business and technical specifications 


 Configure screens, specify business rules 


GL Solutions Development 
Team 


 Develop all customized functionality such as interfaces and websites 


 Convert legacy data to GL Suite 


GL Solutions Configuration 
Specialist Team 


 Configure all customized functionality such as business rules 


 Develop report, correspondence and other outputs 


GL Solutions Quality Assurance 
Team 


 Analyze client reported UAT and stabilization defects and classify issue 
severity in accordance with the agreed upon specifications 


 Complete internal Unit and System Testing 


Agency Business Analyst  Compile all required supporting materials including samples of reports, 
correspondence and forms 


 Attend project status meetings 


Agency Subject Matter 
Experts 


 Describe business processes and requirements 


 Provide Design Approval 


 Provide Specification Acceptance 


Agency IT  Produce legacy system data 


 Be available during Go-Live 


 


2.4.1 Configure Rules 


After approval of the design, GL Solutions will complete the configuration and development of the system.  This includes 


any business rules, commands, reports, correspondences, etc. described in the detailed functional specifications.  This work 


is completed according to the accepted specification. Development and configuration is performed in the DEV environment. 


2.4.2 Unit Testing 


GL Solutions conducts Unit Testing to determine whether developed or configured functionality performs according to 
specification.  GL Solutions testers use the accepted specifications to verify that the developed functionality meets the 
specified client requirements.  Unit testing occurs as system functionality is designed and developed.  Unit testing is 
performed by GL Solutions in the SYS environment to ensure that system functionality is developed to meet the approved 
specifications. 


Integration testing is a form of unit testing to ensure that all inputs and outputs to the client and third-party systems are in 
place and functioning according to business process design specifications. 


2.4.3 System Testing 


GL Solutions conducts system testing to validate that developed functionality meets the expected outcomes documented 
by the accepted project specification(s).  System testing occurs in the UAT environment.  It is highly recommended the 
client participates in a business process system test.  This consists of the user or a member of the Agency’s Project Team 
walking through the process in GL Suite according to the provided cheat sheet. 


GL Solutions and client technical staff conduct specific integration and batch Job Testing to confirm that developed or 
configured software properly interfaces with other systems.  Some testing may be conducted by GL Solutions submission of 
XML or text file exports to <Client> IT staff.  <Client> IT staff will test the exports in a testing environment and report 







 
 


Passionate about government. 
 


 
 
Nevada Department of Business & Industry  
Manufactured Housing Division (MHD) 


 
GL Solutions Response to RFP 3238  
 


 
April 19, 2016 


Page 277 of 316 


 


defects to GL Solutions.  All testing will compare development to the accepted specifications to verify that integration and 
batch process development meet specified client requirements. 


It is highly recommended the client participates in a business process system test.  This consists of the user or a member of 
the Agency Project Team walk through the process in GL Suite according to the approved cheat sheet.  


Completion of system testing is one of the primary prerequisites for beginning User Acceptance Testing. 


2.4.4 Public Websites 


The websites will be developed according to the accepted specification from the design process and, ideally, this 
functionality will be developed after the back office system is tested and no further changes are to be made. Websites may 
be completed outside the UAT and Deployment of the back office.  Each project will include: 


o Development 


o Unit and System Testing 


o User Acceptance Testing 


o Stabilization 


2.5   User Acceptance Testing 


 


Party Role &  
Named Individual 
(where applicable) 


Responsibilities 


GL Solutions Project Manager 
  


 Listen and respond to project topics as primary project management contact 
for GL Solutions 


 Manage scope, schedule, risk and billing change processes 


 Manage change management process 


 Review and communicate schedule and upcoming events 


 Prepare, facilitate, and memorialize status meetings 


 Resolve conflicts 


 Escalate issues 


 Identify project risks 


 Provide all necessary training 


GL Solutions  Agency Partner  Assist during UAT 


 Transition to Account Management owner during Stabilization  


GL Solutions Quality Assurance 
Team 


 Analyze client reported UAT and stabilization defects 


 Classify issue severity in accordance with the agreed upon definitions 


Agency Project Manager  Resolve conflict 


 Attend project status meetings 


 Provide project leadership 


Agency Subject  
Matter Experts 


 Describe business processes and requirements 


 Provide Design Approval 


 Provide Specification Acceptance 


 


User Acceptance Testing (UAT) is a narrowly-defined testing process conducted primarily by identified client users as part of 
the final implementation steps and at the conclusion of all previously noted testing phases.   
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Client testing of business process functionality is very important to the success of the project to ensure client can perform 
all aspects of the job.  Successful agency testing of a business process means that the agency can work through the business 
process using the approved cheat sheet.  Additionally, the Agency can help ensure a successful UAT by understanding and 
meeting these expectations: 


 <Client> performs UAT according to the UAT Plan which is a separate document to be accepted at the beginning of 
the project 


 <Client> tests using converted (real) data, not test data, to ensure accuracy of the converted data and system 
functionality 


 <Client> tests the system by business process  
It is expected the processes will be tested, defects reported and resolved, and the business process user testing closed in 
order to meet the overall project schedule.  Once all processes are tested in that manner and the P1 and P2 defects are 
resolved the project will exit UAT.  See the project-specific UAT Plan for Exit Criteria. 


Upon successful completion of UAT, the system will be ready for final rollout to the production environment, provided that 
required project activities are completed.  


2.6 Go Live 


 


Party Role &  
Named Individual 
(where applicable) 


Responsibilities 


GL Solutions Project Manager 
  


 Listen and respond to project topics as primary project management contact 
for GL Solutions 


 Manage scope, schedule, risk and billing change processes 


 Manage change management process 


 Review and communicate schedule and upcoming events 


 Prepare, facilitate and memorialize status meetings 


 Resolve conflicts 


 Escalate issues 


 Identify project risks 


 Provide all necessary training 


GL Solutions  Agency Partner  Assist during UAT 


 Transition to Account Management owner during Stabilization  


GL Solutions Development 
Team 


 Develop all customized functionality such as interfaces and websites 


 Convert legacy data to GL Suite 


GL Solutions Configuration 
Specialist Team 


 Develop all customized functionality such as business rules 


 Develop report, correspondence, and other outputs 


GL Solutions Quality Assurance 
Team 


 Analyze client reported UAT and stabilization defects 


 Classify issue severity in accordance with the agreed upon definitions 


Agency Project Manager  Resolve conflict 


 Attend project status meetings 


 Provide project leadership 


Agency Subject  
Matter Experts 


 Describe business processes and requirements 


 Provide Design Approval 


 Provide Specification Acceptance 


Agency IT  Product legacy system data 
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Upon completion of UAT, the project will be released for use in the production environment.  If GL Solutions will be hosting 


the system, this process is quick and painless.  GL Solutions will provide simple steps to follow at the time of Go-Live and as 


well as the production site information for the purpose of pushing the system to production.   


<Client> Team is responsible for the following deployment activities: 


 Communicating change to affected employees 


 Provide sequencing numbers as appropriate, such as for licenses, cases, etc. 


 Provide data to GL Solutions at specific times, per the agreed upon contract 


 Discontinue data input in the legacy system once final data is sent to GL Solutions 


 Update desktop shortcuts to the Live environment for all users 


 Immediate review of converted data in the Live environment 


 Facilitate Live testing of all interfaces and scheduled jobs 
GL Solutions is responsible for the following deployment activities: 


 Establish process/procedures to ensure smooth transition into Stabilization phase (per the agreed upon contract) 


 Unit and System Testing 


 Provide conversion reports  


 Provide <Client> with Go-Live assistance (Live system deployment, training, etc.) 


2.6.1 Production Activities 


Project Release includes all activities that prepare the project for implementation.  These deployment activities consist of 
go live, managing communication and expectations, employee training, and mitigating risks.  The GL Solutions team and 
<Client> Team will work together to communicate at all levels the business objectives that caused the change, train 
employees on new tools or processes, set expectations for the future, and lay the groundwork for the business process 
change to be successful within the organization. 


2.6.2 Training 


Training will be provided on an as-needed basis at Go-Live because most user training is provided during UAT and, because 
of the extensive user experience gained at UAT, additional training is often not needed.  Therefore, if additional training is 
needed, the parties shall agree to a training plan that includes:  


 Training requirements 


 Methodology used 


 Facilities and equipment to be used 


 Number of sessions to be conducted, and dates and times of training 
GL Solutions shall provide training materials that include: 


 Internet browser set up information 


 Business process Cheat Sheets  


 User feedback forms 
GL Solutions will conduct user training that may include on-site coaching and online training.   


2.6.3 Warranty 


Immediately following Go-Live, a three month stabilization (warranty) period will begin to ensure that items in the project 
scope are functioning correctly.  This stage of the installation marks a transition from the fast paced installation to the more 
moderate pace of technical support.  The level of interaction between GL Solutions and <Client> typically slows by the end 
of stabilization and transitions to focusing on technical support tasks and projects.  Stabilization is a good time to settle into 
a routine with the new system and start thinking forward to new functionality in which to grow.  The GL Simple support 
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plan includes a monthly meeting with the Agency Partner, which allows Clients to keep informed on the many aspects of 
the work in progress as well as the working relationship.   Contact the Agency Partner at any time.  


GL Solutions’ work management system requires that user-reported issues be identified as defects or enhancements using 
the accepted specification as the standard for comparison.  All staff members working on the project (including <Client> 
testers) shall funnel comments and requests for fixes or changes through GL Portal, which will route the reported issue or 
enhancement through GL Solutions’ workflow management system for research and resolution.  If any reported defects are 
deemed enhancements (modifications requiring a change to an accepted specification), the Agency Partner can help to 
ensure the assessment is valid and identify the priority for the work to proceed, subject to the support plan. 


GL Solutions will prioritize defect corrections over enhancements unless otherwise directed by the agency.  New 
functionality, including new screens, new rules, or new system outputs that were not a part of accepted system design, is 
excluded from stabilization work.  These requests may be documented on a wish list or as tasks for work to be completed 
under the support plan.  The Agency Partner will work with the Agency during the transition to the support plan, thus 
ensuring that any enhancements are prioritized properly; this allows work to begin in a logical order where the most-
needed work can start first once the Warranty period ends. 
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3. Data Conversion 
 


 


 


 


 


 


 


 


 


 


 


Party Role &  
Named Individual 
(where applicable) 


Responsibilities 


GL Solutions  Agency Partner  Assist during UAT 


 Transition to Account Management owner during Stabilization  


GL Solutions Business Analyst  Gather business requirements 


 Create business and technical specifications 


 Configure screens, specify business rules 


GL Solutions Development 
Team 


 Develop all customized functionality such as interfaces and websites 


 Convert legacy data to GL Suite 


GL Solutions Configuration 
Specialist Team 


 Develop all customized functionality such as business rules 


 Develop report, correspondence, and other outputs 


GL Solutions Quality Assurance 
Team 


 Analyze client reported UAT and stabilization defects 


 Classify issue severity in accordance with the agreed upon definitions 


Agency Subject  
Matter Experts 


 Describe business processes and requirements 


 Provide Design Approval 


 Provide Specification Acceptance 


Agency IT  Product legacy system data 


 


3.1 Conversion Design 


GL Solutions will specify and develop the functionality for GL Suite to migrate data from the agency legacy system.  The 
technical specification for Conversion Design will include: 


 Data Source Visio for the legacy tables 


 Data conversion crosswalk 


 Data conversion list value map 
In order to successfully complete the Technical Specification documents, the <Client> Team needs to provide the following: 
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 Initial data set of the source application legacy data at the start of the project (usually at time of contract 


execution). Generally this is a SQL, Filemaker or other database format. 


o Note: Oracle databases need to be exported as a quoted, comma delimited .csv file (Ex. “xxx”,”xx”, etc.).  


Oracle's Data Pump Export can produce the correct export format. 


o Note: If <client> plans to do any cleanup or scrubbing before sending the data to GL Solutions, it must be 


done in a reproducible way as we will ask for data refreshes over the course of the installation. 


 Source client application schema if available. 


 Screen shots of all screens where data is displayed (usually in support of meetings with the Business Analysis 


Team) 


 Any unconverted data (including tables) needs to be identified by <Client> 


Note – the data to be converted at each iteration of data conversion is required to be in the originally-provided file format 


and structure.  Changes to legacy database structure (new fields etc.) will not be included in the scope of the installation 


data conversions. 


3.2  Conversion Development 


During an installation, data conversion requirements are discussed and reviewed during the design of business processes. 


Concurrently, the Agency will review and approve a conversion crosswalk. Once the data is converted, the Business Analyst 


and the project team will review the conversion by walking through screens in GL Suite to ensure that the data is being 


populated in the correct location(s).  To ensure a high quality conversion, a screen-to-screen comparison is made between 


the data in the legacy system and the data in the GL Suite system.  A screen-to-screen comparison of the data in the legacy 


system to its new home in GL Suite also helps ensure a quality conversion.  Data conversion is a critical step to a smooth 


and high quality project implementation.  The time spent working with GL Solutions to ensure all data will be correctly 


converted will pay huge dividends during Go-Live and Stabilization. 


3.3 Conversion Testing 


GL Solutions will test the conversion to ensure that it is working according to business requirements before the Client sees 
it for the first time.  Review sessions will be scheduled to thoroughly scrutinize the first conversion pass, report and resolve 
issues, and then repeat the conversion.  Also during UAT, <Client> will be able to review the conversion and report issues to 
GL Solutions.  Active participation by Agency staff in conversion testing is critical to a successful system implementation.   


The agency must perform the following activities: 


 Review the conversion exception report and provide direction to GL Solutions on how to correct data anomalies.  
GL Solutions will suggest an outcome for each anomaly which the parties expect to be implemented unless the 
agency provides other direction 


 Data should be normalized – that is, all data fields can be used as expected, and there are no duplicates 


 GL Solutions will not clean up <Client> data.  This must be done prior to conversion or there could be issues during 
Go-Live 


 Compare screens in GL Suite and the legacy system in a sufficient variety of scenarios to determine whether GL 
Solutions converted all data correctly 


 Compare reports from the legacy and GL Suite applications to ensure accurate numbers of records, licenses, 
payments, cases, etc. are converted 


 The exception report must be accepted  
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3.4 Final Conversion  


GL Solutions will convert the final data set provided by <Client> into GL Suite according to the approved data conversion 
specification.  GL Solutions will test the converted data prior to the migration to production.  The agency is strongly advised 
to fully test the final conversion immediately upon Go-Live by repeating the conversion tests listed above. 


4. Project Management Methodology 
GL Solutions has developed a comprehensive and effective project management methodology that covers all aspects of any 
GL Solutions project (new installations, technical support projects), and ensures: 


 The functionality developed conforms to the contract 


 Communication between parties is timely and productive 


 Project needs are addressed in an organized fashion 


 The project stays on target in both scope and delivery 


GL Solutions uses a project management methodology that is tailored to the unique functionality provided by the GL 
Solutions application.  


GL Solutions’ approach is tightly integrated with each element of the implementation methodology.  GL Solutions’ project 
management wraps a layer of monitoring, directing, advising, and guidance around the implementation methods.  GL 
Solutions will direct resources to the project based on the Goals and Scope document and Management Plan in order to 
maintain agreed upon deadlines and deliverables.  GL Solutions will also provide subject matter expertise, as needed, to 
ensure that project goals are achieved. 


All project participants should read and understand this Management Plan prior to commencement of the project and 
retain a copy for reference during the project. 


 


Party Role &  
Named Individual 
(where applicable) 


Responsibilities 


GL Solutions CEO 
  


 Resolve contract disagreements 


 Resolve conflict 


 Approve risk mitigation plans 


GL Solutions Project Manager 
  


 Listen and respond to project topics as primary project management contact 
for GL Solutions 


 Manage conflict 


 Manage scope, schedule, risk and billing change processes 


 Manage change management process 


 Review and communicate schedule and upcoming events 


 Prepare, facilitate and memorialize status meetings 


 Identify project risks 


 Provide all necessary training 


GL Solutions  Agency Partner  Assist during UAT 


 Transition to Account Management owner during Stabilization  


GL Solutions Technical Analyst 
  


 Identify, track and confirm requirements traceability 


 Identify project business processes and high-level deliverables 


 Process scope, schedule, risk and billing changes 


Agency Executive Director  Create a positive project culture and agency-wide support for a successful 
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implementation 


 Resolve contract disagreements 


 Resolve conflict 


Agency Project Manager  Resolve contract disagreements 


 Manage conflict 


 Attend project status meetings 


Agency Business Analyst  Compile all required supporting materials including samples of reports, 
correspondence and forms 


 Attend project status meetings 


4.1 Risk Management  


The Project Manager will perform regular risk assessments through the installation project and the Agency Partner will 
perform risk assessments post Go-Live and throughout the technical support plan year. 


Mitigation strategies, including individual or team responsibilities, action plans, and escalation procedures, will be 
developed for each risk in order to minimize and (where possible) eliminate the risk.  All risks will be recorded and tracked 
throughout the project and will be carried forward to subsequent months as appropriate.  Identified risks and mitigation 
plans will be communicated during regular status meetings. 


4.1.1     Related Documents 


Risks will be monitored during the project through GL Portal and documented on the project status meeting agendas and 
minutes.  Documentation will include mitigation steps and responsible parties. 


4.1.2  Identified Risks 


 GL Solutions’ expectation is that <Client> will actively participate in all activities required for a successful project 
implementation.  While this Management Plan will help the client  gain an understanding of the software project process, 
<Client> project participants have typically not previously been involved in a software project and may be unaware of the 
time required for successful implementation. 


Below are common risks that will be used to evaluate the project as it progresses. 


 


Lack of Adequate Testing 


Adequate testing is critical to the software design process – without adequate testing, there is a high likelihood that issues 
will not be discovered until some critical moment in the future.  This can cause problems, confusion, and embarrassment as 
well as giving end-users a feeling that the software is low quality.  The best approach to testing is one that is systematic and 
organized.  Testing takes time and time takes money; it is extremely important to budget for testing, to plan for it, and to 
execute it in a way that will not only test everyday situations, but also test use-case and edge-case scenarios.  Testing can 
never be too thorough. 


Lack of Schedule Commitment 


Committing to a schedule is crucial to ensure that project timelines do not go astray.  Without a committed schedule, a 
project runs the risk of not being completed in a reasonable timeframe, which can easily lead to cost overruns, team 
resentment, and unhappy end-users.  A well-defined schedule helps the parties to achieve the objectives of the project 
while also maintaining the expected timeline. 


Lack of Executive Support 
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Support from senior management is needed to drive and keep the project effort focused and moving in a positive direction. 
Ownership of the project must be shared to satisfy the demands of user management.  It is estimated that 90% of software 
application project failures are due to politics within the organization and a lack of clear executive support. 


Lack of User Support 


During the design process it is important to engage users in the project and, from this activity, super users will often 
become apparent.  These users can have a significant impact on the success of the project by providing guidance, support, 
and encouragement for other agency users.  The project team can assist this natural process by identifying these users and 
providing a place in the project that is visible and viewed as positive within the work structure. 


Poor Project Management 


Strong project management is required of the overall project and is traditionally separate from the design and development 
processes within an installation.  Leadership from the project management team is critical for the success of the project and 
most project successes are characterized by project management that is balanced and collaborative with a strong vision 
that the project will succeed.   


Poor Change Management 


Starting agency change management activities early with the end users will often make the difference between a smooth 
UAT and Go-Live and a very difficult transition time.    Change can be difficult for people to accept and some will have a 
more difficult time accepting it than others.  Change management activities are required to ensure the smoothest 
experience in this area and it is important for <Client> senior management and the project management team to provide 
leadership within the context of change. 


Poorly Designed Project/Business Requirements 


A lack of clearly defined project and business requirements can lead to software that does not fully meet the business need.  
It also contributes to confusion and frustration with users when the software is presented for testing.  The effort required 
up front serves a project well and can assist with minimizing other challenges within a software project. 
Poor Schedule Management 


While an overly optimistic schedule will have little impact if properly managed, poor management of the schedule can have 
a severe impact on the project.  A mismanaged schedule can lead to a halt in development, extensive rework of the 
schedule, and extensive reallocation of resources.  It is very important that the Agency is committed to meeting the 
scheduled deadlines to ensure that contractual requirements can be met. 


Poor Design/Development 


Poor or inadequate design of the system can, and usually will, lead to extensive rework.  This can have a very significant 
impact on the progress of a project by putting teams behind schedule, causing scope expansion, resource reallocation, and 
cost overruns. 


4.2 Communication Management 


This section will set expectations for how all communication will take place between the parties.  GL Solutions’ Project 
Manager will work with the Agency using refined best methods for gathering requirements, which includes keeping the 
Client updated on project/task progress and where to find answers for questions or concerns. 


4.2.1 GL Portal 


GL Solutions has developed an online portal (GL Portal) for clients to monitor project schedules, action items, risks, invoices, 
and issue tracking. GL Portal will allow both the agency and GL Solutions to monitor scheduled work. It is a real-time project 
management tool that allows users to: 
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 Complete design approval and specification acceptance  


 Respond to questions and other communication  


 Track and monitor the status/progress of individual defects reported 


 Track and monitor the status/progress of requested enhancements 


 Review specification or other documents  


 Report new issues when discovered 


 Maintain all documentation related to the project, including specifications, cheat sheets, administration guides, 
and more 


4.2.2 Client Status Meeting 


Client Status Meetings are the primary venue for communication between <Client> and the Project Manager.  The Project 
Manager will update GL Portal ahead of time so that all parties involved can monitor and review the discussion topics.  GL 
Portal is available to review discussion items at any time. 


 Installation Status Meetings will occur weekly 


 The Status Meeting is conducted through a real-time portal (GL Portal) with direct links to the risks, projects, tasks, 
etc. that make up the discussion items for the meeting 


 Meeting topics will be available on GL Portal to all participants at least one day prior to the meeting.  Topics may 
be part of the meeting invitation or may be a separate document depending on the need of the Agency.  


 New items for review need to be submitted to the Agency Partner at least two days in advance of the meeting 


 Discussions about individual tasks need to take place outside of this status meeting to ensure that focus is 
maintained on reviewing overall project heath and status 


 If necessary, the Project Manager will also send out meeting minutes after the meeting to document any 
discussions, decisions and action items.  


4.2.2.1 Meeting Schedule 


GL Solutions recommends meeting weekly during the installation because the time frame is short and it is important to 
monitor progress closely.  GL Solutions’ Project Manager will set up a recurring meeting invitation to reserve the time on 
attendees’ calendars for ______ Pacific Time on _____ (day of week).  The schedule can always be adjusted if a meeting 
needs to be cancelled or added. 


4.2.2.2 Meeting Attendees 


Certain <Client> Team members are typically included on a recurring meeting invitation and these people are identified in 
the Goals and Scope document.  Additional participants are always welcome on an as needed basis.  The Project Manager 
will need advance notice (see the next section on the Meeting Agenda) to make sure that all invitees have sufficient notice 
of the meeting time and agenda. 


4.2.3 Emergency Contact 


Installation projects are typically not affected by system emergencies; however, in the event of outages that affect the 
agency, particularly during user testing or Go-Live activities, the Project Manager will contact <Client> immediately. 


Critical agency staff (such as IT, the PM, or SME) need to be available 24/7 during Go-Live. 


4.2.4 Conflict Resolution 


Software installations typically include some amount of conflict.  The project likely changes the way people work at the 
agency.  Change can be difficult in the best of circumstances.  The project involves a great deal of communications between 
the Agency and GL Solutions.  Developing clear communication styles and habits takes time.  Further, each person in the 
project possesses different experiences with software implementations that may lead to misunderstanding about the 
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project status.  For all these reasons, some degree of interpersonal conflict among and between staff at the agency and GL 
Solutions is normal, healthy, and to be expected. 


If frank, direct communication does not resolve a conflict, the parties agree to escalate the conflict to decision makers 
within the respective organizations.  Agency staff will ask for direction from the Agency’s management team, escalating to 
the Executive Director, if necessary.  GL Solutions staff will ask for direction from GL Solutions’ management team, 
ultimately the CEO.  Managers and executive staff will communicate directly with peers in the other organization before 
escalating further.   


4.2.5 Verbal Communications 


GL Solutions documents all agreements between the Agency and GL Solutions in writing.  Written agreements allow the 
parties to record the agreement for future use.  Written agreements provide better clarity and understanding.  If GL 
Solutions’ staff makes a verbal promise or reassurance, such as a promise to include a specific correction, the Agency 
should insist that the agreement be added to the formal specification.  Do not accept a verbal commitment from a Business 
Analyst or other staff.  GL Solutions management explicitly assumes that the Agency and GL Solutions’ staff has made no 
verbal agreements whatsoever.   


4.3 Schedule Monitoring  


Overall project progress will be covered at the regularly scheduled project status meetings.  Progress on individual tasks and 
projects is also provided via the GL Portal.  


4.4 Acceptance  


A software project completes as a series of completed milestones that build on each other.  As a deliverable is accepted by 
the agency, a subsequent deliverable will be produced which relied upon the previous accepted deliverable.  For instance, 
business process identification leads to a Business Specification, which leads to a technical specification, which leads to 
configuration and development, which leads to system testing, which leads to UAT testing, etc.  Modification to an 
accepted deliverable always leads to an expansion of the expected scope of the project.  For this reason, the parties intend 
for any modification to an accepted deliverable to be processed through the change management process. 


Timely review and correction of deliverables are essential for meeting project schedule goals identified in Section 1 of this 
document.  To facilitate timely acceptance and reliance on that acceptance, the parties agree to the following deliverable 
acceptance process: 


 Unless another expressed timeframe is provided, <Client> shall have five (5) business days from the delivery of any 
deliverable to determine whether the deliverable conforms to the agreed to acceptance criteria. 


 If the submitted deliverable does not conform to the acceptance criteria, the agency shall notify GL Solutions in 
writing of the reasons that it is unacceptable.  


 A deliverable review form must be used for any deliverable that is not fully accepted.  GL Solutions will accept 
track changes in a document in addition to the review form to assist with clarity of the changes requested.  


 The deliverables will be reviewed entirely and the deficiencies must be noted at this time, and additional 
deficiencies with the deliverable may not be added or modified in any future notification of this formal review 
cycle. 


 GL Solutions shall have five (5) business days from the receipt of such notification to correct the deficiencies and 
resubmit the deliverables.  


 The agency shall have up to five (5) business days to inspect, test, and reevaluate the resubmitted deliverable. 


 Additional cycles may be added until the deliverable is acceptable to the agency.   


 If the agency does not give written notification to GL Solutions by the end of a given inspection, testing, and 
evaluation period or any extension of that period, indicating that the submitted deliverable does not conform to 
the acceptance criteria, the agency shall be deemed to have accepted the deliverable upon expiration of the 
period.  
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 GL Solutions will not accept conditional acceptance, all requests for change must be complete when acceptance is 
given. 


 The agency shall allocate necessary staff resources to provide detailed business requirement descriptions, review 
deliverables, answer clarifying business requirement questions, perform UAT testing, and manage staff and 
process change within the agency’s organization. 


4.5 Change Management  


Project changes are inevitable during some point in the software project development life cycle.  The key for a successful 
project is to manage change and limit the impact to the project plan, budget, and schedule for the project because the 
number one cause of project schedule and budget changes is project scope change.  Some changes will be unavoidable – 
instances where changes are required to comply with legal regulations or policy changes but other changes can be deferred 
until after the system is live. 


If scope changes are not controlled, the project schedule and budget will be out of control before the project team 
recognizes that anything has happened.  A well-conceived change control process will assist the project team in controlling 
this “scope creep” nemesis. 


Scope changes (sometimes referred to as creeping functionality) are the continual addition of functional enhancements to 
the product requirements throughout the software development life cycle.  Excessive scope changes are directly related to 
poorly defined product requirements and specifications. 


A change request is defined as a request for a modification to a previously accepted deliverable, or a modification that 
contradicts contractual documentation, including scope increases in addition to those documented in the Goal and Scope 
document, once agreed to by the parties.  A change request may be required if the agency modifies a project process, such 
as changing the design acceptance process from a single round of new issue reporting to more than one rounds of new 
issues.   


If a modification to a deliverable is proposed before the deliverable is accepted, and the change does not contradict a 
previously accepted deliverable, the contract documents, and/or the Goal and Scope document, the change can proceed 
without a change request or contract amendment.  Otherwise, the modification is a change that requires the parties to 
follow this formal Change Management process. 


Examples of requests which are always subject to this Change Management process: 


 Any work in excess of the functionality defined in the Goals and Scope document 


1. Work in excess of identified business processes 
2. Work in excess of total number of reports, queries, correspondence 
3. Work in excess of conversion, interfaces etc. 


 Modifications to the project management processes 


1. Project management work in excess or beyond the expected duration of the scope defined in the 
Goals and Scope document. 


2. Reporting defects in round two on a Design Approval Response Form (DARF) during design. 


 Changes to core code (any customization of core code is a change request) includes, but not limited to: 


1. Home Screen 
2. Any non-standard configuration 
3. De-normalization of database structure 


 Issues reported beyond the Warranty period will be addressed by the software support plan selected by the 
agency. 
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4.5.1 Standard Document for Documenting a Change Request  


Any modification to a previously accepted deliverable, the contract documents, and/or the Goals and Scope document 
must be submitted in writing and may be submitted by the agency or by GL Solutions.  The change will be requested in the 
Change Request Form, agreed to by the agency and GL Solutions and attached to this document in Appendix A.  


Any change request will include: 


 Name of the Change Request 


 Number for the Change Request 


 Who prepared the Change Request 


 Who approved the Change Request 


 Date of approval 


 Date of acceptance 


 Type of Change Request (fixed price or time and materials) 


 Description of Change Request 


 Tasks involved to complete the work 


 Type of work included in the tasks 


 Rate 


 Hours estimated 


 Price 


4.5.2 Process for Submission and Review of a Change Request 


The process for submission and review of a change request will involve both the agency and GL Solutions.  Steps to 
complete the Change Request process: 


 Change Request Form reviewed by the Project Manager of the requestor within 3-5 days 


 Change Request Form emailed to the other party within <X> number of days 


 Party receiving the Change Request Form will acknowledge the receipt of the Change Request Form within one 
business day via email   


 The party receiving the Change Request Form will have five business days to review the Change Request 


 Response will be in writing and will state clearly if the Change Request is accepted or rejected  


 Change Approval Board will approve or deny the Change Request  


 Once the Change Request is approved by the Change Approval Board any project documentation impacted by the 
change will be updated and accepted 


4.5.3 Process for Approval or Rejection of a Change Request 


Once a Change Request is accepted by both parties, the Change Approval Board is required to provide formal acceptance of 
the change.  If needed, GL Solutions’ Project Manager will set up a meeting with all members and provide the Change 
Request Form and all back up documentation related to the change to all members of the Change Approval Board a 
minimum of 5 business days prior to the meeting.  The Change Request meeting is expected to be an opportunity for GL 
Solutions and the Agency to ask and answer any questions related to the change.  After the meeting the Agency will provide 
approval of the Change Request within 10 business days. 


The Change Approval Board consists of resources from the Agency and GL Solutions with the authority to create a Change 
Request (CR) or Contract Amendment, process and approve a requested change to a previously accepted deliverable, the 
contract documents, and/or the Goal and Scope document.   


Participants in the Change Approval Board for GL Solutions include: 


 CEO 
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 Project Manager 


 Project Management Technical Analyst 
 
Participants in the Change Approval Board for the Agency include: 


 <Project Manager> 


 <Executive Director> 


4.5.4 Process for Estimation of Cost and Impact of Change 


Change requests may be classified as fixed price or time and materials. All estimates will use the hourly rate specified in the 
contract.  All change request estimates will include: 


 Extension of project management cost due to project delays or setbacks 


 GL Solutions’ Operations  team resources including management and testing 
Project delays caused by the agency’s inability to perform to the project schedule will be a change request and will 
potentially result in higher costs. 


GL Solutions permits certain complimentary change requests for minor screen modifications such as the location, security, 
or label on a field. 


4.5.5 Process for Tracking Status of Change Requests   


The change request status will be displayed on GL Portal in the Action Item section.  Status for each step of the change 
request process: 


 In process  
o Initial creation of the change request  


 Under Review 
o Project manager review 


 Approved 
o Project team approval 


 Board Review  
o Board meeting and review 


 Accepted 
o Change Approval Board acceptance 


 


5. Glossary 


5.1 Collections/Subfolders 
Collections are the “containers” that store and organize information on the tree structure within a GL Suite record. 


Collections have folder-like icons and are sometimes referred to as folders. 


 


5.2 Commands  
Help to simplify processes. Commands are a series of processes “batched” into one function. Commands are commonly 
used to automate processes that are labor intensive, such as renewing or expiring licenses, assessing late fees, marking 
licensee records for audits, etc. Other typical commands are one-screens that allow users to do quick date entry for new 
records and marking reports as printed. 
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5.3 Entity Object 
An Entity Object is the top-level object in the tree structure from which all other objects are attached. Entities are Business, 
Complaint, Compliance Case, Facility, HPP Case, HPP Group, Individual, Meeting, Order and Staff. 


 


5.4 File Number 
Various system object types may be assigned a File Number. The File Number is a unique number assigned to that record.  
For Individual entities, the SSN represents the File Number; for Complaint entities, an incremental system assigned number 
represents the File Number. On the Application screens, the file number is the application number; on the License screens 
the file number is the License number.  


 


5.5 History/Events 
History objects usually record certain events relating to the licensee or the license itself. History object types can be 
anything that doesn’t logically belong to another Object Type (Screen) – for example, Equipment History, Bond Payment 
History, Licensure History, Settlement History. 


 


5.6 Main Tab 
After a user logs into GL Suite, the first screen viewed is the Main Screen. The Main Screen allows users to search for 
records, create new records, execute queries and access other functions via the Menu options. 


 


5.7 Invoice 
Invoice objects are used to show what fees are due for any applicant or licensee. Payments are recorded against the 
invoice. Adjustment and refunds can be made from an invoice. This allows the original invoice to keep existing information 
about what has been done and what remains to be paid or refunded. No payments can be made without an invoice. 


 


5.8 License Number 
Each applicant or licensee will automatically be assigned the next available license number for the license type when the 
application or license record is created. For each new license period this number is forwarded to the new license record. 


 


5.9 Object 
An Object is anything that is defined (can be compared to a record). Each entity, task, license, piece of correspondence, 
report, etc. is an object. Objects and Object Types are organized on the tree structure via Collections. 


 


5.10 Object Type 
The term “Object Type” is used to refer to a specific Type of object within an Object category. An Object Type represents a 
single screen in GL Suite. For example, a kind of license Object, ‘MD license’ is a Type of license (screen), an Application 
Form Task may be a Type of task (screen) and a License Fee may be a Type of Invoice (screen), etc. 
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5.11 Quick Pay 
Quick Pay is the payment processing mechanism within GL Suite. Quick Pay is its own unique window that opens and allows 
users to search for and apply payments against open invoices. 


5.12 Relationship (Association) 
A relationship is used to connect one entity record to another. For example, the relationship between an Individual and 
workplace constitutes a relationship. Relationships are also referred to as associations. Relationships between entities can 
be accessed via a hyperlink on the tree structure of one entity to the tree structure of its related entity. 


5.13 Staff Entity Record 
From the Main Screen a user can click on the menu option “Open Me” to access their unique staff record. This staff entity 
record contains information relevant to the user logged into GL Suite. 


5.14 Status 
A Status field can be used on any screen in GL Suite. In the case of a License object it can keep track of the status of the 
license itself. For example, if all tasks are complete and all fees are paid, then a License is Active. 


5.15 Subforms (Record Headers/Footers) 
Subforms come in two forms: Subform Top and Subform Bottom. These subforms appear as headers and footers within a 
record and summarize information that exists on the tree structure. 


5.16 Task/Requirements 
Tasks serve to indicate licensing requirements. A Task may also act as a staff reminder and help with workload management 
(staff “To Do” list). They can be created manually or automatically depending on need. (See rules for information on 
automation.) 


License Tasks: These are Task records created to make sure that licensees complete their requirements before 


getting licensed. Task records will be specific to each license type. For example, if a licensee is required to 
complete an Application Form a task record named “Application Form Task” with a default status of “Incomplete” 
would be created. When the application form is received by the agency, this task record’s status can be set to 
automatically change to a status of “Complete.” 


 


Tasks Created on Default (always needed): These task types/task records will be automatically created 


when a new license record is created. For example, an applicant will have to pay an application fee, so the task 
“Application Fee Task” will be created automatically so the licensee cannot be licensed before paying the fee. 


 


Tasks Created Manually (as needed): These tasks are only created when needed because they won’t apply 


to every application or licensee. For example, you would only create the task “Application Not Signed” for those 
applicants that have this deficiency. 


5.17 One Screen  
Screen to capture data that will populate multiple screens when the record is created.   


5.18 Append 
This term refers to the creation of a record or screen in GL Suite.  It will be used within the rules shown on the SDS. 
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5.19 Dummy Correspondence/Correspondence Printed 
This term refers to the screen in the backend that captures the date a report is printed.  The date is populated by a 
command from the Main Screen.  This tracks the records that need to show in a batch report and the date they were 
printed from the system. 


5.20 Mark as Printed Command 
This is the function that populates the date on the “Dummy Correspondence” or “Correspondence Printed” in order to 
remove it from the batch report. 


5.21 Property 
This term refers to a field on a screen in GL Suite.  The name of the property is the label the property is given the user sees.  
The label a user sees and the name of the property shown on the SDS may not be the same. 


5.22 On Update 
This term refers to the action of saving data and an automated action occurring by the system.  This term will be used when 
reviewing the rules that appear on the SDS. 


5.23 Tree Structure 
When opening a GL Suite record, the hierarchical view on the left side of the screen as seen by the user. 


5.24 Self-Documenting Specification (SDS) 
The SDS is the technical specification of the system that lists all screens, fields, rules, security, etc. related to a business 
process.  
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Appendix A – Change Request Form 
Change Request Form to be used for any change requested according section 4.5 - Change Management.  


 


<CLIENT> Licensing Replacement Project 
Change Request Number  


Change Request Name  


Prepared By  


Approved By  


Approval Date  


Date Accepted  


Type (fixed price, time and 


materials) 
 


Description of Requested 
Change 
 
 
 
 


 


Estimate Breakdown 


Task Type of Work Rate Hours Price 


     


     


     


     


     


     


     


     


 


Appendix B – Project Team Contact Information 
Team Member Agency/Role Email Phone 
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Appendix C – Design Approval Response Form (Sample) 
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Supporting Document 19 – GL Portal 


GL Solutions will support change management activities using our innovative GL Portal service, which provides a 


foundation for project communication and a framework for maintaining all documentation related to the 


project, including specifications, uses cases, our Administration Guide, information related to outstanding tasks 


that we are working on for the MHD (for instance, defects, requested enhancements, new license types or 


business processes, etc.).  Agency staff (with authorized security permissions) will be able to log in and have 


access to project documents, as well a list of tasks and their status (including task progress, expected delivery 


date, notes about the issue resolution or enhancement implementation, etc.).  


GL Portal helps provide agencies with a high-level look at the progress of all 


their ongoing tasks and projects. This dedicated approach to project 


management helps reduce overhead costs while keeping agencies informed on 


the status of the work we are performing for them (including expected delivery 


dates). GL Portal provides a way for staff to track and monitor the 


status/progress of individual defects reported or requested enhancements, to 


review specification documents or business process walkthroughs, or to report 


new issues as they come up.  


GL Solutions’ GL Portal service provides an efficient and effective tool for 


monitoring service delivery. GL Portal is more than a service evaluation device 


– it is an advanced communication tool that perpetually keeps the lines of 


dialogue open and encourages consistent interaction between client and 


software vendor. 


 


GL Suite users will have access to GL Portal, where they can 


login and submit new issue reports, monitor the status of 


previously reported defects, and verify the resolution of 


completed items. The issue report form records the user’s 


name, date the issue was found, and severity level of the 


issue (including guidelines and definitions to help the user 


determine the severity level). In addition, the report form 


will document a brief summary of the issue, a detailed 


account of the defect and how it was found (including 


references to user or entity records, location in the 


application or website, etc.), the user’s expected result, any 


relevant screenshots, the business process where the issue 


was found and, if applicable, the training material(s) being 


utilized when the issue occurred. 


GL Portal helps GL Solutions to deliver a simple, easy 
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software experience for agencies throughout the software implementation process and beyond, further 


strengthening the foundation for continuous improvement required to keep up with changing regulatory needs 


and rapidly-advancing technologies. 
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Supporting Document 20 – GL Suite Software Agreement 


 


GL Solutions provides here our standard software agreement to be discussed in any resulting 


contract negotiation. This agreement is designed to be all-inclusive to support all our clients, 


with the provision that some elements will not apply depending on which installation and 


support option are proposed/selected. For the Nevada Department of Business and Industry 


Manufactured Housing Division, we are proposing a Turnkey software installation. 


GL Suite Software Agreement 
 


Date of Agreement: _______________, 20__ 


Parties to this GL Suite Software Agreement (“Agreement”): 


GL Suite, Inc., an Oregon corporation (“Company”), and the Nevada Department of Business & Industry, Manufactured 


Housing Division, an agency of the State of Nevada (“Licensee”).  


Contract Options 
Company offers clients two mutually exclusive options for the licensing, installation and support of Company software (the 
“Software”).  A “GL Simple Installation” provides for the Software licensing, installation and support through an all-inclusive 
monthly fee which begins when the installation begins.  A “Turnkey Installation” provides for Software licensing and 
installation on a deliverable basis with support options following the initial installation.    If this contract requires the 
payment of a named user license fee payable on contract execution in the attached Initial Scope of Work Addendum, this 
contract is a Turnkey Installation and sections marked “for GL Simple Installations” are not applicable.  If this contract 
requires no payment of a named user license fee payable on contract execution in the attached Initial Scope of Work 
Addendum, this contract is a GL Simple Installation and sections marked “for Turnkey Installations” are not applicable.  


GL Suite Software 
 


1. Contract Term.  This Contract shall be effective on the date this Contract has been fully 
executed by every party, and shall expire on the expiration concurrently with a Software Support Plan 
purchased in conjunction with Section 9 of this Agreement.   
 


2. Grant of License. For Turnkey Installations, Company grants to Licensee and Licensee accepts from 
Company a non-exclusive, non-transferrable, perpetual license and right to use the Software on the terms and 
conditions set forth in this Agreement, exclusively for the following purposes defined in this section.  For GL Simple 
Installations, Company grants to Licensee and Licensee accepts from Company a non-exclusive, non-transferrable, 
terminable license and right to use the Software on the terms and conditions set forth in this Agreement, 
exclusively for the following purposes defined in this section.   


(a) For GL Simple Installations, the license granted expires concurrently with the expiration of the 
Licensee’s GL Simple Software Support Service plan. 


(b) Licensee may use the Software to support customers, licensees, and other third-parties for the 
purpose of providing these persons the ability to apply, renew and verify a license, permit, or registration and 
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related information, documents and enforcement actions. Licensee may connect third-party software to the 
Software through Company provided interfaces to support the use identified in this paragraph. 


(c) For the duration of this agreement, Company licenses to Licensee the rights to develop new 
customized functionality, create and modify database objects, stored procedures, tables, fields and structures, 
create and modify customized reports and otherwise make customizations to the Software for the exclusive use of 
Licensee. All such developments by Licensee shall be considered part of the “Software.” 


(d) The “Software” includes all new releases and versions, and Customizations, provided as a Software 
Support Service. 


3. Certain Limitations. The Software license granted by this agreement is limited.  


(a) Licensee may not use, copy, modify, or transfer the Software, or any copy, in whole or in part, except 
as expressly provided for in this agreement.  


(b) Licensee may copy the Software only for backup purposes, provided that Licensee reproduces all 
copyright and other proprietary notices that are on the original copy of the Software provided to Licensee.  


(c) Company retains all rights, title and interest in and to all software, documentation, derivative works 
and other intellectual property developed, designed, created or contributed by Company pursuant to this 
Agreement, excluding Licensee's domain name, and excluding the graphics and data supplied by Licensee. 


(d) Licensee may transfer the Software and all rights under this agreement to another party together with 
a copy of this agreement if the other party agrees to accept the terms of this agreement and Licensee receives 
written authorization directly from Company prior to any such transfer. If Licensee transfers the Software, Licensee 
must at the same time either transfer all copies whether in printed or machine-readable form to the same party or 
destroy any copies not transferred. Any attempt to transfer any of the rights, duties, or obligations hereunder 
except as expressly provided for in this Agreement is void.  


(e) Licensee may not rent, lease, loan, resell for profit, distribute, or network the Software except as 
otherwise provided in this agreement. 


(f) Licensee agrees not to disassemble, decompile, translate or convert into human readable form or into 
another computer language, reconstruct or decrypt, or reverse engineer, all or any part of the Software to develop 
new software with some or all of the functions of the Software. 


(g) In the event Company ceases to exist and fails to assign its rights in the Software to another entity, 
Licensee shall have the right to make modifications of the Software source code notwithstanding the terms of this 
Section 3.  


(h) Licensee shall not donate, distribute, license, sell or otherwise authorize the use or possession of 
modifications to any person other than Licensee’s employees.  


(i) Any software, reports, data structures, and other work product created as a consequence of Software 
Support Services shall become the exclusive property of Company. Company licenses without additional charge 
Custom Programs to Licensee. License shall include all rights granted under the Software License and the 
additional rights to decompile and modify the software, reports, data structures, and other work product created 
as a consequence of the Customization Services described in this subsection (i).  


(j) Software includes the distribution of other licensed software code subject to the limitations noted 
below:  
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i. The Alex FTPS Client is distributed under the GNU Library General Public License (LGPL) Version 
2.1, February 1999.  Therefore, the licensee is entitled to all rights under that license to the Alex FTPS 
Client software assemblies only.  


ii. Json.net Copyright (c) 2007 James Newton-King from Newtonsoft is provided under the MIT 
Free Software license.  Therefore, the licensee is entitled to all rights under that license to Newtonsoft 
assembly only. 


iii. The Sphorium Technologies Webdav.Net is distributed under the GNU Library General Public 
License (LGPL) Version 2.1, February 1999.  Therefore, the licensee is entitled to all rights under that 
license to the Sphorium Technologies Webdav.Net software assemblies only. 


iv. Software redistributes Telerik Rad Controls, Copyright © 2002-2012 Telerik. All rights 
reserved, for Ajax under license with Telerik.  Licensee may not develop new software utilizing Telerik's 
software libraries without first obtaining a Telerik Developer's License.  Licensee may configure and utilize 
Software features without a Telerik Developer’s License. 


4. Intellectual Property Protection. This Agreement does not provide Licensee with title to or ownership 
of the Software, but only a right of limited use. Licensor shall have sole and exclusive ownership of all right, title and 
interest in and to the Software, all copies thereof, all derivative works, Program Concepts, and all related works and 
materials (including ownership of all copyrights, trademarks and other intellectual property rights pertaining 
thereto), in any media now existing or subsequently developed, whether created by Licensor or any other party, 
subject to the rights of Licensee expressly granted herein. Licensee agrees to protect Company’s interest in the 
Software, as follows. 


(a) Licensee agrees to allow access or use of the Software only by employees of Licensee or by contractors 
under a written agreement, which preserves Company’s rights to the Software and that prevents contractors from 
using, redistributing, disclosing or otherwise violating the rights of Company.  


(b) Licensee agrees to maintain the confidentiality of the Software including all concepts, documentation, 
methods, processes and ideas, and the structure, sequence, and organization, designs, data models, tables and 
set-ups, and interfaces embodied, or expressed therein (the “Program Concepts”) and to use same only as 
expressly authorized in this License. Licensee shall not disclose, provide, or make the Software or Program 
Concepts available in any form or medium to any person, in whole or in part, except on a confidential basis to such 
of Licensee’s employees and consultants who need to access the Software to enable Licensee to exercise its rights 
under this License. Licensee shall take reasonable steps to ensure that such employees and consultants will keep 
the Software and Program Concepts confidential, and Licensee shall be liable for any breach of this License by such 
employees or consultants. 


(c) Licensee shall include all proprietary, copyright, trademark, design right and trade secret legends, in 
the same form and location as the legend appearing on the Software on all authorized backup and archival copies 
of the Software. Further, Licensee shall not remove any proprietary, copyright, trademark, design right or trade 
secret legend from the Software. 


(d) Licensee shall, at its own expense, keep the Software free and clear of all levies, liens and 
encumbrances. Licensee shall give Company immediate notice of any attachment or other judicial process 
affecting the Software. 


5. No Adequate Remedy. Licensee agrees that should it breach or threaten to breach any provision of this 
section, Company will suffer irreparable damages and its remedy at law will be inadequate. Upon any breach or 
threatened breach of this section by Licensee, Company shall be entitled to injunctive relief in addition to any other 
remedy which it may have at law or in equity. 
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6. Installation and Migration Services 


(a) “Installation and Migration Services” provided by Company to Licensee shall include:  


i. Conversion services to transfer data from delimited or fixed length ASCII text files or an ODBC 
compliant data source to the Software. Transfer of data means the manipulation of data from a data 
source to the table structure utilized by Software. Currently used software must be intended to perform 
functionality similar to the functionality of Licensed Software. Conversion Services does not include the 
identification or correction of data-entry or normalization errors present in legacy systems. Licensee 
produces legacy data in the Company specified format along with documentation that describes the 
legacy data structure, relationships, fields and tables in sufficient detail to enable Company to convert the 
data to a format utilized by Software, and  


ii. Deployment, end-user training, gap analysis, and project management services.   


iii. For Turnkey Installations, requirements gathering, configuration and development services 
necessary to meet the requirements of Licensee’s RFP #3238 as offered in Company’s response. 


iv. For GL Simple Installations, requirements gathering, configuration and development services 
to replace Licensee’s “Legacy Software”.   


(1) Legacy Software means existing software owned or licensed by Licensee and designed to 
produce the same business outcomes as the Software being licensed by Company to 
Licensee.   


(2) Legacy Software does not include functionality not yet used in a production capacity by 
Licensee at the execution of this Software and Support Services Agreement by Licensee.  


(3) Software may accomplish the functional outcomes of the Legacy Software using 
alternate controls, steps and procedures, some of which may be faster or slower for 
users to execute in the Software than in the Legacy Software.   


(4) Functionality beyond the features present in the Legacy Software may be incorporated 
into the Software through use of a Software Support Service exclusively. 


(5) Functionality gaps between the Legacy Software and Company’s Software must be 
reported in detail by Licensee within 10 days of the first production usage of the 
Software.  Gaps not reported may only be acquired as a Software Support Service. 


(b) For GL Simple Installations, Company shall provide Installation and Migration Services upon receipt of 
a purchase order and payment for a GL Simple Plan Software Support Service and continue until Installation and 
Migration services are complete or Licensee ceases timely payment for the selected GL Simple Plan.  Licensee and 
Company shall endeavor to accomplish the delivery of all Installation and Migration services within five months 
from the date of execution of this contract. 


(c) For Turnkey Installations, Company shall provide Installation and Migration Services to Licensee in 
accordance with the Initial Scope of Work Addendum.  Company shall invoice for deliverables upon production and 
Licensee shall pay such invoices within 30 days of receipt of the invoice.   


(d) Licensee shall provide all necessary staff and management reasonably necessary and required by 
Company to accomplish Installation and Migration Services within the planned go-live schedule mutually agreed to 
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by Company and Licensee.   An employee of Licensee with direct supervisory authority over Software users shall 
attend all project management status meetings throughout the project expect for dates when the employee is out 
of the office.   


(e) Licensee shall provide a copy of the Legacy Software database and other files necessary to provide 
Installation and Migration Services.   


(f) Licensee shall conduct UAT testing exclusively by following written process instructions and flow 
diagrams provided by Company and developed for each business process identified and mutually agreed to at 
during the project initiation. 


(g) At the initiation of installation and migration services, Licensee and Company shall adopt 1) Scope and 
Goal Plan, 2) Project Schedule and 3) Management Plan documents which shall be incorporated upon their 
execution as Amendment One to this contract.  The documents shall refine and further clarify the scope of work, 
identify the dates and roles of Company and Licensee and establish the communication, training, UAT, conflict 
resolution and other project management methodologies.   


Software Support Services and Plans 


7. Software Support Services and Plans. Company offers Software Support Services to Licensee. As 
described in Section 8, Software Support Services include Help Desk Support, Training and Documentation, Software 
Patches and Releases, Customizations, Enhancements and Corrections, Hosting Services, and Mobile Services. The 
specific Software Support Services to be provided to Licensee, and the fees therefore, shall be determined by the 
type of Software Support Plan purchased by Licensee pursuant to Section 9.  


 
(a) For GL Simple Installation, Licensee must purchase a Software Support Service no later than the first 


day Company provides any Installation and Migration Services. 
 
(b) For Turnkey Installations, Licensee must purchase a Software Support Service plan beginning no later 


than the first day of production usage of any part of the Software.   


8. “Software Support Services” means any of the following services:  


(a) Help Desk Support 


i. 24 X 7 Emergency Support – Company provides access to a technical representative, who can 
be reached 24 hours a day, seven days a week to resolve critical issues. 


ii. End-User Support – Company provides end-user support including telephone support for user-
level questions about how to use Software to perform the user’s job function. 


iii. Configuration Troubleshooting – Licensee may call and get support from Company when 
Licensee’s IT staff need help modifying the configuration of the software. Company will provide guidance, 
troubleshooting and examples on how to configure screens, fields, rules, reports and correspondence. 


iv. Developer-to-Developer Support – Company provides access to Company software 
developers when Licensee’s professional IT staff needs help with web site development, third-party 
application integration, custom GUIs, etc.  


v. Hardware, Network and Security Tips – Company provides technical-level guidance to 
Licensee’s staff to assist with hardware and network and security specifications. Company will offer 
suggestions on redundancy, load balancing, firewall configuration, etc. 
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vi. Architecture and Best Practice Guidance – Company will provide assistance to solve complex 
software design or architectural problems through access to Company’s analysts. Company provides 
comprehensive business analysis and application component support. 


vii. Online Remote Desktop Support – Company provides Licensee with Software Support 
Services that allow Company to view and interact with Licensee’s desktop computer to troubleshoot 
problems and demonstrate functionality. 


viii. Account Management – Company will assign an Account Manager who monitors Licensee’s 
issues, coordinates regular service release installation, and tracks Licensee’s business process cycles to 
help Licensee prepare for renewals and other busy times. The Account Manager is available for periodic 
reviews on the status of open issues and future goals.  


ix. Local User Group Support – Company provides remote support for periodic meetings between 
Licensee and other local licensees of the Software. Support by Company includes providing existing 
training documentation, train-the-trainer support, technical support, product guidance, and remote 
presentations in support of the periodic meetings.  


(b) Training and Documentation 


i. GL Suite Web Courses – Company offers Licensee opportunities to attend regularly scheduled, 
live training sessions on the configuration of screens, security, rules, correspondence, reports and more. 
Courses via remote desktop demonstrations and conference call.  


ii. Agency-Specific Process Training – Company provides Licensee’s employees with training on 
the use of the software to perform specific Licensee business processes. 


iii. Software Training – Company provides Licensee technical staff with training on the 
administration, maintenance and configuration of the Software. 


iv. Core Software Documentation – Company provides access to application use, administration 
and configuration manuals via the Company web site.  


v. User Conference – Licensee may attend Company’s User Conference typically held in Bend, 
Oregon. The User Conference includes opportunities to: meet and learn from staff at other agencies that 
are using the Software, attend information and training sessions on new features, and meet directly with 
Company’s staff. 


(c) Software Patches and Releases 


i. New Software Versions – Company produces and makes available to Licensee an enhanced 
version of the Software under the same Software license terms of this agreement. An enhanced version of 
the software contains new or improved functionality not included in a previous version of the software, 
including but not limited to new releases to support compatibility with new releases of the Microsoft 
operating systems known as Windows Server and desktop operating systems, Microsoft Internet Explorer 
and Microsoft Office. Company may elect at Company’s sole discretion the features and compatibility of 
new releases. Company provides access to new versions of the Software on Company’s web site, along 
with documentation on changes, enhancements and installation instructions. 


ii. Installation of New Software Versions – Company provides remote installation services for 
new versions of GL Suite.  
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iii. Core Software Patches – Company produces and makes available to Licensee a version of the 
Software that corrects Software defects or errors that prevent the Software from providing the 
functionality described in the Software documentation. Company provides access to Core Software 
Patches on Company’ web site, along with documentation on changes and installation instructions. Core 
software refers to the base, pre-configured/customized software application only. 


iv. Installation of Core Software Patches – Company provides remote installation services for 
Core Software Patches of the Software. 


(d) Customization, Enhancement and Corrections 


i. Company provides services to specify, support, configure, design, program, test, implement, 
correct and document the Software as required to meet the business needs of the agency (such services 
collectively “Customizations”), pursuant to a written Scope of Work Addendum as agreed upon by 
Company and Licensee (the description of a Customization in a Scope of Work Addendum a 
“Specification”).  


ii. Customization Projects –  


(1) A proposed Customization is a “Customization Project” if it includes a request for a 
Software Support Service and includes any of the following: 1) functionality requests that require 
coordination between Company and a third-party; 2) functionality requests with three or more 
finite deliverables which must be delivered in a specific sequence to meet the Licensee’s business 
requirements; 3) functionality which may impact other aspects of the configured Software and 
therefore require a system test of an entire business process; or 4) service or functionality which 
requires the presence of a Company employee onsite at Licensee’s place of business. 


(2) Company may determine a request is more than one Customization Projects if the 
activities are designed to produce more than one specific final output, the activities may start 
and stop independently of one another, an output is being produced for more than one internal 
or external customer, or the process steps substantially vary to produce the specific final output. 


(3) Company may determine a request for a public web site enhancement is more than 
one Customization Project if the site includes alternate processing steps for ownership or 
employment changes, address change, names changes, status changes, fees, or License input 
based on license type or status or other license criteria.   


(4) Company may require the use of a project prior to updating a web site or business 
process already in existence in the Software when Company’s software development standards 
no longer support the specification or development standard because of improvements to the 
process or evolution of software standards.   


(5) Company may require the use of a Customization Task or Customization Project for 
each deployment of Customization, Enhancement and Corrections where the deployment site is 
not hosted by Company. 


(6) Company designed the Software for the purpose of meeting multiple Licensee 
needs without modification of software code distributed to all Licensees. Customization Projects 
may include configuration of the Software, or other modifications to the Software, as 
determined by Company. Configuration includes making changes to the Software through 
existing Software interfaces designed for such purposes including, but not limited to, creating 
screens, fields, reports, business logic and correspondence. Company retains the right to 
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determine whether the functionality requirements shall be provided by configuration of the 
Software or by other means. 


(7) Company shall periodically create a project timeline, which identifies the latest date 
by which each party must perform specific duties in this contract in order to deliver timely 
Customization Projects. 


iii. Customization Tasks – A “Customization Task” is a single request for a Software Support 
Service, support for one month for one device under Mobile Services, or modification or defect correction 
of a customization of the Software except: 1) requests that are a Customization Project; or 2) an 
enhancement or defect in a Customization Project reported within thirty days following the delivery of a 
Customization Project or Task. 


iv. Defect Correction – Company provides corrections to Customizations for 90 days following 
delivery of the Customization or Task. A “correction” means causing the functionality to perform in 
material conformity with an applicable Specification.  


v. Installation of Configuration and Customization Corrections – Company provides remote 
installation services for configuration and customization corrections. 


vi. Company may subdivide a Customization or other Software Support Service deliverable into 
one or more discrete deliverables for acceptance and payment by Licensee, as may be agreed to by 
Licensee in an applicable Scope of Work Addendum or an accepted Software Support Service request. 


vii. Licensee acknowledges that failure to timely review or test scope deliverables or to allocate 
sufficient and timely staff resources necessary to accomplish the purpose of this contract shall delay the 
provision of Customization Projects, Tasks or Defect Corrections. The extent of the delay shall be 
determined by Company after consideration of Company's prior commitments to third parties, available 
Company resources, and Licensee's business needs. 


(e) Hosting Service – Company installs and maintains Software on a server(s) on Company’s computer 
system or an alternate collocation facility chosen by Company; and, the provision by Company of all licenses, 
services and support required for the Software to be accessed via the Internet and meet performance, 
functionality and security requirements described in this Software agreement.  


i. Company shall be responsible for backing up the following components: application and 
database servers, application operating system, and configuration databases.  


ii. Company shall perform daily incremental backups with weekly full backups. Backup media 
shall be rotated off-site on a weekly basis. The Company shall test recovery operations on a regular basis. 
The Company shall recover operations as necessary. 


iii. Company may decline to install on Company’s computer system any customization not 
developed by Company based upon the reliability, design and/or resources required by such 
customization.  


iv. Company, in its sole discretion, may secure domain names and assign Internet address space 
(subject to reasonable availability) for the benefit of Licensee, and Company will route those addresses on 
Company’s network; it being understood and agreed that neither Licensee nor any of its “Users” shall 
have the right to route these addresses. Licensee shall have no ownership interest in any IP addresses 
which Company obtains on Licensee’s behalf and Company retains ownership of all such IP addresses, and 
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upon termination of the Software Support Service, Licensee’s access to and utilization of such IP 
addresses shall terminate.  


v. Company makes reasonable efforts to provide continuous internet access to Software. 
Company periodically disables access to Software for the purpose of maintenance and repair of 
Company’s computer systems and Software. Company shall attempt to provide 24 hours’ notice to users 
of the Software of planned access outages and such outages shall be scheduled during off-peak hours 
when possible. Unplanned outages may occur at any time due to failure of the Software, failure of the 
company’s computer systems or failure of another party providing services relating to the Company’s 
Internet access. Such unplanned outages may occur during peak usage times – even during the Licensee’s 
peak renewal periods. Company shall immediately notify Licensee when an unplanned outage occurs and 
shall take reasonable efforts to restore Internet access to the Software when an unplanned outage occurs.  


vi. Company is responsible for exercising a reasonable standard of care to maintaining the 
security of sensitive data, regardless of ownership. In event of a breach of the security of the sensitive 
data the Company will immediately notify the Licensee and work with the Licensee regarding recovery 
and remediation.  


vii. The Licensee may inspect and review vendor operations for potential risks to the Licensee 
operations or data. The review may include a physical site inspection and an inspection of documentation 
such as security test results, IT audits, and disaster recovery plans. 


viii. Company shall provide: effectively deployed and administered firewalls, intrusion detection 
with 24x7 alerting capability, incident response support, access controls to enforce restrictions on a need-
to-know basis, established and tested policies and procedures, contingency plans and disaster recovery 
plans, security testing and evaluation process for security controls, to include regularly scheduled, at least 
annually, vulnerability assessments. Configuration settings required to maintain the system’s security on 
the system itself and other Licensee systems that interface with it. 


ix. The cost of SSL Certification for Licensee websites that use a glsuite.us domain is covered by 
Company. Licensees using custom URLs assume the cost of the corresponding SSL Certification.  


x. Company maintains certified partner relationships with credit card processors, hosting 
providers and independent software vendors for products and services integrated with the Software.  
Company and certified partners establish beneficial relationships in order to provide a breadth of 
software and services to Company’s clients including Licensee.  Licensee may procure integrated products 
and services from certified partners through this contract. 


(f) Mobile Services – Company provides a comprehensive solution for Licensee’s employees to complete 
inspection, complaints and other business process activities from remote locations.   


i. Company will provide a mobile kit to enable remote connectivity to the Software.  Licensee will 
utilize a task for each initial and replacement kit provided.  The kit remains the property of Company and 
will be returned to Company by Licensee upon request by Company. 


ii. Company will provide technical support for Licensee’s employee usage, data synchronization 
and connectivity, and mobile device management services for each device.  Each device shall be provided 
as either 1 customization project per year or 1 customization task per month for each mobile kit provided 
by company.  If Licensee uses Company’s mobile software on a Licensee supplied and maintained device, 
Licensee shall use 1 task per year per device plus any additional tasks required to provide software 
support services as requested by Licensee to support the device and software. 
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iii. Company shall provide a mobile version of each Software form as requested by Licensee that 
may be completed by Licensee staff utilizing the mobile kit.  Licensee shall utilize a project for each such 
form.   


iv. Company may charge for addition projects for mobile dispatch features and back office 
business process changes related to the mobile inspection forms. 


9. Software Support Plans. If purchasing a GL Simple Installation, Licensee shall purchase a Software 
Support Services through a GL Simple Plan.  For Turnkey Installations, Licensee may alternately purchase Software 
Support Services through an Hourly Rate Support Plan, at the rates specified in the Pricing Addendum.   


(a) General Software Support Plan Terms 


i. Licensee’s right to purchase Software Support Services from Company expires five years from 
execution of this agreement, unless otherwise extended by mutual agreement between the parties.  
Software Support Plans must be purchased for consecutive time periods.  Failure by Licensee to purchase 
a Software Support Plan for any duration period of time terminates Licensee’s right to purchase a 
Software Support Plan under this agreement. 


ii. Licensee shall initially purchase a GL Simple software support plan.  Licensee may select 
another Software Support Plan annually by notifying Company in writing of the desired plan.  For GL 
Simple Installations, Licensee must purchase GL Simple Enterprise SLA for a period beginning with the 
execution of this Agreement until the first production usage of the Software unless this agreement is 
terminated earlier by Licensee. 


iii. Licensee shall make payments to Company prior to the first day the Software Support Service 
plan period is effective.  Company may, at Company’s sole discretion, prorate GL Simple fees to coincide 
with the end of the Licensees fiscal year.   


iv. Software Support Services will only be provided for the most current and immediately prior 
version of the Software in effect at the time the Software Support Services are requested.   


v. Company may increase the cost of any Software Support Service, as set forth on the Pricing 
Addendum, by a percentage not to exceed the consumer price index of the most recent twelve-month 
period reported by the United States Department of Labor. Company shall notify Licensee not less than 
three months prior to the commencement of the Licensee's fiscal year of any such increases.  


(b) “GL Simple Plan” Under the GL Simple Plan Software Support Services are provided by Company to 
Licensee on an annual basis at a predetermined, fixed annual cost measured by Customization Tasks and 
Customization Projects.  Each instance of a request for a Software Support Service counts as a Customization 
Project or Task except for items 8(c)(i), 8(c)(iii) and 8(e) which shall be provided to Licensee in addition to the SLA.  
Company shall provide at least the Minimum Customization Tasks and Minimum Customization Projects specified 
in the chart below corresponding to the GL Simple SLA level purchased by Licensee.  Company may provide up to 
the Maximum Customization Tasks and Maximum Customization Projects shown below as Company resources and 
time allow, as determined solely by Company. 
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i. Licensee shall elect one of the following GL Simple service level agreements (“SLA”). Maximum 
Customization Tasks/Customization Projects per SLA: 


SLA Minimum 
Customization 
Tasks 


Maximum 
Customization 
Tasks 


Minimum 
Customization 
Projects 


Maximum 
Customization 
Projects 


Standard  0.25 tasks/user/year 
or 24 tasks per year, 
whichever is greater 


0.50 tasks/user/year  0.05 projects/user/year; 
but in no event more than 
12 projects per year 


 0.10 projects/user/year or 
12 projects per year, 
whichever is less 


Professional  2 tasks/user/year or 
24 tasks per year, 
whichever is greater 


4 tasks/user/year 0.12 projects/user/year 
or 1 project per year, 
whichever is greater; but 
in no event more than 12 
projects per year 


0.25 projects/user/year or 
12 projects per year, 
whichever is less 


Enterprise  4 tasks/user/year or 
48 tasks per year, 
whichever is greater 


7 tasks/user/year 0.25 projects/user/year 
or 1 project per year, 
whichever is greater; but 
in no event more than 12 
projects per year 


0.5 projects/user/year or 
12 projects per year, 
whichever is less 


ii. From the date of the execution of this agreement through 90 days following the first 
production usage of the Software by Licensee, the GL Simple SLA will be fully utilized by Company’s 
provision of Installation and Migration Services and the correction of defects thereof.   


iii. All GL Simple Plans shall be purchased for an annual term. Upon the expiration of any annual 
term, the GL Simple Plan then in effect for Licensee shall be automatically renewed for an additional 
annual term, unless Licensee has provided Company written notice of non-renewal or request to change 
Software Support Plans prior to the date of expiration.  


iv. Licensee may elect monthly or quarterly billing for the GL Simple Plan fees.  If the Licensee 
fails to pay a monthly or quarterly invoice, by the first date of the period for which Software Support 
Services begin, Company may revert to annual billing of the GL Simple plan and all amounts remaining in 
the current year become due immediately. 


v. Fractional numbers of Customization Projects or Tasks will be rounded down to the nearest 
whole number. 


vi. Licensees purchasing a GL Simple Software Support Services must purchase a support plan for 
the number of actual named users of the Software or three users, whichever is greater. Licensees with 25 
or fewer named users may not purchase the Standard SLA. Licensees with 7 or fewer named users may 
not purchase the Standard or Professional SLA.  Licensees with more than 75 named users may purchase 
GL Simple for a maximum of 75 named users but shall receive Software Patches and Releases and monthly 
service for Mobile Services for all actual users of the Software.  


vii. Licensee may request that Company provide Software Support Services to the Licensee in the 
order specified by the Licensee.   
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viii. Company may count requests for hosting services as Customization Projects and 
Customization Tasks against the SLA if the Hosting service is not already provided to clients hosted by 
Company.  Alternately, Company may charge for Hourly Rate Support for unusual Hosting requests. 


ix. If Licensee requests additional Customization Projects or Tasks in excess of the minimum 
number purchased under Licensee’s GL Simple Plan, Licensee may either wait for fulfillment of the 
request, up to the Maximum Customization Project or Task limit, OR incrementally increase the number 
of Minimum Customization Projects or Tasks within the SLA by paying an “Escalation Fee” in the amount 
applicable pursuant to the Pricing Addendum.  Company shall endeavor to complete such Customization 
Projects and Tasks as soon as possible.  


x. At the end of each year, if Company completes fewer than the number of Minimum 
Customization Tasks or Minimum Customization Projects and those projects were timely ordered by 
Licensee in accordance with the polices established by Company, Company shall continue to furnish effort 
to complete the Minimum Customization Tasks and Projects.  If the Company provided at least the 
Minimum Customization Tasks and Projects, incomplete projects and tasks in excess of the Minimum 
Customization Projects and Tasks shall be rolled over to the next plan year and count towards fulfillment 
of the next-year SLA. 


xi. At the Company’s sole discretion, Company may establish and modify reasonable policies 
affecting the concurrency of project fulfillment, the definition of a Customization Project and 
Customization Task, and the request timing required to perform requests within a SLA. 


xii. GL Simple fees are non-refundable.  Licensee’s obligation to pay GL Simple fees for the full 
duration of the annual plan period shall survive the termination of this Agreement for any reason, unless 
explicitly waived in writing by Company. 


xiii. Licensee may elect to exchange unused Customization Project for 8 new Customization 
Tasks. For 90 days following the initial production usage of the system, Company may convert 
Customization Projects under the SLA to Customization Tasks.  Licensee acknowledges that most 
Customization Projects and Tasks within the first 90 days of production usage may be utilized to support 
defect corrections to the system which are common with most new software installations. 


(c) “Hourly Rate Support Plan” Under the Hourly Rate Support Plan, Licensee shall purchase Software 
Patches and Releases at the rates specified in the Pricing Addendum.  Licensee may purchase Help Desk Support, 
Training and Documentation, and Customization, Enhancement and Corrections, on a time and materials basis.   
Licensee may purchase Hosting Service at the rates specified in the Pricing Addendum. 


 
(i) Software Support Services purchase on a time and materials basis may be purchased, at the 


option of the Licensee, based on estimated (fixed-priced) or actual effort required to produce a 
desired result.  In both cases, Contractor renders services on a time and materials basis 
regardless of the actual work product produced, if any.  


(ii) Fixed-priced hourly rate support is rendered at a quoted price based on estimated effort without 
regard to the time or material actually expended by Contractor.  Fixed-priced estimates include 
the estimated effort necessary to correct expected defects.  Company warrants for 90 days 
following completion of the Software Support Service, that fixed-priced deliverables will conform 
to the applicable Specifications in all material respects, and will be free from material defects in 
operational performance.  Company will, at its own expense, promptly correct all such 
deficiencies reported by Licensee in writing during the warranty period even if the period to 
perform such corrective action extends beyond the original warranty period.   


(iii) Hourly Rate Support requested based on actual hours expended is rendered based on actual 
effort necessary to accomplish the request service and includes no warranty by Company on the 
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functionality developed.  Company will correct defects based on actual effort necessary to 
correct defects. 


(iv) Hourly Rate Support may be used to acquire any Software Support Service except items under 
the Hosting and Software Patches and Release section. 


(v) Upon request by Licensee, Company shall specify and provide a written authorization approval 
form for each Hourly Rate Software Support Service. The request shall contain a description an 
estimate of the hours required to complete the Software Support Service. Upon written approval 
by Licensee, Company shall perform Software Support Services. 


(vi) Company shall notify and request additional approval from Licensee to continue providing Hourly 
Rate Support if the objective of the request is not met and the hours actually expended exceed 
the approved estimate. 


(vii) Licensee may decline or revoke initial or subsequent Hourly Rate Support authorizations at any 
time. In the event of a declined or revoked authorization, Licensee shall pay to Company for all 
hours expended prior to the refusal or revocation regardless of work product produced. 


(viii) Company shall invoice Licensee for Hourly Rate Support on a monthly basis for each hour of 
Software Support Services rendered in the prior month regardless of the status of each service 
request.   Payment is due within 30 days of the invoice date.  


Other Terms 


10. Acceptance. Licensee agrees that any the following conditions constitute acceptance of a deliverable by 
Licensee, in the form delivered by Company, including acceptance of an installation, Customization or other Software 
Support Service deliverable: 


(a) Written acceptance by Licensee; 


(b) Production use of the software (or, as applicable, Installation  and Migration Services, Customization 
or other Software Support Service deliverable) in a live environment; or 


(c) Failure to test, inspect and report specific defects regarding the Software or any contract deliverable 
within seven calendar days after delivery notification by Company to Licensee. 


Company shall offer services in accordance with the warranty following Acceptance for identified and reported defects.  A 
defect is a variation between an Accepted specification and the software functionality. 


11. Specification and Document Deliverable Review.  Company shall create specifications for software and 
request approval of the specification prior to development.  Company shall also create and request Licensee’s Acceptance 
of written documentation such as project management documents, software documentation to support the Software’s 
implementation and use by Licensee.  Such requests for approval by Company shall identify which contract requirement is 
being specified or satisfied by submission.  Licensee shall respond to Company’s request for approval by accepting the 
submitted specification or documentation within seven calendar days, rejecting the specification or documentation within 
seven calendar days or not responding to the Acceptance request within seven calendar days.  Not responding to the 
Acceptance request within seven calendar days constitutes Licensee’s Acceptance of the specification or documentation.  If 
the specification or documentation does not conform to the Contract, Licensee shall notify Company in writing of the 
specific contract exceptions which cause the specification or documentation to be unacceptable.  All such deficiencies 
within the specification or documentation must be noted during Licensee’s initial review of the specification or 
documentation.  GL Solutions shall correct the deficiencies and resubmit the specification or documentation within seven 
calendar days from the receipt of the request for Acceptance. Licensee shall have seven calendar days to re-inspect, test 
and reevaluate the resubmitted specification or documentation to determine whether deficiencies initially noted are 
corrected.  Additional cycles may be added until all deficiencies initially noted are corrected.   During any re-inspection by 
Licensee, the Licensee may not report any new deficiency not reported during the initial rejection of the specification or 
documentation.  Acceptance of a specification or documentation constitutes acceptance that Company’s development and 
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implementation of the software according to the specification or documentation satisfies Company’s performance 
obligations with respect to the corresponding contract requirement identified.   


 


12. Payments.  Unless otherwise specified in this contract, payments are due within 30 days of receipt by the 
Licensee.  Irrespective of any language on or accompanying a payment, Company shall apply all payments received to the 
oldest invoice due unless the Licensee formally rejects acceptance of the software or service corresponding to the oldest 
invoice in accordance with the terms of this agreement.   


 


13. Additional Licensee Duties.   
 


(a) Licensee shall provide all necessary staff and management reasonably necessary and required by 
Company to accomplish the purposes of this contract.    


(b) Licensee and Company shall adopt and may revise a Project Management Plan and a UAT Plan which 
describes detailed project management methodologies and timeline expectations of performance for both 
Company and Licensee.   


(c) To allow Company to timely produce deliverables, Licensee shall allocate necessary staff resources 
including, but not limited to, provide detailed business requirement descriptions, review deliverables, answer 
clarifying business requirement questions, perform UAT testing, and manage staff and process change within 
Licensee’s organization. 


(d) Company shall at reasonable times and in a manner that minimizes disruption of the Licensee’s 
operations have the right to enter into and upon the premises of the Licensee during business hours for the 
purposes described by this contract, inspecting the software, observing its use or otherwise protecting Company’s 
interest therein. Licensee shall, whenever requested by Company, advise Company of the exact location of the 
Software. Subject to Licensee’s review and approval of data access security precautions, Licensee shall establish a 
secure method by which Company can perform remote administration and updates to the installed Software. 


(e) Licensee agrees that Company's performance is dependent on Licensee's timely and effective 
cooperation with Company. Accordingly, Licensee acknowledges that any delay by Licensee may result in Company 
being released from an obligation or scheduled deadline or in Licensee having to pay extra fees for Company’s 
agreement to meet a specific obligation or deadline despite the delay. 


(f) Company may establish and modify forms, procedures, processes and a web portal to manage 
specifications, project documentation, defect reports, software support services, acceptance requests, invoices 
and clarifications.  Licensee agrees to use Company’s forms, procedures, processes and web portal. 


(g) Performance by Licensee of the provisions of this section shall be an essential element of this contract.  
Licensee’s failure to provide such services is a material breach of this contract. 


14. Software Warranties. 


(a) Company warrants Software and Installation and Migration Services for a period of ninety (90) days 
following Acceptance by Licensee (the “Warranty Period”), the Software and Customization Services will function 
in material conformity with the description, definition, specification and functional requirements set forth in this 
Agreement, and will be free from material defects in operational performance. Company will, at its own expense, 
promptly cure all breaches of the foregoing warranty reported by Licensee in writing during the Warranty Period 
even if the period to perform such corrective action extends beyond the Warranty Period. If such non-conformity 
cannot be corrected, worked around, or replaced, then Licensee may terminate this License and all funds 
previously paid to Company during the current License term shall be refunded immediately to Licensee. These 
remedies are Licensee’s sole and exclusive remedies for any non-conformities, defects or errors and all 
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performance or non-performance problems related to the Software, Software Support Services, this License or this 
contract, including without limitation any breach of warranty by Company.  Licensees with a GL Simple Plan shall 
utilize plan customization tasks and projects eligible to be delivered during the warranty period in support of this 
warranty. 


(b) Company warrants that Company has the full power and authority to grant the rights granted Licensee 
hereunder with respect to the Software, and neither the License or use by Licensee of the Software, as permitted 
under this License, will in any way constitute an infringement or other violation of any copyright, patent, trade 
secret, trademark or any other intellectual property right of any third party. 


(c) In the event Software requires updating due to Federal, State statutory or regulatory requirements 
affecting Licensee, the Company’s Software development department shall give its highest priority to the 
implementation of such updates, but Company does not warrant that all such updates will be completed, or that 
any updates will be completed by a certain time. 


(d) In the event that the Software is, in the opinion of the Company, likely to or does become the subject 
of a claim for copyright or other intellectual property rights infringement, Company may, at its option and expense, 
either (1) procure for Licensee, the right under such third-party rights to use the Software; or (2) replace or modify 
the Software, or parts thereof, with other suitable and reasonable equivalent technology so that the Software 
becomes non-infringing; or (3) if it is not commercially reasonable to take actions specified in (1) and (2) 
immediately preceding, terminate this License and refund all license fees to Licensee. 


(e) Hosting Service Warranty. Licensee assumes total responsibility for Licensee’s use and users’ use of 
the Software on any equipment provided by Company, if any, and the Internet. Licensee understands and agrees 
further that the Internet is accessible by persons who may attempt to breach the security of Company and/or 
Licensee’s networks. Company has no control over and expressly disclaims any liability or responsibility 
whatsoever for such actions and Licensee and Licensee’s end users access the service at Licensee’s own risk. 
Hosting Services provided by Company are provided on an “as is” and “as available” basis without warranties of 
any kind, either express or implied, including but not limited to warranties of title, merchantability or fitness for a 
particular purpose. No advice or information given by Company, its affiliates or contractors or their respective 
employees, create a warranty. Some states do not allow the limitation of implied warranty, and therefore certain 
provisions may not apply to Licensees located in those states. 


(f) EXCEPT AS EXPRESSLY SET FORTH IN THIS SECTION 11, COMPANY MAKES NO OTHER WARRANTIES OF 
ANY KIND, AND EXPRESSLY DISCLAIMS ANY AND ALL OTHER WARRANTIES, EXPRESS AND IMPLIED, AS TO ANY 
MATTER WHATSOEVER, INCLUDING, WITHOUT LIMITATION, THE SUITABILITY OR THE CONDITION OF THE 
SOFTWARE, OR ITS FITNESS OR SAFETY FOR ANY PARTICULAR PURPOSE OR USE, OR AS TO ITS MERCHANTABILITY. 
COMPANY MAKES NO WARRANTY REGARDING THE USABILITY OR CONVERTIBILITY OF ANY OF LICENSEE’S DATA, 
THE SUITABILITY OF THE SOFTWARE FOR LICENSEE’S NEEDS, OR ANY PERFORMANCE PROBLEM, CLAIM OF 
INFRINGEMENT OR OTHER MATTER ATTRIBUTABLE TO ANY USE OR MODIFICATION OF THE SOFTWARE, OR 
COMBINATION OF THE SOFTWARE WITH ANY OTHER SOFTWARE OR COMPUTER PROGRAM OR 
COMMUNICATIONS DEVICE, NOT EXPRESSLY AUTHORIZED BY COMPANY IN WRITING. COMPANY SHALL NOT BE 
LIABLE FOR INDIRECT, SPECIAL, INCIDENTAL OR CONSEQUENTIAL (INCLUDING LIABILITY IN TORT, STRICT OR 
OTHERWISE) DAMAGES ARISING DIRECTLY OR INDIRECTLY FROM THE SOFTWARE, THE USE, MISUSE, LOSS OF USE 
OR SALE THEREOF OR THE DELAY OR FAILURE OF DELIVERY OF THE SOFTWARE OR FROM ANY OTHER CAUSE 
WHATSOEVER EVEN IF IT HAS BEEN ADVISED OF SUCH POSSIBILITY. THE LIMITATIONS, EXCLUSIONS AND 
DISCLAIMERS IN THIS LICENSE SHALL APPLY IRRESPECTIVE OF THE NATURE OF THE CAUSE OF ACTION, DEMAND OR 
ACTION BY LICENSEE, INCLUDING BUT NOT LIMITED TO BREACH OF CONTRACT, NEGLIGENCE, TORT OR ANY OTHER 
LEGAL THEORY, AND REGARDLESS OF THE SUCCESS OR EFFECT OF OTHER REMEDIES. IN NO EVENT WILL THE 
AGGREGATE LIABILITY OF COMPANY TO LICENSEE UNDER THIS LICENSE FOR DAMAGES, COSTS, ATTORNEY’S FEES, 
EXPENSES OR INDEMNITY EXCEED THE TOTAL FEES PAID BY LICENSEE IN THE LAST TWELEVE MONTHS TO 
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COMPANY HEREUNDER. LICENSEE HEREBY WAIVES ANY CLAIM THAT THESE EXCLUSIONS DEPRIVE IT OF AN 
ADEQUATE REMEDY OR CAUSE THIS AGREEMENT TO FAIL OF ITS ESSENTIAL PURPOSE. 


15. Assignments by Company 


(a) Any and all rights and interests of Company under this License may be assigned, either in whole or in 
part, without notice to Licensee, and Licensee agrees that its rights under this License are expressly subject and 
subordinate to any and all security interests which may now or hereafter be placed by Company or its assigns upon 
the Software. All references in this subparagraph to assignment shall be deemed also to include any pledge, 
mortgage, transfer or other disposition. 


(b) Subject always to the foregoing provisions of subparagraph (a) of this section, this License shall inure 
to the benefit of, and shall be binding upon, the successors and assigns of the parties hereto and, where 
appropriate, their heirs, legatees and personal representatives. 


16. Defaults and Remedies 


(a) If (a) Licensee fails to pay any payment provided herein within thirty (30) days after the same is due 
and payable, or (b) Licensee fails to observe, keep or perform its obligations, covenants and agreements hereunder 
and does not cure such failure, within thirty (30) days after the sending of notice of such default by Company, or 
(c) any representation or warranty herein made by Licensee shall be proved to have been false or incorrect in any 
material respect when made, then and in each such event Company shall have the right, with thirty (30) days’ 
notice or demand, to exercise any one or more of the following remedies: 


i. To sue for and recover all payments, then due or thereafter accruing hereunder; 


ii.  If Licensee fails to surrender the Software and make assurances the Software was completely 
removed from all storage media controlled by Licensee, to bring an action in a court with jurisdiction over 
Licensee seeking injunctive relief mandating such removal and surrender of the Software; 


iii. To terminate this License as to any or all items of the Software; and 


iv. To pursue any other remedy available at law or in equity. 


The foregoing remedies are cumulative and not exclusive or sequential. 


(b) If Licensee believes Company’s performance under this contract is in breach of the contract, Company 
shall be allowed an opportunity to cure such breach.  Licensee shall provide no less than thirty (30) days written 
notice to Company detailing each instance of breach, including the facts and provisions of the contract breached, 
and the remedy Licensee seeks.  The remedy sought must be reasonably intended to allow the Company to fulfill 
the material provisions of the contract such that the Licensee would waive the breach and the contract may 
continue if the remedy is provided by Company.  Licensee shall act in good faith and take all reasonable steps to 
allow Company to cure any such breach.  Company and Licensee agree that thirty (30) days written notification, as 
defined in the “Notices” section of this contract, are a substantive, material and essential to the ability of the 
parties to perform their respective responsibilities.  The parties intend for this notice and right to cure provision to 
supersede any other provision in conflict within this contract, whether those provisions be contained in a 
document with precedence or not. 


17. Payment Obligation Absolute. Licensee’s obligations under this License, including the obligation to pay license 
fees unabated, shall continue in full force and effect regardless of any inability of Licensee to use the Software because of 
war, governmental regulations, or strikes, unless for breach of contract or warranty. 


18. Expenses of Company and Interest. 
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(a) Licensee shall reimburse Company for reasonable costs and expenses, including attorneys’ fees, costs 
and disbursement incurred by Company in exercising any of its rights or remedies in enforcing any of the terms, 
conditions or provisions hereof. 


(b) Licensee payment of invoices to Company are due within 45 days of receipt, unless otherwise 
specified in this contract.  Regardless or other notes and direction made by Licensee, Company shall apply 
payments to the oldest invoice unless the Licensee has rejected the deliverable for which the invoice was made.   


(c) Should Licensee fail to pay any amount required hereunder to be paid by Licensee to Company, within 
thirty (30) days after the due date thereof, Licensee shall pay unto the Company interest on the unpaid amount of 
such delinquent payment at the rate of eight percent (8%) per annum from the date such payment was due until it 
is paid in full, or, in the event such rate exceeds that which is permitted by applicable law, the highest permissible 
rate. 


19. Miscellaneous. 


(a) This Agreement creates no liability or responsibility for Company to maintain, setup, troubleshoot or 
otherwise support computer systems owned by Licensee. Licensee shall provide hardware and support for 
computer systems owned by Licensee. 


(b) Company shall comply with all federal, state, and local laws, regulations, executive orders and 
ordinances applicable to this Contract. 


(c) Workers’ Compensation Insurance. Company shall maintain during the term of this Agreement 
workers’ compensation insurance in compliance with applicable State law, which requires subject employers to 
provide workers’ compensation coverage for all their subject workers. 


(d) Professional Liability Insurance. Company shall maintain during the term of this Agreement 
professional liability insurance with a combined single limit, or the equivalent, of not less than one and one-half (1-
1/2) times the total amount payable to Company under this Agreement for each claim, incident or occurrence to 
cover damages caused by error, omission, or negligent acts related to the professional services to be provided 
under this Agreement. 


(e) General Liability Insurance. Company shall maintain during the term of this Agreement general 
liability insurance with a combined single limit, or the equivalent, of not less than one and one-half (1-1/2) times 
the total amount payable to Company under this Agreement for each occurrence for bodily injury and property 
damage. It shall include contractual liability coverage for the indemnities provided under this Agreement and 
endorsements for products, completed operations and personal injury. It also shall provide that the Licensee and 
their agencies, subdivisions, officers, employees and agents are additional insured but only with respect to 
Company’s services to be provided under this Agreement. 


(f) Automobile Liability Insurance. Company shall maintain during the term of this Agreement 
automobile liability insurance with a combined single limit, or the equivalent, of not less than the amount required 
under law for each accident for bodily injury and property damage, including coverage for owned, hired or non-
owned vehicles, as applicable. 


(g) Notice of Cancellation or Change. Company shall not cancel, cause a material change in, reduce its 
limits for or omit or intend not to renew the insurance coverage required under this Agreement without thirty (30) 
calendar days’ prior written notice from Company or its insurers to Licensee. 


(h) Certificates of Insurance. The certificates shall specify all of the parties who are additional insured and 
shall indicate all deductible amounts or retentions for all self-insurance. If requested, complete copies of insurance 
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policies shall be provided to Licensee. Company shall be financially responsible for all pertinent deductibles, self-
insured retention, and self-insurance. 


(i) Notices. Any and all notices (“Notices”) which either party hereto may desire to give to the other party 
hereunder shall be deemed to be duly given if and only if mailed by registered or certified mail, postage prepaid, 
addressed to the other party at its address as set forth below or at such other address as such party may designate 
to the other party in writing from time to time. Notification by any other means shall be considered a service 
request and a waiver of any related breach of contract dispute until such time as the party provides notice in 
accordance with this paragraph. 
 


If to Company:   GL Suite, Inc. 
PO Box 591 
Bend, Oregon 97709 


 


If to Licensee:  Mailing address identified by Licensee  


on Licensee’s public web site. 


(j) Waiver. The waiver by either party, or the failure by either party, to claim a breach, or give notice with 
respect thereto, of any provision of this License shall not be, or be held to be, a waiver of any subsequent breach, 
or as affecting in any way the effectiveness, of such provision. 


(k) Headings. The headings of the sections of this License have been inserted for convenience of 
reference only and shall in no way restrict or otherwise modify any of the terms or provisions hereof. 


(l) This License may be executed in any number of counterparts, each of which shall be deemed to be an 
original and all of which shall constitute one agreement which is binding upon all the parties hereto, 
notwithstanding that all parties are not signatories to the same counterpart. 


(m) This License and all rights and obligations of the parties hereunder and all rights and obligations of the 
parties shall be governed by, and construed and interpreted in accordance with, the laws of the State of Oregon 
applicable to agreements made and to be performed entirely within such State, including all matters of 
enforcement, validity and performance.  


(n) This License may only be amended in a written agreement executed by authorized representatives of 
both parties hereto. 


IN WITNESS WHEREOF, the parties hereto have caused this License to be duly executed the day and year first above 
written. 


GL Suite, Inc. 


By                                


Signature, Title       Date 


Licensee 


By                               


Signature, Title       Date 
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Pricing Addendum 


See Attachment J – Project Costs 


Initial Scope of Work Addendum 


See Attachment J – Project Costs 
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3 Attachment D 82 Section 21: Replace with: 


21.Ownership of Proprietary Information 


21.1Upon termination of this Contract for 


any reason other than successful 


completion, State waives all rights to 


Contactor IP and Deliverables.  State will 


immediately certify in writing the 


destruction of all Contractor IP and cease 


all use of Contractor IP. 


All IP Rights developed prior to or outside 


the scope of the Agreement will remain 


vested in their owner.  State acknowledges 


that any Contractor IP provided by 


Contractor under this Contract and any 


modification, adaptation or addition to that 


IP by State that is owned by Contractor 


under this Contract are valuable IP.  State 


warrants that it will protect the Contractor 


IP with the same care and diligence as it 


uses to protect its own IP.  State further 


warrants that it will not distribute the 


Contractor IP to any third party without 


Contractor’s express written permission, 


nor will it use the Contractor IP for any 


purpose except as expressly permitted 


under the Contract.  IP Rights for all 


modifications, adaptations or additions to 


the Contractor IP under this Contract will 


vest in Contractor.  Otherwise, exclusive 


ownership of any IP Rights in the 


Deliverables will immediately and directly 


vest in State and, to the extent ownership 


of such IP Rights does not so vest, 


Contractor irrevocably assigns such IP 


Rights as it owns to State.  State will 


ensure all moral rights, in relation to any 


IP Rights that were created by Contractor 


and which are owned by State under this 


clause, are waived before provision of the 


Deliverables to State. 


21.2 Except as expressly provided 


otherwise in the Contract, Contractor 


grants to State a perpetual, non-exclusive, 
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worldwide and irrevocable license to the 


Contractor IP included in the Deliverables, 


for State and its Affiliates, to use, copy and 


modify the Contractor IP only for State’s 


own maintenance, development and 


support of any Deliverable.  To avoid 


doubt, State may not develop new 


applications using the Contractor IP. 


 


 


ASSUMPTION SUMMARY FORM 


ASSUMPTION # 
RFP SECTION 


NUMBER 
RFP  


PAGE NUMBER 


ASSUMPTION 
(Complete detail regarding assumptions must 


be identified) 


1 4.3 14 Metex is assuming the support of one 


specified browser with support for additional 


browsers available at additional cost. 


2 4.4 15 Metex is assuming that the majority of the 


business requirements excluding obvious 


specific additions like “a single integrated 


system” are covered by the existing 


functionality of the existing systems. 
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Tab VI – Section 4 – System Requirements 


4. SYSTEM REQUIREMENTS   


4.1 VENDOR RESPONSE TO SYSTEM REQUIREMENTS 


 


Vendors must explain in sufficient detail how the vendor will satisfy the 


Manufactured Housing Division’s project requirements described below and in 


Attachment O ~Requirements Matrix.  If subcontractors will be used for any of 


the tasks, vendors must indicate what tasks and the percentage of time 


subcontractor(s) will spend on those tasks. 


Metex does not use subcontractors to deliver projects. 


Metex with use specialized technology and processes developed over the last 15 


years to migrate the existing applications/databases into a single integrated 


application using a centralized database that meets the requirements defined in 


this RFP.  Metex will work with MHD to develop a design for the user  interface 


based on the existing functionality with enhancements as described in the RFP.  


Since Metex will be able to re-engineer a majority of the functionality from the 


existing application the Metex process will take significantly less time with much 


less risk.  Metex has specialized technology to develop models of the existing 


applications and very quickly integrate them into a common interface that can be 


demonstrated for the users to review.  Metex will also develop an integrated 


database design and data migration scripts.  Metex will test most of this 


functionality internally prior to delivery to MHD for acceptance testing. 


4.2 COMPUTING PLATFORM 


 


The server and desktop environments at the Department of Business & Industry 


and MHD is Windows.  For virtual environments VMWare is used.   


 


In terms of hosting applications, MHD is open both State hosted or vendor hosted 


solutions.  MHD will evaluate the merits of each.  The state hosting options 


include: 


 


 MHD hosting on one of their existing servers (or purchase new server); or 


 EITSD hosting on a virtual server in the state server farm facility. 


  


Systems hosted on State servers should run on a Windows Server environment.  


However, MHD is open to discuss other platforms. 


Metex can support the documented State hosting environments.  The State can self 


host the application or select a hosting vendor of their choice.  Metex is assuming 


a Microsoft environment for both the application and database. 
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4.3 TECHNICAL REQUIREMENTS 


The following are some, but not all computing technical requirements: 


 The proposed vendor solution should be web-based and support standard 


commercial browsers.  


Yes, Metex will deliver a web-based application based on .Net MVC 


standards that comply with State standards and support the specified 


commercial browsers. 


 The system must have robust security features that meet all state and 


industry security standards.  This includes the encryption of sensitive data 


such as Personal Identifiable Information (e.g. SSNs).  The system must 


support complex passwords and enforce periodic resetting of passwords.  


Yes, Metex will deliver an application that follows State specifications and 


is integrated with State security capabilities. 


 The system must have user friendly reporting tools that allow 


knowledgeable users to extract the information they need from the system. 


MHD will be able to use existing reporting tools to interface with the 


central database server. 


 The system must have full backup and recovery capabilities. 


The system will take advantage of backup and recovery capabilities of the 


selected hosting site. 


 As a desired feature, the system should have API’s that will allow it to 


integrate with the OpenText, File 360 document management system in 


the future.  Integration is not included in the scope for this project. 


Metex design of the application will support integration with document 


management systems and any existing integration in the current 


applications will be migrated to the new application. 


4.4 FUNCTIONAL REQUIREMENTS 


Vendors should also review Attachment N - MHD Operation and Information 


Technology Overview to have a full understanding of MHD’s requirements.  The 


proposed system must support MHD’s core business processes, including: 


 Permitting and Inspections 


 Titling  


 Licensing 


 Investigations 


 Mobile Home Parks 


 Lot Rent Subsidy 


 Education 


Metex confirms we have reviewed the updated Attachment N. 
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4.5 SECURITY STANDARDS 


4.5.1 System must meet State security standards for transmission of personal 


information as outlined in NRS 205.4742 and NRS 603A. 


Metex will support these standards through application design. Specific 


support may depend on environment configuration setting of the hosting 


environment. 


4.5.2 Protection of sensitive information will include the following: 


4.5.2.1 Sensitive information in existing legacy applications will encrypt 


data as is practical. 


Yes 


4.5.2.2 Confidential Personal Data will be encrypted whenever possible. 


Yes 


4.5.2.3 Sensitive Data will be encrypted in all newly developed 


applications. 


Yes 


4.5.3 All information technology services and systems developed or acquired by 


agencies shall have documented security specifications that include an 


analysis of security risks and recommended controls (including access 


control systems and contingency plans).  


Metex designs the application architecture to follow current industry best 


practices for security. Metex uses standard tools to validate the application 


code against security standards and make relevant corrections at pre-


agreed points in the migration process.  Security also depends on the 


environment and manual processes which are already defined as outside 


the scope of this project. 


4.5.4 Security requirements shall be developed at the same time system planners 


define the requirements of the system.  Requirements must permit updating 


security requirements as new threats/vulnerabilities are identified and/or 


new technologies implemented. 


Metex designs the application architecture to follow current industry best 


practices for security.  Security requirement updates during the 


development process may incur change control. 


4.5.5 Security requirements and evaluation/test procedures shall be included in 


all solicitation documents and/or acquisition specifications. 


Security requirements are included as part of the RFP.  Evaluation/test 


procedures are a standard part of the Metex process with specific test 


cases provided prior to the project or developed under mutual agreement 


during the initial phase of the project. 
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4.5.6 Systems developed by either internal State or contracted system developers 


shall not include back doors, or other code that would cause or allow 


unauthorized access or manipulation of code or data. 


Agreed. 


4.5.7 Security specifications shall be developed by the system developer for 


approval by the agency owning the system at appropriate points of the 


system development or acquisition cycle. 


Agreed and a standard part of the Metex process. 


4.5.8 All system development projects must include a documented change 


control and approval process and must address the security implications of 


all changes recommended and approved to a particular service or system.  


The responsible agency must authorize all changes. 


Agreed and standard part of the Metex Statement of Work(SOW) which 


includes appropriate approval processes for both parties. 


4.5.9 Application systems and information that become obsolete and no longer 


used must be disposed of by appropriate procedures.  The application and 


associated information must be preserved, discarded, or destroyed in 


accordance with Electronic Record and Record Management requirements 


defined in NRS and NAC 239, Records Management. 


The State will have ownership and control of the system and data. 


4.5.10 Software development projects must comply with State Information 


Security Consolidated Policy 100, Section 4.7, Software Development and 


Maintenance and State Standard 131, “Security for System Development”. 


4.5.10.1 Separate development, test and production environments must be 


established on State systems. 


Agreed. The State will provide and have complete control of 


these environments. 


4.5.10.2 Processes must be documented and implemented to control the 


transfer of software from a development environment to a 


production environment. 


Agreed. The State will provide and have complete control of 


these environments. 


4.5.10.3 Development of software and tools must be maintained on 


computer systems isolated from a production environment. 


Agreed. The State will provide and have complete control of 


these environments. 
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4.5.10.4 Access to compilers, editors and other system utilities must be 


removed from production systems. 


Agreed. The State will provide and have complete control of 


these environments. 


4.5.10.5 Controls must be established to issue short-term access to 


development staff to correct problems with production systems 


allowing only necessary access. 


Agreed. The State will provide and have complete control of 


these environments. 


4.5.10.6 Security requirements and controls must be identified, 


incorporated in and verified throughout the planning, 


development, and testing phases of all software development 


projects.  Security staff must be included in all phases of the 


System Development Lifecycle (SDLC) from the requirement 


definitions phase through implementation phase. 


Agreed.  Metex will be executing a modernization process which 


is different from a standard SDLC project, but will include the 


appropriate input and checkpoints. 
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Tab VII – Section 5 – Scope of Work 


5. Scope of Work 


Metex does not use sub-contractors. 


5.4 PLANNING AND ADMINISTRATION 


5.4.1 Objective 


To establish a clear, comprehensive project plan, processes and tools to 


effectively manage the project through to completion.  Also, ensure 


effective collaboration between the contractor and stakeholders throughout 


the project. 


Metex has a well documented process for application modernization as 


evidenced by the Sample Metex Statement of Work(SOW) which is mutually 


agreed to before the project starts. Detailed responsibilities and 


timeframes for delivery are laid out for both parties.  Milestones, 


acceptance criteria and process details are clearly documented.  A change 


control process with mutual approval processes is also documented.  Metex 


expects the provided Sample SOW will need to be revised to reflect the UI 


design process. 


5.4.2 Activities 


The awarded vendor must: 


5.4.2.1 MHD and the vendor work together to define the detailed project 


plan, schedule, deliverables, and roles and responsibilities.   


Metex has a well defined process and documents this information 


in our Statement of Work(SOW) prior to beginning the project. 


5.4.2.2 MHD and the vendor will also define the processes and tools to 


manage and control the project (including change control and 


communication plan). 


Metex typically uses Microsoft Project supported by weekly status 


reporting and a web based defect tracking system that will be 


available to MHD. 


5.4.2.3 MHD and the vendor will work together to develop a project risk 


management plan. 


This will be part of developing the detailed project plan. 


5.4.2.4 Vendor to participate in bi-weekly project status meetings with 


MHD and other stakeholders.   


Metex typically has weekly status meetings with status reports but 


will support a frequency that makes sense to MHD. 
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5.4.2.5 Vendor to attend and participate in all other project related 


meetings.  When appropriate the vendor will need to prepare 


materials and/or briefings for the meetings. 


Metex expects to be a partner with MHD in delivering this project 


and expects to work closely to deliver a successful project.  Metex 


anticipates being able to provide all of this support remotely but is 


able to provide onsite support as requested. 


5.4.2.6 Vendor to provide written monthly project status reports to MHD.  


Contents must include: overall completions status in terms of 


MHD approved project plan and deliverable schedule, 


accomplishments during the period, problems encountered and 


proposed/actual resolutions, what is to be accomplished in the next 


reporting period, identification of schedule slippage and strategy 


for resolution, contractor staff assigned and their location and 


schedule, and state resources required for activities during the next 


time period. 


In general Metex provides this type of reporting on a weekly basis.  


5.4.3 Deliverables 


 


5.4  PLANNING AND ADMINISTRATION DELIVERABLES 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.4.3.1 Detailed Project Plan 5.4.2.1 10 


5.4.3.2 
Defined processes for managing 


and controlling the project 
5.4.2.2  


N/A 


5.4.3.3 Risk management plan 5.4.2.3 5 


5.4.3.4 Participation at all meetings  5.4.2.4 ~ 


5.4.2.5 


5 


5.4.3.5 Written monthly status reports 5.4.2.6 5 


 


5.5 TASK 1 – REVIEW AND VALIDATE REQUIREMENTS AND GAP/FIT 


ANALYSIS 


5.5.1 Objective: 


To ensure the vendor has a clear understanding of MHD’s requirements, 


“map” the requirements to their system, identify gaps and identify options 


to address the gaps.  If the vendor proposes a custom solution, this task 


will focus on the system design. 


Metex will be using a technology based approach to migrate the existing 


business functionality in the current applications into a modern 


architecture.  This will include integration of the multiple user 







 


 


 


Replacement of Manufactured Housing  RFP 3238 Page 25 of 136 


Division’s Core Systems   Master 
Metex Response – Technical Proposal 


interfaces(UI) into a single consistent UI.  Metex will work with MHD to 


design a UI for approval during this task.  


5.5.2 Activities: 


5.5.2.1 The vendor will review relevant MHD artifacts (e.g. 


documentation, forms, reports, etc.) and interview key MHD staff 


to fully understand MHD’s operation and system requirements.   


Metex will analyze the existing applications and RFP documents to 


propose a revised architecture and UI design based on industry 


best practices.  Metex will solicit suggestions for improvement of 


the current applications/process from key MHD staff 


5.5.2.2 The vendor will document the gaps between MHD’s needs and 


what their software supports.  They will also document options 


(including cost estimates) to address the gaps, including: custom 


development, process work-arounds, and utilization of 3rd party 


projects. 


Metex will provide an Architecture Design Document that will 


include a proposed UI design mock up and present this to MHD 


through a series of LiveMeeting presentations to gather feedback 


for improvements and discuss options. 


5.5.2.3 The vendor will perform a thorough walk-through demonstration 


of their system showing how it supports MHD’s business 


processes, and explaining the various options to address the gaps in 


software functionality.  Based on the results of the review, MHD, 


working with the vendor will make decisions on how the gaps will 


be addressed. 


Metex will provide an Architecture Design Document that will 


include a proposed UI design mock up and present this to MHD 


through a series of LiveMeeting presentations to gather feedback 


for improvements and discuss options.  Metex will identify any 


additional cost items that do not fit within the scope of the fixed 


price agreement. 


5.5.3 Deliverables 


5.5  Review and Validate Requirements and Gap/Fit Analysis 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.5.3.1 Gap analysis report, which includes 


description of gaps and options to 


address the gaps, including costs 


(one-time and ongoing). 


5.5.2.1 


5.5.2.2  


 


15 
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5.5  Review and Validate Requirements and Gap/Fit Analysis 


5.6.3.2 Comprehensive walk-through of 


system, showing how it supports 


each of MHD’s core business 


processes and demonstrating how 


the gaps can be addressed.  


 


5.5.2.3 10 


 


5.6 TASK 2 – SYSTEM DESIGN/IMPLEMENTATION CONFIGURATION 


5.6.1 Objective: 


The objective of this task is to develop a design document that describes 


the system architecture, the software and hardware components.  The 


design documentation should be to a level of detail that all project 


stakeholders can understand what will be developed/implemented.  Note: 


For COTS solutions, this does not need to be an extensive document.    


Metex expects to develop this document in the previous Task.  Metex will 


be leveraging existing State capabilities as part of the architecture design. 


5.6.2 Activities: 


5.6.2.1 Based on requirements and gap analysis, the vendor will develop 


system design specifications.  This includes, but not limited to: 


A.  Overall system architecture, including technology that will be 


used (hardware & software), including any third-party 


products that will be used; 


Agreed. 


B.  Configuration parameters, including, but not limited to: 


lookup values, event triggers, key data fields, user roles, user 


interface and screen navigation, list of key reports and 


description on how they will be developed, etc. ;   


Metex will be leveraging the current application functionality 


as well as agreed updates based on the previous Task. 


C.  Description of administrative functions (technical and non-


technical) MHD will need to perform for the ongoing support 


of the system; and  


Metex will be leveraging existing State capabilities. 


D.  Description of security and backup and recovery methods 


and technology. 


Metex will be leveraging existing State capabilities. 
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5.6.3 Deliverables 


5.6  SYSTEM DESIGN/IMPLEMENTATION CONFIGURATION 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.6.3.1 System Design/Implementation 


Configuration 


5.6.2 


 


10 


 


5.7 TASK 3 – SETUP AND CONFIGURE/BUILD SYSTEM 


5.7.1 Objective: 


The objective of this task is to configure/customize/develop, test, and 


deliver a fully functional system that meets MHD’s requirements.  


Throughout this task, the vendor must work closely with MHD staff to 


verify the system will meet their requirements in an intuitive and 


efficient manner.   


5.7.2 Activities: 


5.7.2.1 Establish development, test environments, training & production 


environments. 


Metex works with State resources to establish the key development 


environments using Metex virtual facilities.  Metex will provide 


remote access to the appropriate environments for MHD 


resources. 


5.7.2.2 Configure/customize/develop system to meet MHD’s needs. 


A.  Configure/develop system components according to 


specifications. 


Metex will use specialized technology and process to 


modernize the existing applications/databases into the target 


architecture.  Metex will perform significant internal testing 


on the application prior to release to MHD for acceptance 


testing. 


B.  Perform structured demonstrations/pilots/walkthroughs of 


system components to users at various stages this task to 


ensure the end product is on target.  Prior to UAT, users need 


to see how the system will provide end-to-end support for all 


their business processes.   


Metex will schedule walkthroughs of the modernized 


application at appropriate points in the development cycle to 


gather feedback on actual vs expected behavior of the system.  


Metex may also demonstrate quality and consistency issues 


with data that will impact migration into a common database 







 


 


 


Replacement of Manufactured Housing  RFP 3238 Page 28 of 136 


Division’s Core Systems   Master 
Metex Response – Technical Proposal 


to allow MHD resources to begin any clean up that might be 


necessary.  


C.  Adjust/modify system based on user feedback.  If necessary, 


re-demonstrate system after making the changes.   


This is part of the Metex process. 


D.  The vendor will conduct thorough quality assurance testing 


of system and correct defects prior to delivering it for User 


Acceptance Testing (UAT) and production.  The vendor will 


also ensure the system meets appropriate performance and 


throughput requirements.   


Metex QA team internally executes the acceptance test cases 


against the developed application.  The actual acceptance 


test process does not begin until Metex testing results reaches 


a reasonable level of quality based on statistical analysis. 


E.  Conduct walkthrough of entire system with users prior to 


UAT. 


Metex typically does a preliminary source code walk through 


with technical resources to review code quality.  Metex 


normally does not need to provide a walkthrough to the end 


users because the modernized application replicates the UI 


of the original.  Metex believes that the modernized MHD 


application will largely reflect existing functionality and the 


UAT team will only need a high level overview of the 


application to understand the overall navigation of the 


integrated applications.  Metex will work with MHD to 


determine mutually agreeable solution. 


5.7.3 Deliverables 


 


5.7 BUILD AND IMPLEMENT SYSTEM 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.7.3.1 Configured working system – 


vendor to conduct demonstrations/ 


pilot/walk-throughs of system 


components. 


5.7.2.1  


5.7.2.2 


 


TBD 


5.7.3.2 Deliver fully functional system that 


the vendor has fully tested. 


5.7.2.2 TBD 


5.7.3.3 Walk-through of entire system 


prior to UAT. 


5.7.2.2 E 10 
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5.8 TASK 4 – DATA MIGRATION 


5.8.1 Objective: 


 


The objective of this task is to migrate historical data from the existing 


legacy systems to the new system. 


5.8.2 Activities: 


5.8.2.1 The vendor shall work with MHD to develop a comprehensive data 


migration plan.  The legacy systems will include the following 


systems: Permits Database (Access), Labels and Insignia Database 


(foxpro), Titling Database (foxpro), Licensing Database (foxpro), 


Parks Database (foxpro) and Investigations Database.  Note: MHD 


will work with the vendor to develop a plan that is feasible, given 


limited funds.  The plan must include at a minimum: 


A.  Map legacy data to the new system.  MHD will provide staff 


knowledgeable of the existing systems. 


Metex will work with MHD to develop migration scripts for 


the existing databases that will be delivered to MHD as part 


of the project.  These scripts will migrate and validate the 


data from the original application databases to the single 


integrated database. 


B.  Document business rules and program specifications for 


extracting legacy data, performing data cleansing, and 


loading it to the new system and validating it. 


Metex will attempt to identify possible quality/consistency 


issues that may impact the migration of the existing 


databases into a single integrated database.  Metex 


anticipates that there may be consistency issues with data 


items that become foreign keys(Names, Locations, etc.) and 


may request assistance from MHD to clean up these issues. 


5.8.2.2 The vendor will work with MHD to define test cases for validating 


the migrated data.  


Metex will provide validation of the data migration as part of the 


process.  Per item B above, Metex will work with MHD to develop 


a process to resolve consistency and quality issues related to the 


data migration process. 


5.8.2.3 Migrate legacy data to the test environment for demonstrations and 


UAT. 


Metex will provide data migration scripts(programs, instructions, 


etc.) to perform and validate the migration process.  Metex will 


have executed these scripts in the Metex environments and verified 


correct functionality with test data prior to releasing them to 
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MHD.  Metex will assist MHD in resolving issues with the 


migration scripts. 


5.8.2.4 Migrate legacy data to the production environment prior to go-live. 


Metex will provide data migration scripts(programs, instructions, 


etc.) to perform and validate the migration process.  Metex does 


not expect to have access to the MHD production environment in 


the interest of avoiding sensitive data issues. Metex will assist 


MHD in resolving issues with the migration scripts. 


5.8.3 Deliverables 


 


5.8 DATA MIGRATION 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.8.3.1 Detailed data migration plan. 5.8.2.1  


 


10 


5.8.3.2 Test cases for validating converted 


data (ensure accuracy of data 


migration). 


5.8.2.2 


5.8.2.3 


10 


5.8.3.3 Migrate data to test and production 


environments. 


5.8.2.4 10 


 


 


5.9 TASK 5 – USER ACCEPTANCE TESTING  


5.9.1 Objective: 


The objective of this task is to ensure the system meets MHD’s 


functional requirements.  MHD, with the assistance of the vendor will 


develop a User Acceptance Test (UAT) Plan and test cases.  The vendor 


will need to provide a fully functional system for UAT.   


5.9.2 Activities: 


5.9.2.1 The vendor will provide a fully functional test environment and 


system prior to the start of UAT.  This includes ensuring the 


database tables are properly populated to support all test cases, 


including daily, weekly, monthly, quarterly and annual processes.  


Metex provides these environments using Metex virtual resources 


and will have validated the majority of the acceptance test cases 


prior to the software being released to MHD.  Metex will release 


the software as an executable using standard Microsoft 


deployment methodology.  Metex will also provide the database 


migration scripts that MHD can execute.  Metex expects MHD to 


provide a testing environment using their choice of hosting 


partners that reflects the configuration of the production 
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environment to ensure accurate testing.  Metex can provide 


optional support for the MHD test environment if requested. 


5.9.2.2 The vendor will provide training to the MHD team that so that they 


understand how to use the system prior to testing.   


Metex provides detailed deployment documentation using standard 


Microsoft methodology that is very simple to use.  Metex will 


provide support to the MHD team during initial iterations of this 


process. 


5.9.2.3 The vendor will review MHD’s UAT plan and test cases and 


provide constructive feedback on the approach and testing 


coverage.   


Per the Metex Sample SOW, Metex expects to receive this 


information and provide feedback on this critical information very 


early in the process to avoid significant impact to the project in 


later stages. 


5.9.2.4 Vendor will provide technical support throughout the UAT task 


and correct software defects, data issues, and other system issues in 


an expedient manner to keep testing on schedule.   


Per the Metex Sample SOW, this is a standard part of the Metex 


process.  Metex also provides web based defect tracking software 


(ClearView) to enhance communication between MHD and Metex. 


5.9.3 Deliverables 


 


5.9 USER ACCEPTANCE TESTING 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.9.3.1 Test environment and fully 


functioning system, including test 


data (vendor to have performed 


comprehensive system testing). 


5.9.2.1  


 


NA 


 


5.9.3.2 Vendor training of UAT team so 


that they understand the system to 


a level necessary to complete UAT. 


5.9.2.2 


 


5 


5.9.3.3 Review of MHD’s UAT plan and 


cases. 


5.9.2.3 NA 


5.9.3.4 Technical support and timely 


remediation of defects, data and 


system issues throughout the UAT. 


5.9.2.4 TBD 
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5.10 TASK 6 – DOCUMENTATION 


5.10.1 Objective: 


The objective of this task is to develop user and system documentation 


that will allow MHD to effectively utilize, operate and maintain the 


system. 


5.10.2 Activities: 


5.10.2.1 Vendor will develop user manual for system users, tailored to 


MHD’s terminology and business processes. 


Metex will provide a user manual using MHD’s terminology and 


business process. 


5.10.2.2 Vendor will provide online user help that ties to the context of 


the specific area of the system (or function) that is in use.  


Metex will provide context sensitive help in the application. 


5.10.2.3 Vendor will develop system administration/operations guide for 


MHD and state technical staff to operate and maintain the 


system.  The includes, but not limited to: maintenance of user 


accounts and roles, configuring system parameters and business 


rules, security features, running of jobs, backup and recovery, 


building and running reports, setup of letter templates, etc. 


Metex will provide system administration documentation for the 


application.  Functions and processes that are managed by State 


hosting processes may not be appropriate to include in detail in 


this document. 


5.10.3 Deliverables 


 


5.10  DOCUMENTATION 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.10.3.1 User manual. 5.10.2.1  


 


15 


5.10.3.2 Online help functionality and 


content. 


5.10.2.2 


 


10 


5.10.3.3 System administration/operations 


guide. 


5.10.2.3 10 


 


5.11 TASK 7 – TRAINING 


5.11.1 Objective: 


Develop and execute training for users, trainers and technical staff.  


Training will need to cover all key aspects of the system and presented in 


the context of how MHD staff performs their business processes.   
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5.11.2 Activities: 


5.11.2.1 The vendor and MHD will work together to develop a training 


plan that describes the objectives, content and duration for each 


topic/module, as well as the delivery approach. 


Metex will work with MHD to develop a training plan based on 


Train the Trainer. 


5.11.2.2 The vendor, working with MHD will develop training materials 


and scenarios. 


Metex will work with MHD to develop training materials based 


on Train the Trainer. 


5.11.2.3 The vendor will provide a training environment with a fully 


functional system that is populated with data necessary to cover 


the subject matter described in the training plan and materials.   


Metex typically uses a copy of the acceptance testing 


environment for training.  MHD will work with their hosting 


vendor to replicate this environment for training. 


5.11.2.4 The vendor will conduct training which is tailored to MHD’s 


business processes.  MHD is open to the train-the-trainer 


approach. 


Metex will provide Train the Trainer based training. 


5.11.3 Deliverables  


 


5.12 TRAINING 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.11.3.1 Training plan. 5.11.2.1  


 


5 


5.11.3.2 Training materials and scenarios. 5.11.2.2 


 


10 


5.11.3.3 Fully functional training 


environment with data. 


5.11.2.3 5 


5.11.3.4 Training. 5.11.2.4 10 


 


5.12 TASK 8 – TRANSITION TO PRODUCTION 


5.12.1 Objective: 


The objective of this task is to migrate to the new production system and 


ensure a smooth transition for MHD’s operations. 
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5.12.2 Activities: 


5.12.2.1 The vendor and MHD will work together to develop a transition 


plan that will insure system availability to all users and minimize 


the impact to MHD’s operations. 


Metex will work with MHD to ensure that MHD technical staff 


has the information and support required to successfully 


implement the application.  Metex recommends that MHD have 


some experienced users work with the system in a trial mode 


after acceptance testing.  No acceptance test has 100% coverage 


of the application functionality and experienced users will be 


able to verify if there are any unusual behaviors by just playing 


with the system outside of the tightly scripted acceptance test 


environment. 


5.12.2.2 The vendor performs a final conversion from the legacy systems 


just prior to go live.  The final data conversion will be scheduled 


to minimize the impact to MHD’s operations.   


Mete x will provide the data migration scripts transfer and verify 


the production information.  In the interest of security of 


personal information, Metex does not expect to have direct 


access to MHD production information.  Metex expects that 


MHD will have done a practice run of the data migration 


process at least once prior to full implementation. 


5.12.2.3 The vendor will provide immediate technical support at least the 


first Three weeks of production to address any critical issues that 


may arise.  Vendor will have staff available to monitor system 


and communicate with MHD staff.   


Metex will have staff available during normal business hours for 


the first 3 weeks to provide support and correct any critical 


issues.  Since Metex expects MHD to host the application in the 


existing State environments, monitoring and first line support of 


the application are best handled through those resources. 


5.12.3 Deliverables 


 


5.12 TRANSITION TO PRODUCTION 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.12.3.1 Production transition plan. 5.12.2.1  


 


5 


5.12.3.2 Final conversion of legacy data to 


new system. 


5.12.2.2 


 


10 
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5.12 TRANSITION TO PRODUCTION 


5.12.3.3 Technical support after go-live for 


at least two weeks. 


5.12.2.3 15 


 


5.13 TASK 9 – POST IMPLEMENTATION REVIEW 


5.13.1 Objective: 


The objective of this task is to evaluate the new system from a functional 


and performance perspective approximately eight to ten weeks after 


completion of the production rollout.   


5.13.2 Activities: 


5.13.2.1 The vendor and MHD will work together to develop a Post 


Implementation Review Plan (PIRP). 


This is a standard part of the Metex process.  Metex believes that 


technical leads from the hosting environment should also be 


included as part of the review process. 


5.13.2.2 MHD, working closely with the vendor, will execute the PIPR to 


validate that the production system meets MHD’s requirements 


and that the vendor is meeting their service level requirements. 


 


5.13.2.3 The vendor will resolve reported deficiencies in a timely manner.   


Metex will support its commitments and does not typically 


encounter any significant issues after initial implementation. 


5.13.3 Deliverables 


 


5.13 POST IMPLEMENTATION REVIEW 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 


ESTIMATED 


REVIEW TIME 


(WORKING 


DAYS) 


5.13.3.1 Post Implementation Review Plan. 5.13.2.1  


 


10 


5.13.3.2 Execute Plan. 5.13.2.2 


 


N/A 


5.13.3.3 Resolution of system and vendor 


operational issues. 


5.13.2.3 TBD 
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Tab VIII– Section 6 – Company Background and References 


6. Company Background and References 


6.1 Vendor Information 


6.1.1 Vendors must provide a company profile in the table format below. 


 


Question Response 


Company name: Metex Inc. 


Ownership (sole proprietor, partnership, 


etc.): 


C-Corporation 


State of incorporation: TX 


Date of incorporation:  


# of years in business:  


List of top officers: David Dai 


Location of company headquarters: Toronto, Ontario, Canada 


Location(s) of the company offices: Houston, TX 


Location(s) of the office that will provide 


the services described in this RFP: 


Houston, TX 


Number of employees locally with the 


expertise to support the requirements 


identified in this RFP: 


Not Applicable 


Number of employees nationally with the 


expertise to support the requirements in 


this RFP: 


50 


Location(s) from which employees will be 


assigned for this project: 


To Be Determined 


 


6.1.2 Please be advised, pursuant to NRS 80.010, a corporation organized 


pursuant to the laws of another state must register with the State of Nevada, 


Secretary of State’s Office as a foreign corporation before a contract can be 


executed between the State of Nevada and the awarded vendor, unless 


specifically exempted by NRS 80.015. 


Agreed. 


6.1.3 The selected vendor, prior to doing business in the State of Nevada, must 


be appropriately licensed by the State of Nevada, Secretary of State’s 


Office pursuant to NRS76.  Information regarding the Nevada Business 


License can be located at http://sos.state.nv.us.  


 


Question Response 


Nevada Business License 


Number: 


Metex will obtain the appropriate 


license after being selected as the 


winning vendor. 


Legal Entity Name: Metex Inc. 


 



http://sos.state.nv.us/
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Is “Legal Entity Name” the same name as vendor is doing business as? 


Yes X No  


 


If “No”, provide explanation. 


 


6.1.4 Vendors are cautioned that some services may contain licensing 


requirement(s).  Vendors shall be proactive in verification of these 


requirements prior to proposal submittal.  Proposals that do not contain the 


requisite licensure may be deemed non-responsive. 


Metex is not aware of any licensing requirements. 


6.1.5 Has the vendor ever been engaged under contract by any State of Nevada 


agency?   


 


Yes  No X 


 


6.1.6 Are you now or have you been within the last two (2) years an employee of 


the State of Nevada, or any of its agencies, departments, or divisions? 


 


Yes  No X 


 


6.1.7 Disclosure of any significant prior or ongoing contract failures, contract 


breaches, civil or criminal litigation in which the vendor has been alleged 


to be liable or held liable in a matter involving a contract with the State of 


Nevada or any other governmental entity.  Any pending claim or litigation 


occurring within the past six (6) years which may adversely affect the 


vendor’s ability to perform or fulfill its obligations if a contract is awarded 


as a result of this RFP must also be disclosed. 


 


Does any of the above apply to your company? 


 


Yes  No X 


 


6.1.8 Vendors must review the insurance requirements specified in Attachment 


E, Insurance Schedule for RFP 3238.  Does your organization currently 


have or will your organization be able to provide the insurance 


requirements as specified in Attachment E. 


 


Yes X No  
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Any exceptions and/or assumptions to the insurance requirements must 


be identified on Attachment B, Technical Proposal Certification of 


Compliance with Terms and Conditions of RFP.  Exceptions and/or 


assumptions will be taken into consideration as part of the evaluation 


process; however, vendors must be specific.  If vendors do not specify 


any exceptions and/or assumptions at time of proposal submission, the 


State will not consider any additional exceptions and/or assumptions 


during negotiations.   


Agreed. 


Upon contract award, the successful vendor must provide the Certificate 


of Insurance identifying the coverages as specified in Attachment E, 


Insurance Schedule for RFP 3238. 


Agreed. 


6.1.9 Company background/history and why vendor is qualified to provide the 


services described in this RFP.  Limit response to no more than five (5) 


pages. 


 


6.1.10 Length of time vendor has been providing services described in this RFP to 


the public and/or private sector.  Please provide a brief description. 


 


6.1.11 Financial information and documentation to be included in Part III, 


Confidential Financial Information of vendor’s response in accordance 


with Section 12.5, Part III – Confidential Financial.  


6.1.11.1 Dun and Bradstreet Number  


200 515 604 


6.1.11.2 Federal Tax Identification Number 


98-0388468 


6.1.11.3 The last two (2) years and current year interim: 


A.  Profit and Loss Statement  


B.  Balance Statement 


Metex is a privately held company and as such does not publicly 


disclose financial information. 


6.2 SUBCONTRACTOR INFORMATION 


6.2.1 Does this proposal include the use of subcontractors? 


 


Yes  No X 
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6.3 BUSINESS REFERENCES 


6.3.1 Vendors should provide a minimum of five (5) business references from 


similar projects performed for private, state and/or large local government 


clients within the last four (4) years. 


 


6.3.2 Business references must show a proven ability of: 


6.3.2.1 Implementing systems for other government agencies that 


perform similar functions as MHD, such as: 


 Permitting and inspection. 


 Seals (inventory tracking of seals and issuance). 


 Licensing. 


 Titling. 


 Parks (MHD understands this is a somewhat unique 


application and is weighted as a lessor priority than the 


others). 


 Public online lookup of records. 


 Support online payment and issuance of permits (public self 


service capabilities). 


 


6.3.2.2 Developing, designing, implementing and/or transferring a large 


scale application with public and/or private sectors; 


The South Dakota and two PowerBuilder projects were far 


larger and more complex than the MHD project.  Metex has also 


delivered multiple projects with over 2 million lines of code. 


6.3.2.3 Successful ongoing support of the system for client, including 


effective deployment of upgrades; 


Metex provides the full source code for the delivered application 


and Metex customers typically provide their own support.  Metex 


is currently working with several customers who need additional 


support after delivery and have contracted with Metex. 


6.3.2.4 Developing and executing a comprehensive application test plan; 


Metex typically delivers projects on a turnkey basis with much of 


the initial testing done internally and a fully tested and 


functional system delivered as the end product. 


6.3.2.5 Developing and implementing a comprehensive training plan; 


Metex migrates the existing application into the new a browser 


based architecture with very similar look and feel so that 


minimal training is required. Based on the unique requirements 


for this project, Metex can work with MHD to develop a training 


plan as an optional service. 
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6.3.2.6 Experience with comprehensive project management; 


Metex has been delivering large, complex application/database 


migration projects for the last 15 years and retains highly 


qualified and certified project management professionals on 


staff. 


6.3.2.7 Experience with cultural change management; 


Both South Dakota and University of Washington went from a 


locally managed FoxPro application to a centrally 


managed/supported application using corporate facilities. 


6.3.2.8 Experience working with business partners that are proposed on 


this project (if relevant); and 


N/A 


6.3.2.9 Experience with data migration. 


Metex has been providing data migration as part of our projects 


for over 15 years and 3 of the 5 reference customers had data 


migrations. 


6.3.2.10 Maintaining effective backup and recovery infrastructure. 


Metex customers leverage existing corporate infrastructure with 


no dependencies on Metex. 
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6.3.3 Vendors must provide the following information for every business 


reference provided by the vendor and/or subcontractor: 


 


Reference #: 1 


Company Name: State of South Dakota 


Identify role company will have for this RFP project 


(Check appropriate role below): 


 VENDOR  SUBCONTRACTOR 


Project Name: BFM 


Primary Contact Information 


Name: Colin Keeler 


Street Address: 700 Governors Drive, Kneip Building 


City, State, Zip: Pierre, SD, 57501 


Phone, including area code: 605-773-3411 


Facsimile, including area code:  


Email address: colin.keeler@state.sd.us 


Alternate Contact Information 


Name:  


Street Address:  


City, State, Zip:  


Phone, including area code:  


Facsimile, including area code:  


Email address:  


Project Information 


Brief description of the 


project/contract and description 


of services performed: 


Migration of a large, complex state 


wide budgeting application from 


FoxPro to .Net and migration of 


FoxPro databases to MS-SQL. The 


application had approximately 


300,000 lines of source code 


Original Project/Contract Start 


Date: 


March 12, 2014 


Original Project/Contract End 


Date: 


December 2014 


Original Project/Contract Value: $750,000 


Final Project/Contract Date: July 2015 


Was project/contract completed 


in time originally allotted, and if 


not, why not? 


Project was slightly delayed due to 


testing blackouts due to state budget 


processes. 


Was project/contract completed 


within or under the original 


budget / cost proposal, and if 


not, why not? 


Yes 
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Reference #: 2 


Company 


Name: 
University of Washington 


Identify role company will have for this RFP project 


(Check appropriate role below): 


 VENDOR  SUBCONTRACTOR 


Project Name: SFS 


Primary Contact Information 


Name: Andrew Monusko 


Street Address: 129 Schmitz Hall 


City, State, Zip: Seattle, WA, 98195 


Phone, including area code: 206-543-4694 


Facsimile, including area code:  


Email address: amonusko@u.washington.edu 


Alternate Contact Information 


Name:  


Street Address:  


City, State, Zip:  


Phone, including area code:  


Facsimile, including area code:  


Email address:  


Project Information 


Brief description of the 


project/contract and description 


of services performed: 


Migration of Student Financial System 


application from FoxPro to .Net and 


migration of FoxPro databases to MS-


SQL. 


Original Project/Contract Start 


Date: 


February 25, 2015 


Original Project/Contract End 


Date: 


October 2015 


Original Project/Contract 


Value: 


$170,000 


Final Project/Contract Date: December 2015 


Was project/contract completed 


in time originally allotted, and if 


not, why not? 


Project was slightly delayed due to 


testing blackouts due to University 


Financial processes. 


Was project/contract completed 


within or under the original 


budget / cost proposal, and if 


not, why not? 


No, the University did not provide all 


the original source code for estimating 


purposes and changed target 


architecture requirements after signing 


the contract due to staff changes. 
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Reference #: 3 


Company 


Name: 
Metropolitan Council(Minneapolis/St.Paul) 


Identify role company will have for this RFP project 


(Check appropriate role below): 


 VENDOR  SUBCONTRACTOR 


Project 


Name: 


SAC 


Primary Contact Information 


Name: Sara Landgreen 


Street Address: 390 Robert Street North 


City, State, Zip: St.Paul, MN 55101 


Phone, including area code: 651-602-1022 


Facsimile, including area code:  


Email address: sara.landgreen@metc.state.mn.us 


Alternate Contact Information 


Name:  


Street Address:  


City, State, Zip:  


Phone, including area code:  


Facsimile, including area code:  


Email address:  


Project Information 


Brief description of the 


project/contract and description 


of services performed: 


Migration of Service Availability 


Charge application from OracleForms 


to .Net. 


Original Project/Contract Start 


Date: 


May 2015 


Original Project/Contract End 


Date: 


July 2015 


Original Project/Contract 


Value: 


$60,000 


Final Project/Contract Date: August 2015 


Was project/contract completed 


in time originally allotted, and 


if not, why not? 


Project was slightly delayed due to 


delays in getting contract signed. 


Was project/contract completed 


within or under the original 


budget / cost proposal, and if 


not, why not? 


Yes. 
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Reference #: 4 


Company 


Name: 
Delphi Logistics 


Identify role company will have for this RFP project 


(Check appropriate role below): 


 VENDOR  SUBCONTRACTOR 


Project 


Name: 


PowerBuilder Modernization 


Primary Contact Information 


Name: Terry Johnston 


Street Address: 4980 Barranca Pkwy 


City, State, Zip: Irvine, CA 92604 


Phone, including area code: 949-350-4844x113 


Facsimile, including area code:  


Email address: terry.johnston@delphilogistics.com 


Alternate Contact Information 


Name:  


Street Address:  


City, State, Zip:  


Phone, including area code:  


Facsimile, including area code:  


Email address:  


Project Information 


Brief description of the 


project/contract and 


description of services 


performed: 


Migration of PowerBuilder application 


to Java 


Original Project/Contract Start 


Date: 


September 2013 


Original Project/Contract End 


Date: 


June 2014 


Original Project/Contract 


Value: 


Metex cannot disclose contract 


information for a non-governmental 


customer 


Final Project/Contract Date: June 2014 


Was project/contract 


completed in time originally 


allotted, and if not, why not? 


Yes. 


Was project/contract 


completed within or under the 


original budget / cost proposal, 


and if not, why not? 


Yes. 
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Reference #: 5 


Company 


Name: 
TransMaxTech 


Identify role company will have for this RFP project 


(Check appropriate role below): 


 VENDOR  SUBCONTRACTOR 


Project Name: PowerBuilder/Sybase Modernization 


Primary Contact Information 


Name: Linda Wilson 


Street Address: 46302 McClellan Way 


City, State, Zip: Sterling, VA 20165 


Phone, including area code: 571-338-0910x305 


Facsimile, including area code:  


Email address: lwilson@transmaxtech.com 


Alternate Contact Information 


Name:  


Street Address:  


City, State, Zip:  


Phone, including area code:  


Facsimile, including area code:  


Email address:  


Project Information 


Brief description of the 


project/contract and description 


of services performed: 


Migration of a large PowerBuilder 


application to .Net and Sybase 


databases to MS-SQL 


Original Project/Contract Start 


Date: 


June 2012 


Original Project/Contract End 


Date: 


December 2012 


Original Project/Contract Value: Metex cannot disclose contract 


information for a non-governmental 


customer 


Final Project/Contract Date: December 2012 


Was project/contract completed 


in time originally allotted, and if 


not, why not? 


Yes. 


Was project/contract completed 


within or under the original 


budget / cost proposal, and if 


not, why not? 


Yes. 
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Tab IX – Attachment I – Proposed Staff Resume 


Metex works on a fixed price basis using a technology based modernization factory process with 


very little dependence on any individual resources.  Metex will assign appropriate resources to a 


project from our resource pool as required. As such, Metex does not provide the names of 


specific resources but the provided resumes are for actual Metex employees.  Metex is willing to 


name key employees such as the project manager and architecture prior to the signature of a 


contract. 
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COMPANY NAME: Metex Inc. 


Contractor Subcontractor 


Name:   Key Personnel 


Classification: Project Manager # of Years in Classification: 25 


Brief Summary of 


Experience: 


Has more than 25 years of experience in the areas of project management for 


modernization projects and systems development. 


 


Areas of specialization includes: 1) Application Modernization 2) Various 


application development & support projects incorporating a variety of project 


formats from waterfall and agile development to modernization techniques. 


He is very experienced in all aspects of application development and the 


standards compliance process which is an integral part of all IT projects. He 


has led many IT implementation projects (including functions that range from 


scoping and documentation to development and testing) for Canadian and 


international based global corporations in a variety of industries and 


government organizations.  


 


# of Years with Firm: 10 


RELEVANT PROFESSIONAL EXPERIENCE 


Required Information: 


 
MMYYYY to Present: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement:  


EDUCATION 


Institution Name: 
City: 
State: 
Degree/Achievement: 
Certifications: 


 


 


 


Bachelor of Applied Science, Masters in Computer Science 


Prince2 Certification (UK equivalent of PMP) 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 


Environments:   


Hardware:   


Software:   


Tools:   


Databases:   
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COMPANY NAME: Metex Inc. 


Contractor Subcontractor 


Name:   Key Personnel 


Classification: Technical Architect # of Years in Classification: 20 


Brief Summary of 


Experience: 


As an experienced Technical Architect in the Metex application 


modernization practice. Provides advanced technical expertise to enterprise 


modernization projects to a wide range of public and private company clients 


as well as not for profit organizations. Has led many large and complex 


modernization projects over the past fourteen years at Metex across diverse 


industries and sectors. His projects have included public and private sector 


firms and optimization projects, enterprise risk In addition to his client service 


responsibilities, has played a leadership role at Metex on a national basis 


through developing thought leadership and Metex methodology in the areas of 


modernization processes and application conversion.  


Has been involved with all aspects of standards compliance process including 


project management, conducting disclosure and technology risk assessments, 


project scoping, documenting processes and controls, developing and 


executing tailored programs for testing and evaluating modernized 


applications  


Is a high level specialist and has been heavily involved over the past 10 years 


in the development of Metex’s methodology and approach for documenting, 


evaluating, testing and reporting on advanced processes and controls. Has led 


numerous modernization projects of both databases and applications. 


# of Years with Firm: 


15 + years of modernization experience with Metex. 


Has been with Metex since 1999 and has been involved in over 20 application 


and database modernization projects 


RELEVANT PROFESSIONAL EXPERIENCE 


EDUCATION 


Institution Name: 
City: 
State: 
Degree/Achievement: 
Certifications: 


 


 


 


PhD in Mathematics, Masters in Computer Science 


 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 


Environments:   


Hardware:   


Software:   


Tools:   


Databases:   
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COMPANY NAME: Metex Inc. 


Contractor Subcontractor 


Name:   Key Personnel 


Classification: .Net Project Lead # of Years in Classification: 15 


Brief Summary of 


Experience: 


As a Senior .NET project leader in Metex. He specializes in IT risk and 


governance, including information security, regulatory compliance and 


privacy.  Recent engagements include an IT governance audit for a large 


financial institution, advisory assistance on the development and population 


of an IT operational risk management framework for a large financial 


institution, advisory assistance for a large retailer on accounting and system 


issues resulting from new system implementation, as well as a comprehensive 


security review of governance, logical and physical security for a public 


sector application. 


He has extensive experience in IT including the design, development and 


delivery of large scale strategic programs related to application 


modernization. 


Prior to joining Metex he spent over 10 years in both operational and 


development roles at large companies in a variety of industry sectors. 


Has extensive experience in the implementation of application modernization, 


as well as for IT governance and controls within IT organizations of varying 


size, complexity and organizational structures.  


# of Years with Firm: 


10 + years of modernization experience with Metex. 


Has been with Metex for over 10 years and has always been involved with 


over 15 application modernization projects during that period. 


RELEVANT PROFESSIONAL EXPERIENCE 


EDUCATION 


Institution Name: 
City: 
State: 
Degree/Achievement: 
Certifications: 


 


 


 


BA in Computer Science 


 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 


Environments:   


Hardware:   


Software:   


Tools:   


 


COMPANY NAME: Metex Inc. 
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Contractor Subcontractor 


Name:   Key Personnel 


Classification: Senior .Net/Java Developer # of Years in Classification: 20 


Brief Summary of 


Experience: 


As a senior developer in Metex’s modernization team specializing in UI 


optimization as well as consolidation and reuse of business logic. He was 


involved in modernization projects for small, medium and large capitalization 


clients in public and private sectors. 


Has considerable experience in all aspects of the application modernization 


process and he has extensive knowledge of various application frameworks and 


the Metex processes.  


Accordingly plans and manages all aspects of our work (controls documentation, 


testing, remediation plan development, coordination, etc.) including the design 


assessment and testing of support functions. Is our most experienced 


development specialist  in the area of UI optimization by which he assists our 


clients to enhance the design of their UIs and in doing so the extent of 


management reliance on these functions.  


Has extensive experience in implementing accessibility features conforming to 


WC3 and WCAG 2.0 standards in a wide variety of IT environments, with a 


specific focus on .NET and Java web solutions. 


# of Years with Firm: 15 years of Application Modernization – With Metex since 2000 


RELEVANT PROFESSIONAL EXPERIENCE 


EDUCATION 


Institution Name: 
City: 
State: 
Degree/Achievement: 
Certifications: 


 


 


 


BA in Computer Science, Masters in Computer Science 


 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 


Environments:   


Hardware:   


Software:   


Tools:   


Databases:   


REFERENCES 
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COMPANY NAME: Metex Inc. 


Contractor Subcontractor 


Name:   Key Personnel 


Classification: 
Lead Application 


Modernization Tester # of Years in Classification: 15 


Brief Summary of 


Experience: 


As an experienced application tester with almost 10 years of experience with 


Metex’s application modernization practice. Has gained extensive experience 


documenting business processes, evaluating the design and effectiveness of 


testing methodologies and providing valuable recommendations to address 


any deficiencies. With his experience with a diverse client base, has provided 


various testing related services to organizations across a wide range of 


industries, including the public and private sectors in North America and 


Europe. 


Engagement experience has included considerable exposure to the assessment 


of the design and testing of operating effectiveness of various test plans.  is 


our lead senior tester for the design assessment and testing work we do for 


client’s that are undergoing modernization projects. Accordingly, he has deep 


knowledge of our testing assessment methodology, and how that methodology 


is practically applied within a conversion environment. He is experienced in 


working with the broad spectrum of client stakeholders.  


In addition to his modernization testing experience, he has extensive 


experience in executing all aspects of Metex modernization processes 


including scoping and risk assessment, documenting and assessing internal 


controls (manual and IT application controls, executing testing and defining 


plans for remediation). He has a solid understanding and practical experience 


with leading practices for creating test cases within an “optimized” and often 


time constrained application modernization program. 


# of Years with Firm: 


He has been involved with many projects since starting with Metex in 2004. 


Testers are usually involved in many projects at the same time. In this role, has 


managed the QA staff and assisted in the preparation/execution of test cases on 


both the legacy and target platforms. 


RELEVANT PROFESSIONAL EXPERIENCE 


EDUCATION 


Institution Name: 
City: 
State: 
Degree/Achievement: 
Certifications: 


 


 


 


BA in Computer Science 


 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 
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Tab X – Preliminary Project Plan 


 


 







 


 


 


Replacement of Manufactured Housing  RFP 3238 Page 54 of 136 


Division’s Core Systems   Master 
Metex Response – Technical Proposal 


This page intentionally left blank 


 







 


 


 


Replacement of Manufactured Housing  RFP 3238 Page 55 of 136 


Division’s Core Systems   Master 
Metex Response – Technical Proposal 


Tab XI – Requirements Matrix 


1 – General Enterprise Requirements 
 


  MHD Replacement of Core Systems - RFP#:3238           


 
 


     FUNCTIONAL AREA:  1.0 - GENERAL ENTERPRISE REQUIREMENTS 
    (A)  The General Enterprise Requirements can apply to all functional areas and business processes 


within the Manufactured Housing Division. 
   


 
 


     
 


 
     Require- 


ment ID 
Requirements Reference 


to Other 
MHD Items 


Project 
Priority 
1, 2, or 3 


Vendo
r 


Respo
nse 


Require
ment 
In the 


Scope of 
This 


Project? 
(Yes/No 
and Est 


Cost) 


Vendor 
Response 


Explanation 
and 


Comments 
(Vendor can x-


reference other 
materials if 


appropriate) 


1.1 The system shall support a global feature of exporting all data 
to a printer or a file in a Word, PDF or Excel format. 


  1 S Yes MHD will own 
and host all 
data in system 
and can export 
data to any 
format 
required.  
Requirement 
appears to be 
aimed at SAAS 
vendors and 
would not thus 
apply to Metex. 
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Metex would 
like to 
understand 
business 
requirements 
rather than 
technical 
specification for 
this 
requirement. 


1.2 The system shall support linking records across functional 
areas (using available foreign keys), including, but not limited 
to:  
-  Licensee record (license #) 
-  Permit record (permit #) 
-  Inspection record (permit #) 
-  Park record (park #) 
-  Lot rent subsidy (park #, applicant/recipient) 
-  Title (serial # of unit) 
-  labels and insignias (label/Insignia #) 
-  Inspectors - link to permit/inspection/labels & insignias 
 
(note: the current databases currently do not have this 
integration, they are all stand-alone) 


  1 S Yes This will be part 
of the database 
modernization 
to MS-SQL.  
Metex will also 
include the 
functionality of 
foreign keys 
being hyperlinks 
where they 
appear in the 
application and 
clicking on the 
hyperlink will 
take the user to 
the detail 
screen for that 
specific object. 


1.3 The system shall globally  support key business 
functions/processes described  in the attached document 
"MHD Operation and IT Overview" 


  1 S Yes Metex is 
assuming that 
the 
requirements 
are supported 
by the 
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functionality of 
the existing 
system being 
modernized into 
the target 
architecture. 


1.4 The system shall provide robust capability to support multiple 
user roles, including, but not limited to:-  System 
Administrator-  View only-  Update and execution of 
processes (based on functional area they are responsible for-  
Supervisor - for approval of certain transaction, updates or 
over-rides. 


  1 M Yes Metex is 
assuming that 
role based 
security can be 
based on 
existing  state 
based security 
infrastructure 
and 
incorporated 
into the 
application 
modernization 
process with 
further 
clarification 
from MHD 
resources. 


1.5 The system shall provide the capability to automate 
correspondence.  This can include, but not limited to:  
-  Allow users to create/modify/setup letter templates 
-  Automatic generation of form letters (populated from the 
database)  
-  Mail merge, automatic generation of mail labels  
-  Automatic generation of letters and emails (based on MHD 
business rules) 


  1 M Yes The existing 
system appears 
to support parts 
of this 
requirement.  
Metex will be 
able to 
modernize 
existing 
templates to 
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use the new 
database.  MHD 
will be able to 
use MS-Office 
functionality to 
manage 
templates.  
Automated(Sch
eduled) 
generation 
based on 
templates will 
depend on state 
server based 
scheduling 
capabilities/serv
ices or possible 
integration with 
existing 
workflow tools. 


1.6 The system shall provide reporting/query tools that allow end 
users to create and run reports (users can define data, 
selection, filter, sort criteria, and basic mathematical 
formulas).  Capabilities shall include, but not limited to: 
-  Ad hoc report generation 
-  Complex data searches 
-  Generation of statistical reports 
-  Trend analysis reports 
-  Ability to download results into documents and 
spreadsheets (including transferring queries to Microsoft 
Office products) 
-  Printing reports 


  1 S Yes MHD will own 
and host the 
data in a 
database server 
of their choice.  
MHD can use 
the reporting 
tool of their 
choice including 
MS-RS or MS-
Office.  Reports 
in the existing 
databases will 
be migrated to 
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MS-RS. 


1.7 The system shall provide the ability for a trained system 
administrator (with minimal technical background) to modify 
system lookup values. 


  1 S Yes Metex is 
assuming that 
the 
requirements 
are supported 
by the 
functionality of 
the existing 
system being 
modernized into 
the target 
architecture. 


1.8 The system shall provide the ability for a trained system 
administrator (with minimal technical background) to setup 
and modify letter templates. 


  1 S Yes MHD will be 
able to use MS-
Office 
functionality 
connected to 
the modernized 
MS-SQL 
database to 
support 
templates 
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1.9 The system shall provide the ability to perform mail 
merges/generate mailing labels.   


  1 S Yes MHD will be 
able to use MS-
Office 
functionality 
connected to 
the modernized 
MS-SQL 
database to 
support mail 
meres/mailing 
labels. 


1.10 The system shall provide comprehensive security feature, 
including, but not limited to data encryption, complex user 
passwords, separation of duties, audit trails, cyber security (if 
vendor is hosting), etc.  


  1 S Yes MHD will be 
responsible for 
hosting the 
application and 
database which 
means they will 
control most of 
these 
capabilities 
through 
configuration of 
the 
environment.  
Metex 
architects the 
modernized 
application to 
support current 
best practice 
standards. 
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1.11 The system shall support processing financial transactions 
related to payments for permits, fines, titles, licensing, and 
other items.  This includes, but not limited to: 
-  Generating receipts 
-  Tracking payments to transaction (e.g. permit, title, 
licensee, etc.) 
-  NSFs 
-  Tracking accounts receivables 


  1 S Yes Metex is 
assuming that 
the 
requirements 
are supported 
by the 
functionality of 
the existing 
system being 
modernized into 
the target 
architecture. 


1.12 The system shall support integration with the State's 
payment processing vendor (Wells Fargo) for accepting online 
payments (e.g. paying for permits online) 


  1 S     


1.13 The system shall have a comprehensive, reliable backup and 
recovery capability along with a recovery plan and 
instructions. 


  1 S Yes MHD will be 
responsible for 
hosting the 
application and 
database which 
means they will 
be able to 
leverage the 
capabilities of 
their hosting 
supplier. 


1.14 The system shall have reasonable response-
time/performance for both  "Back office" users (state staff) 
and external customers (accessing services over the Internet).  
Note: The state understands the vendor is not responsible for 
those items outside it's control, such as the State's network 
or the Internet.  This requirement is to ensure the vendor's 
solution is properly designed for performance and efficiency. 


  1 S Yes Metex 
rearchitects the 
existing 
application to 
make use of 
current best 
practices and 
standards for 







 


 


 


Replacement of Manufactured Housing  RFP 3238 Page 62 of 136 


Division’s Core Systems   Master 
Metex Response – Technical Proposal 


the target 
environment.  
Performance 
will be 
dependent on 
the hosting 
environment. 


1.15 The system shall allow authorized users to configure "alerts" 
based on dates, timeframes, task dependencies, etc. 


  1 M No, $?   


1.16 The system shall have streamlined navigation, where there is 
a minimal amount of screens and clicks to accomplish a task. 


  1 S Yes Metex will 
integrate the 
multiple 
applications 
into a single 
applications and 
provide a 
common 
navigation 
framework in 
consultation 
with MHD as 
part of the 
modernization 
process. 


 







 


 


 


Replacement of Manufactured Housing  RFP 3238 Page 63 of 136 


Division’s Core Systems   Master 
Metex Response – Technical Proposal 


2 – Permits & Inspections 
 


  MHD Replacement of Core Systems - RFP#: 3238           


 
 


     FUNCTIONAL AREA:  2.0 - Permits and Inspections 
     


 
 


     
 


 
     Require- 


ment ID 
Requirements Reference 


to Other 
MHD 
Items 


Project 
Priority 
1, 2, or 


3 


Vendor 
Response 


Requirement 
In the Scope 


of This 
Project? 


(Yes/No and 
Est Cost) 


Vendor Response 
Explanation and 


Comments 
(Vendor can x-


reference other 
materials if 


appropriate) 
2.1 The system shall support the core permitting and 


inspections processes described in Attachment: L - MHD 
Operations and Information Technology Overview.  This 
includes: 
-  Issuing Permits 
-  Scheduling and Conducting inspections (including re-
inspections) 
-  Recording Inspection Results 
-  Plan review 


  1 S Yes   


2.2 The system shall provide menu driven system at time of 
permit application to automatically generate permit 
numbers, automatically generate fees, geographic area 
and type of permit. Ability to “auto populate" known 
fields.  System checks to see all required information is 
valid before proceeding to issuance. 


  1 S Yes   


2.3 The system shall allow generation of daily inspection 
reports pending by office, area, inspectors and type, 
including open permits and 30 days prior to expiration. 


  1 S Yes Metex is assuming 
that the 
requirements are 
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supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


2.4 The system shall provide the ability to look-up all active 
licensees and permits with the state by category and/or 
location, look up by license #, name of company, and 
name of responsible personnel by date. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


2.5 The system shall allow search, retrieval and 
viewing/editing of all active permits, status, activity, 
attached documents or geographic location. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


2.6 The system shall allow email and/or text notifications to 
applicant of issuance, status, inspections, inspection 
failures, corrective actions, scheduled request 
confirmations or other issues. 


  2 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture.  
Metex is assuming 
that support for 
text(SMS) 
notifications will be 
handled through 
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MHD email 
infrastructure. 


2.7 The system shall have automated alerts and reminders 
for staff based on key dates, events or timeframes. 


  1       


2.8 The system shall have the ability to generate ad hoc 
reports generated from user defined query. Reports 
shall have built in templates and also the ability to 
generate reports defined by user using any/all data 
fields. The system shall have the ability to include 
wildcards in search query. 


  1 S Yes MHD will own and 
host the data in a 
database server of 
their choice.  MHD 
can use the reporting 
tool of their choice 
including MS-RS or 
MS-Office.  Reports 
in the existing 
databases will be 
migrated to MS-RS. 


2.9 The system shall have the ability to flag permits that are 
still open or need corrections. System reminds staff 
weekly of items so they can be addressed in a timely 
manner. Flag permits based on 10, 20 and 30+ days 
aging for appropriate follow up and generate  those 
reports. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


2.10 The system shall have the ability to calculate time and 
travel costs automatically from the location of the 
assigned inspector to the applicant’s site of inspection; 
including manageable parameters for both a time factor 
and a distance factor. 


  1       
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2.11 The system shall have the capability upon final 
inspection, seal and certificate information to be 
entered into database. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


2.12a The system shall allow users to attach and manage 
documents and pictures related to a permit or 
inspection. User shall be able to label and categorize 
documents and allow a comment section. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


2.12b The system shall support a compliance label and insignia 
database to support  the entry, lookup and reporting of 
Trip permits, IN labels, FH insignias, CC insignias, and MC 
insignias.  


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


2.12c The vendor shall support data conversion of the existing 
Trip permits, IN labels, FH insignias, CC insignias, and MC 
insignias database into the new system. 


  2 S Yes Metex will provide 
database migration 
scripts as part of the 
modernization 
process. 
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2.13 The system shall support a compliance label and insignia 
inventory system allowing for effective tracking of labels 
and insignias, including a way to complete a periodic 
reconciliation of all labels regardless of status, like; 
installed on building, in possession of inspector, in file 
cabinet not yet assigned. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


2.14 The system shall allow users to apply re-inspection fees 
and corrective actions to permits and inspections. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


2.15 The system shall allow the capability to flag open 
permits if a licensee has had their license revoked, 
suspended or expired. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 
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2.16 The system shall allow users to easily navigate and view 
information on a permit or inspection including but not 
limited to: 
- Contact information (all parties connected to the 
permit) 
-  Activities/correspondence 
-  Corrective actions 
-  Violations 
-  Re-inspections 
-  Actions taken 
-  Payment history 
-  Inspection history 
-  Documents attached to permit 
-  Licensee 
-  Compliance labels and insignias issued 
- Addenda 
- Dates (all) 
- Any field 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


2.17 The system shall provide the ability to close a permit if a 
vendor is fired by the owner and have the ability to 
reference it to a new permit issued to complete the 
work. Ability to flag new permit for follow up by staff of 
proper closeout of prior permit. 


  2 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 
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2.18 The system shall track and report permit and inspection 
related metrics.  Examples including, but not limited to:- 
Timeframes between key dates or events- Avg. 
timeframe from permits open to closed, by type- Avg. 
timeframe to complete certain tasks-aging reports 
showing permits that are taking excessive time- permits 
by type, opened/closed in a user defined time period- 
permits assigned to a specific investigator/auditor 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


2.19 The system shall provide the ability in the permit 
application process to have a field for permit numbers or 
multiple permit #'s from other agencies corresponding 
to the MHD permit being issued.  


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


2.20 The system shall provide the ability to determine if 
engineering or plan check is required, and the ability to 
figure those fee’s into a permit application.  


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 
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2.21 The system shall provide the ability to allow public 
access via the internet to, including but not limited to: 
- purchase permits 
- pay online 
- request inspections 
- look-up a list of all active licensees with the state by 
category and/or location 
- Real time updates/results of inspection requests. 
- View applicant’s active permits, status, corrections and 
activity  


  2 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


2.22 The system shall support an administrative function to 
allow authorized users to maintain and modify fees 
related to the various permits. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 
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3 – Licensing 
 


  MHD Replacement of Core Systems - RFP#: 3238           


 
 


     FUNCTIONAL AREA:  3.0 -Licensing  
     


 
 


     
 


 
     Require- 


ment ID 
Requirements Reference 


to Other 
MHD 
Items 


Project 
Priority 
1, 2, or 


3 


Vendor 
Response 


Requirement 
In the Scope 


of This 
Project? 


(Yes/No and 
Est Cost) 


Vendor Response 
Explanation and 


Comments 
(Vendor can x-


reference other 
materials if 


appropriate) 
3.1 The system shall support the core licensing processes 


described in Attachment: L - MHD Operations and 
Information Technology Overview.  This includes: 
-  Processing new applications 
-  Processing renewals 
-  Processing record changes (e.g. status, contact 
information, effective dates, licensing information, etc.) 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


3.2 The system shall support a database for the entry, 
retrieval and management of licensing. 


  1 S Yes Metex will 
modernize the 
existing databases 
into MS-SQL 
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3.3 The system shall support the maintenance of contact 
records for "individuals", including, but not limited to 
the following fields: 
SS Number, Last Name, First, Address, City, St, Zip, Cell 
Phone, Work Phone, Personal Email, Application 
Received, License Classification, Title with drop down for 
Owner, Officer, Salesperson, or RME option; Date 
original license issued or denied, Status, Reason for 
Denial, Comments.   


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


3.4 The system shall support multiple licenses for an 
individual licensee.  Also, maintain records of both active 
and inactive licenses.   


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


3.5 The system shall support “Company” records with the 
following fields:  License Number, Business Name, DBA 
Name, Physical Address, Mailing Address, City, St, Zip, 
Phone, Company Email, Status, Date original license 
issued, Expiration date, and Comments.The system shall 
also identify the company type (e.g. sole proprietorship, 
LLC, etc.). 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


3.6 The system shall allow additional information fields for 
any given license type to support any unique data 
requirements.  (For example, Specialty Serviceperson 
Licenses require the licensee to have a valid contractor's 
license from the Nevada State Contractor's Board, which 
has 50 plus classifications.  Users will need to the 
classifications that apply.). 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
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target architecture. 


3.7 The system shall support relationships between 
"individuals" and "companies".  The relationships should 
include, but not limited to: 
-  Relationship type (e.g., owner, partner, officer, 
member, employee) 
-  Effective dates of relationships (for active and inactive 
status) 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


3.8 The system shall support “Limited Lien Resale License” 
with the following fields:  Mobile Home Park, Landlord 
or Manager, Year and Manufacturer, serial Number, 
Date license issued; Disclaimer: This license is valid for 
one sale of the above listed manufactured home only.  A 
copy of this Limited Lien Resale License must be 
provided to the buyer at the time of the sale. NAC 
489.780 
(Note: this is a newer license type not tracked in the 
current FoxPro database.  These are issued for a one-
time sales transactions) 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


3.9 Generate a monthly report of all expired licenses and 
also print applicable renewal applications that can be 
edited at any time. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 
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3.10 The system will automatically change status of all 
companies who’s expiration date has passed, to 
“inactive.”The system will also generate a "license 
expired" notice that can be sent to the licensee.   


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


3.11 The system shall support ease and flexibility in the 
configuration of license document formats (layout and 
data elements) and support multiple options for printing 
using standard printers.    


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture.   


3.12 The system shall automatically generate license numbers 
when licenses are issued.  The system shall provide MHD 
options to customize the numbering system format to 
meet it's needs (for example, options to include alpha 
characters, imbed year, etc.). 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


3.13 The system shall provide the option to automatically 
generate renewal notices.  The system shall provide the 
option to print (for standard mail) or send email 
notifications to licensees.   


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 
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3.14 The system shall provide flexible reporting capabilities 
(ad hoc and development of standard reports) related to 
licensing information.   


  1     


MHD will own and 
host the data in a 
database server of 
their choice.  MHD 
can use the reporting 
tool of their choice 
including MS-RS or 
MS-Office.  Reports 
in the existing 
databases will be 
migrated to MS-RS. 


3.15 The system shall support licensees performing  online 
renewals (over the Internet).  


  1 S Yes 


Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 
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4 - Investigations 
 
  MHD Replacement of Core Systems - RFP#: 3238           
   


    FUNCTIONAL AREA:  4.0 - Investigations   


       
       
    Require- 


ment ID 
Requirements Reference 


to Other 
MHD 
Items 


Project 
Priority 
1, 2, or 


3 


Vendor 
Response 


Requirement 
In the Scope 


of This 
Project? 


(Yes/No and 
Est Cost) 


Vendor Response 
Explanation and 


Comments 
(Vendor can x-


reference other 
materials if 


appropriate) 
4.1 The system shall support the core Investigations 


processes described in Attachment: L - MHD Operations 
and Information Technology Overview.  This includes: 
-  Capturing data for: complainant, respondent, 
complaint, other parties associated to the 
complaint/case 
-  Maintaining log of all activities and correspondence 
-  Generate correspondence (letters & emails) 
-  Assigning cases 
-  Updating status and resolution 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


4.2 The system shall have the capability of Menu driven 
system to facilitate complaint information entry. Should 
include menus for: Type of complaint, Dates, 
Investigator, Location, Resolutions, etc. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 
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4.3 The system shall allow Open fields for Complainant and 
Respondent information, plus other contacts related to 
the case. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


4.4 The system shall allow Open fields for Case Notes   1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


4.5     1       


4.6 The system shall support Electronic storage (attached to 
a case) of complaint documents, letters, orders, photos 
etc. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


4.7 The system shall have the ability to print screen (not just 
screen print – but to be able to print complete field) 


  1       


4.8 The system shall support the Ability to Generate Reports 
on complaints by Type, Location, Date Range, Status 
(open, closed, currently open, hearing requested, fines 
issued) Complainant, Respondent, Hearings, Violations, 
Fines, all fields. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 







 


 


 


Replacement of Manufactured Housing  RFP 3238 Page 78 of 136 


Division’s Core Systems   Master 
Metex Response – Technical Proposal 


target architecture. 


4.9 The system shall provide the ability to generate Monthly 
Investigations Report, Ability to generate notifications to 
Investigators of critical dates or actions needed. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


4.11 The system shall have the Ability to associate complaints 
with Park data (i.e. the mobile home park that is 
associated with the complaint).  Users should be able to 
lookup a park record and view all complaints associated 
with that park.    
 
When a case is setup, the users should be able to link 
the park record the  case. 


  2 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


4.12 The system shall generate statistical reports, including  
performance indicators - # of complaints by type, # 
closed, average days to close 


  2 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


4.13 The system shall support an online, interactive,  
complaint form, where the public can submit a 
complaint using the internet.   


  3 M No, $3,000   
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4.14 The system shall provide the ability for the public to 
Look-up, using the Internet,  disciplinary action taken by 
the Division against Licensees and Parks.  


  3 M No, $? It is unclear if 
tracking of 
disciplinary action is 
existing functionality 
in the current system 
or is additional 
enhancements 
would be required to 
provide this 
requirement. 


4.15 The system shall provide the  ability  for a complainant 
to track the status of their complaint using the Internet. 


4.13 3 M No This requirement 
should be tied to 
4.13 
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5 – Lot Rent Subsidy 
 
  MHD Replacement of Core Systems - RFP#: 3238           


       


FUNCTIONAL AREA:  5.0 - Lot Rent Subsidy      


       
       
Require- 
ment ID 


Requirements Reference 
to Other 


MHD 
Items 


Project 
Priority 
1, 2, or 


3 


Vendor 
Response 


Requirement 
In the Scope 


of This 
Project? 


(Yes/No and 
Est Cost) 


Vendor Response 
Explanation and 


Comments 
(Vendor can x-


reference other 
materials if 


appropriate) 
5.1 The system shall support the core Lot Rent Subsidy 


Program processes described in Attachment: L - MHD 
Operations and Information Technology Overview.  This 
includes: 
- Application Process 
-  Monthly Process (including tracking subsidy payments) 
-  Annual Process 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 
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5.2 The system shall have the ability to support multiple 
fields. Fields to include: Last 4# of SS, Name, Space #, 
Date application received, Sex, DOB, auto populate Park 
address from Park database, lot address, mailing 
address, phone #’s, email address, size of home, rent 
amount, date applied, date approved, date subsidy 
starts, status dropdown, subsidy amount, reasons for 
denial dropdown, dropdown for specific codes,  income, 
nationality, disabled, single parent household, county, 
female head of household, household type, number of 
adults, number of children, automatic # for waitlist, 
comment section, with all information printable.   


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


5.3 The system shall free format "notes" field for the 
recipient record.  (For example, may include notes for 
contacts, such as name and phone number of social 
worker or family member) 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


5.4 The system shall provide the ability to search and sort by 
any, and multiple, fields and issue reports based on 
particular field search and date ranges. 


 1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


5.5 The system shall provide the ability to create customized 
reports & program statistics – export to Excel or mail 
merge for letters and labels.  


  1     MHD will own and 
host the data in a 
database server of 
their choice.  MHD 
can use the reporting 
tool of their choice 
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including MS-RS or 
MS-Office.  Reports 
in the existing 
databases will be 
migrated to MS-RS. 


5.6 The system shall have the ability to generate reports for 
recipients by park, current recipients, amounts paid by 
recipient, park for date ranges, statistics for monthly 
average time for approvals,  number of go back letters 
sent, # of recipients by area, denials, approvals, 
ineligibles and waitlist. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


5.7 The system shall provide tracking for refunds due from 
parks to MHD.  (Example: MHD continues to pay the 
park for a subsidy recipient that is no longer qualified.  
The park must refund any excess funds paid back to 
MHD).   


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


5.8 The system shall have the ability to generate mail merge 
labels and all letters to parks and recipients. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 
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5.9 The system shall have the ability to integrate “go back” 
letters and track for time.  If there are deficiencies in the 
subsidy applications, then MHD sends "go back" letters 
to the recipient - requesting the missing information or 
paperwork.  The system shall have the ability to: 
-  Track "go back" letter correspondence, and 
-  Track and report timeframe for the recipient to 
respond back to MHD (included identifying overdue 
responses) 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


5.10 The system shall have the ability to generate emails from 
program to recipient and park. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


5.11 The system shall provide a link to the Parks record for 
rent increases, park address changes, manager or owner 
contact information. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


5.12 The system shall have the ability to calculate monthly 
subsidy amount and print customizable report for 
accounting. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 
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5.13 The system shall have the ability to process annual 
renewals – date application received, if accepted, if sent 
back, follow up dates, reason for go back, contact dates, 
percentage of go backs for year, reason codes for go 
backs, status reports. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


5.14 The system shall provide the generation of reports that 
show payments to Park and refunds back to MHD.  (This 
information will be used to reconcile with the State 
Accounting system). 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


5.15 The system shall have the ability to report to assist with 
budget projections generated from system – using 
statistics input by Division and populating the amount 
paid out monthly.  This includes the following: 
-  Calculate total amount payments Fiscal YTD, less 
refunds back to MHD, and  
-  Project payments out for the rest of the Fiscal Year. 


  2 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


5.16 The system shall have the ability to integrate with title 
records to show titles in recipients name or address.  
(Note: this is used to ensure the applicant/recipient still 
owns their home) 


  2 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 







 


 


 


Replacement of Manufactured Housing  RFP 3238 Page 85 of 136 


Division’s Core Systems   Master 
Metex Response – Technical Proposal 


5.17 The system shall have the ability to "flag" or "highlight" 
records of subsidy program applicants/recipients which 
have been previously denied, including denial reason 
(such as fraud). 


  2 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


 







 


 


 


Replacement of Manufactured Housing  RFP 3238 Page 86 of 136 


Division’s Core Systems   Master 
Metex Response – Technical Proposal 


6 – Parks Database 
 
  MHD Replacement of Core Systems - RFP#: 3238           


       


FUNCTIONAL AREA:  6.0 - Parks Database      


       
       
Require- 
ment ID 


Requirements Reference 
to Other 


MHD 
Items 


Project 
Priority 
1, 2, or 


3 


Vendor 
Response 


Requirement 
In the Scope 


of This 
Project? 


(Yes/No and 
Est Cost) 


Vendor Response 
Explanation and 


Comments 
(Vendor can x-


reference other 
materials if 


appropriate) 
6.1 The system shall support the core Mobile Home Park 


processes described in Attachment: L - MHD Operations 
and Information Technology Overview.  This includes: 
-  Annual park surveys and reporting 
-  Update of mobile home park records 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


6.2 The system shall provide the ability to link the Park 
records with the associated Lot Rent Records, and Title 
records.  Users should have the ability easily navigate to, 
and view the Park, Lot Rent and Titles records that are 
associated with each other. 


  1 S Yes   
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6.3 The system shall support multiple fields. Fields to 
include: Park name, generate a park # for new parks, 
status, exempt for all or part of statute, location address, 
mailing address for reporting and include different 
address for different situations (2 or 3 choices that 
would generate from merge or reporting), County, type 
park, # spaces by type, occupancy by type, vacancy by 
type (auto calculate), totals, homes for sale, sold or 
liened, Vendor #, State business lic #, Tax ID#, bank 
name and account, owner & manager information 
including email address that automatically populates to 
education, rent history, fees collected for space and LRS, 
monthly payments paid populated from LRS database, 
education tracking,  comment section, with all 
information printable.  


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


6.4 The system shall support the ability to search by name 
for a Park owner or manager to determine multiple park 
ownership or management.  (i.e. user should be able to 
look up a park owner or manager and see all parks they 
are associated with) 


 1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


6.5 The system shall support the ability to search by location 
(address) of park address to determine name of park. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


6.6 The system shall support the ability to search and sort by 
any, and multiple, fields and issue reports based on 
particular field search and date ranges. 


  1 S Yes Metex is assuming 
that the 
requirements are 
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supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


6.7 The system shall provide the ability to create customized 
reports & program statistics – export to Excel or mail 
merge for letters and labels including Lot Rent Subsidy 
letters for start or end of subsidy for a tenant. 


  1 S Yes MHD will own and 
host the data in a 
database server of 
their choice.  MHD 
can use the reporting 
tool of their choice 
including MS-RS or 
MS-Office.  Reports 
in the existing 
databases will be 
migrated to MS-RS. 


6.80 The system shall provide the ability to fully customizable 
(user can configure select, sort and filter parameters) 
reports for name & space # of Lot Rent recipients, 
amounts paid to park for date ranges, statistics for total 
# parks per area, rents, vacant lots, total lots, park 
owned homes, owner/manager reports sent by date 
range, park type, annual reports and payments received 
or sent back, reason codes, contact dates, education 
reports for those who have or have not attended 
continuing education.   


  1 S Yes MHD will own and 
host the data in a 
database server of 
their choice.  MHD 
can use the reporting 
tool of their choice 
including MS-RS or 
MS-Office.  Reports 
in the existing 
databases will be 
migrated to MS-RS. 


6.9 The system shall provide the ability for fields for 
owner/manager reporting and changes, including dates 
hired/terminated, 118B acknowledgements sent and 
received, vendor registrations sent/received, change 
forms sent/received, and follow up dates for 
deficiencies. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
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target architecture. 


6.10 The system shall report Park owner changes or manager 
changes by date range. 


  1 s Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


6.11 The system shall provide the ability of tracking for 
Annual Reports form Parks including go backs, tracking 
for emails sent add, reason code for report returned, 
date due back, report by type of return, multiple returns 
and due dates and generate report for each field. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


6.12 The system shall provide tracking for Park rent increases,  
effective date of increase, and date notification letter 
was received (from Park). 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 
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6.13 The system shall provide tracking for Park education 
taken; name and position of attendee,  due or 
delinquent reporting, date and name of class attended, # 
hours, allow for attachment of CE certificates, field to 
determine if owner or manager is required to attend 
class, generate report of attend/did not attend and 
generate letter of reminder for last class of year.  Follow 
up dates for reminders, Notices of Violation and fines.  
Ability to track and easily update education for owners 
or managers who own or manage more than one park.  
Print history reports. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


6.14 The system shall provide the ability to process annual 
reports from the Parks, including – date received, if 
accepted, if sent back, follow up dates, reason for go 
back, contact dates, percentage of go backs for year, 
reason codes for go backs, status reports 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


6.15 The system shall provide tracking for refunds or 
payments due from parks 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


6.16 The system shall provide the ability to generate mail 
merge labels and all letters to park owner or manager, 
including emails for notices and reminders. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
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target architecture. 


6.17 The system shall provide the ability to generate emails 
from program to all park contacts. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


6.18 The system shall provide the ability to link Park records 
to all investigations associated with the Park (integration 
of Parks and Investigations records). 


  2 S Yes   


6.19 The system shall verify # of park owned homes by 
integration with Title database (i.e. comparison of Park 
Annual Report data and count in Title records) 


  2 S Yes   


6.20 The system shall integrate with Title database to 
determine if park owner or manager owns homes in 
names other than Park – to determine if Dealer Record 
of Sale is required – and to verify # of  titles of park 
owned homes  


  2 S Yes   


6.21 The system shall provide the ability of consumer lookup 
of Park owner and contact information via the Internet. 


  2 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


6.22 The system shall provide the ability for Parks to submit 
owner and manager changes via the Internet.  


  2 M No-$? Business process 
needs to be verified 
to understand 
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review and approval 
process. 


6.23 The system shall provide the ability for Parks to submit 
annual reports online with payment – with some fields 
that restrict going to next field or submitting form unless 
field is completed.   


  2 M No-$? Need better 
understanding of 
detailed business 
requirements 


6.24 The system shall provide the ability to purchase limited 
lien resale license and make payment online. 


  3 M No-$? Need better 
understanding of 
detailed business 
requirements 
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7 – Label & Insignia’s 
 
  MHD Replacement of Core Systems - RFP#: 3238           


       


FUNCTIONAL AREA:  7.0 - Labels and Insignia's      


Note: Labels and Insignias are related to 2.0 Permits & Inspections Process.           
       
Require- 
ment ID 


Requirements Reference 
to Other 


MHD 
Items 


Project 
Priority 
1, 2, or 


3 


Vendor 
Response 


Requirement 
In the Scope 


of This 
Project? 


(Yes/No and 
Est Cost) 


Vendor 
Response 


Explanation 
and 


Comments 
(Vendor can 
x-reference 


other 
materials if 


appropriate) 
7.1 The system shall support the core Labels and Insignia 


processes described in Attachment: L - MHD Operations and 
Information Technology Overview.  This includes: 
-  Track labels and insignia stock inventory 
-  Track issuance of labels and insignias (batches) to inspectors 
-  Link labels/insignias to related permits/new units (when 
attached to the unit after inspection) 


  1 S Yes Metex is 
assuming that 
the 
requirements 
are supported 
by the 
functionality 
of the existing 
system being 
modernized 
into the target 
architecture. 
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7.2 The system shall support linking the manufacturer (who built 
the unit) to the insignia that is issued for the specific unit.  
 
When the user is assigning an insignia for a new unit, the 
system will provide a drop-down list of "actively licensed" 
manufactures to select from and associate to the insignia.   
 
(Note:  The manufacturer is licensed by MHD.) 


  1 S Yes Metex is 
assuming that 
the 
requirements 
are supported 
by the 
functionality 
of the existing 
system being 
modernized 
into the target 
architecture. 


7.3 The system shall support linking the "3rd Party Reviewer" (i.e. 
licensee who inspects the new unit) to the insignia.   
 
When the user is assigning an insignia for a new unit, the 
system will provide a drop-down list of active, licensed "3rd 
Party Reviewers". 


  1 S Yes Metex is 
assuming that 
the 
requirements 
are supported 
by the 
functionality 
of the existing 
system being 
modernized 
into the target 
architecture. 


7.4 The system shall support linking labels to specific permits, 
when the inspector issues the label.   


  1 S Yes Metex is 
assuming that 
the 
requirements 
are supported 
by the 
functionality 
of the existing 
system being 
modernized 
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into the target 
architecture. 


7.5 The system shall support some method of voiding a 
Label/Insignia. Number should not be deleted from system but 
indicate void and comments relating to void when number is 
searched. 


  1 S Yes Metex is 
assuming that 
the 
requirements 
are supported 
by the 
functionality 
of the existing 
system being 
modernized 
into the target 
architecture. 


7.6 The system shall support when issuing labels to Inspectors, 
system will check for all labels previously assigned to the 
specified inspector. It will identify the labels that have 
incomplete information. It will list the labels and asked the 
assigner if they wish to proceed in assigning the new batch. 


  1 S Yes Metex is 
assuming that 
the 
requirements 
are supported 
by the 
functionality 
of the existing 
system being 
modernized 
into the target 
architecture. 


7.7 The system shall support entering a range of numbers when 
logging in new inventory and have system create an entry for 
each number, similar to existing system. 


  1 S Yes Metex is 
assuming that 
the 
requirements 
are supported 
by the 
functionality 
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of the existing 
system being 
modernized 
into the target 
architecture. 


7.8 The system shall support searches by criteria in any field. 
Filters must be available to reduce search results. Filters 
should be available for all fields. 


  1 S Yes Metex is 
assuming that 
the 
requirements 
are supported 
by the 
functionality 
of the existing 
system being 
modernized 
into the target 
architecture. 


7.9 The system shall support that a user must be able to identify a 
label/insignia number using search function. From there user 
can launch to all related applicable information. Clicking on 
the Manufacturer’s name will launch the manufactures record 
and bring up all info recorded for that manufacturer. Similarly, 
clicking on a MHD plan number will result in design criteria for 
that plan, possibly an attached plan as well. 


  1 S Yes Metex is 
assuming that 
the 
requirements 
are supported 
by the 
functionality 
of the existing 
system being 
modernized 
into the target 
architecture. 


7.10 The system shall support a  report that compiles a list of all 
labels assigned to Inspectors with incomplete info. Data on 
report can be organized by Inspector. 


  1 S Yes Metex is 
assuming that 
the 
requirements 
are supported 
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by the 
functionality 
of the existing 
system being 
modernized 
into the target 
architecture. 


7.11 The system shall support  reports for tracking inventory of 
label/insignias.  This includes, but not limited to: 
labels/insignias issued in a given period of time; unissued 
inventory held by MHD; 
inventory held by Inspectors and 3rd Party Reviewers; and 
labels/insignias attached to manufacture housing units.  


  1 S Yes Metex is 
assuming that 
the 
requirements 
are supported 
by the 
functionality 
of the existing 
system being 
modernized 
into the target 
architecture. 


7.12 The system shall support Capability to print search results in 
report format. 


  1 M N-$? This is not 
standard 
functionality 
in browser 
based 
applications.  
A generic 
print utility 
would need to 
be developed 
for a small 
extra cost. 
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8 – Title Database 
 
  MHD Replacement of Core Systems - RFP#: 3238           


       


FUNCTIONAL AREA:  8.0 Title Database      


       
       
Require- 
ment ID 


Requirements Reference 
to Other 


MHD 
Items 


Project 
Priority 
1, 2, or 


3 


Vendor 
Response 


Requirement 
In the Scope 


of This 
Project? 


(Yes/No and 
Est Cost) 


Vendor Response 
Explanation and 


Comments 
(Vendor can x-


reference other 
materials if 


appropriate) 
8.1 The system shall support the core Titling processes 


described in Attachment: L - MHD Operations and 
Information Technology Overview.  This includes: 
-  Maintaining title data 
-  Issuing titles 
-  Changing titles 
-  Process requests for title documents 
-  Convert titles from personal property to real property 
-  Track liens and lien opposition 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


8.2 The system shall support the ability to generate 
automatic numbering for titles (sequential). 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 
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8.3 The system shall support the ability of the printed title 
on a form that includes envelope for mailing. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


8.4 The system shall support the ability to change or correct 
location address, mailing addresses, lien holder address, 
and other changes without printing a new title.   


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


8.5 The system shall support multiple names (up to 10) for 
registered owners.  In addition, the name fields must 
support very long names, for situations where there is a 
trust, corporation, or individual with multiple 
hyphenated names. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


8.6 The system shall support fields for Date title change 
request received, Email address, Title #, Serial Number, 
issue date, expiration date, type of transfer with several 
dropdowns including substandard that would trigger 
warning, new or used home,  size, manufacturer, model, 
year, size, unit type, title status with more choices, 
location address including County, lien holder name and 
address, document “mailed to” name and address, 
Dealer name and #, Structure cost, CC insignia #, lien and 
notice dates, issue opposition date, Owner name, type 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 
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of vesting, email address, phone number, Notes section 
for keeping status notes (must be able to print 
comments in note field – internal use only), fields for 
contract of sale including Seller, Buyer, Dealer, 
addresses, amount and length of contract and contact 
phone numbers. 


8.7 The system shall support the conversion to real property 
and generate a Real Property Notice (form letter) that is 
addressed to the Assessor's Office based on County 
(editable by staff to accommodate address changes for 
Assessors). 
 
The system shall allow the user to change the title status 
to "expired-close title"; reason code = "convert to real 
property" 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


8.8 The system shall support tracking the history of a home's 
physical locations (physical addresses).  


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


8.9 The system shall support the ability to make corrections 
if an error in typing is made, without having to “void” a 
particular title number. (Note: this addresses a flaw in 
the current system) 


  1 S Yes Metex will correct 
the flaw in the 
existing system 
during the 
modernization 
process. 


8.10 The system shall support the ability to search and sort by 
any, and multiple, fields and issue reports based on 
particular field search and date ranges – user report 
creation. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
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existing system being 
modernized into the 
target architecture. 


8.11 The system shall support the ability to create ad hoc 
reports – export to Excel or mail merge for letters and 
labels.  Including reports for income received, average 
time for titles to be issued, number of go back letters 
sent.  Export reports for monthly titles issued based on 
multiple fields. 


  1 S Yes   


8.12 The system shall support tracking of edits and title 
issuance for date/time/employee. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


8.13 The system shall support tracking for "go backs" (where 
paperwork is deficient and MHD returns back for 
correction) that were prepaid and date when additional 
fees would apply .  The system must track when the "go 
back" letter was sent and due date.  The system shall 
generate a monthly report that shows "go back" activity 
and delinquencies.   


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


8.14 The system shall support a field (flag record) to indicate 
a title had been issued but the check had been returned 
and additional payment is due. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 
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8.15 The system shall support the ability to generate mail 
merge letters to owner or lien holder. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


8.16 The system shall support the ability to print mailing 
labels for owners and lien holders. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


8.17 The system shall support the ability to generate emails 
from program to homeowner or lien holder. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


8.18 The system shall have the ability to integrate, in the 
future, with the OpenText File 360 Document 
Management System, where the system shall support 
the ability to see imaged documents from the Title 
application.  (NOTE: Integration with the OpenText 
system is NOT required within the scope of this project, 
however, MHD wants this capability in the future.) 


  3 M No-$? If the functionality 
exists within the 
current system, 
Metex will include 
the functionality in 
the modernized 
system.  Metex can 
include this 
functionality during 
the modernization 
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process but needs 
more information to 
determine pricing. 


8.19 The system shall support a link to  investigation records, 
where the user can view associated case records for a 
particular home.  (Example: Reporting of substandard 
structures by investigators.)   


  2 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


8.20 The system shall support the ability to link title record 
transactions to Park records (where a Park is involved in 
the sale/transfer of a home). 


  2 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


8.21 The system shall support lien tracking – notice when sale 
documents are due. 


  1 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


8.22 The system shall support flagging or coding (e.g. color 
code) of field for certain issuance types (i.e. 
substandard, dismantled, void, etc.). 


  2 S Yes Metex is assuming 
that the 
requirements are 
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supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


8.23 The system shall support public Internet title searches to 
include previous expired (chain) titles, contracts of sale 
and history or physical locations (addresses). 


  2 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 


8.24 The system shall support the ability to request title 
search from Division online including credit card 
payment – prepay service for attorneys and escrow 
companies who can deposit the funds online to obtain a 
certain number of searches based on amount deposited. 


  2 S Yes Metex is assuming 
that the 
requirements are 
supported by the 
functionality of the 
existing system being 
modernized into the 
target architecture. 
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Tab XII – Other Informational Material 


Metex Modernization Process 


The following provides an overview of the Metex process.  Some of the capabilities such as test 


case creation and application redesign are considered optional services. 


Scope, Approach and Methodology 


The following describes how Metex will proceed through each Phase to provide a fully 


compliant 3-tier application solution by decomposing the existing legacy application and re-


engineering into the target Java/.NET application architecture and existing databases to the target 


database. Additional enterprise modernization services like test case creation, optimization, 


enhancements including rapid prototyping, SDLC documentation creation are also described. 


Metex has embraced the best practices from project lifecycle methodologies such as PMI, Agile, 


and RUP customized to support technology based modernization to ensure timely, accurate 


project delivery to meet customer process standards and compliance requirements.   


Please note that Metex does not need a significant business requirements gathering phase at the 


start of the project because the business requirements already exist in the current application and 


are transformed to the new platform using Metex’s specialized technology to ensure accuracy 


and completeness. 


Project Initiation 


The Project Initiation Phase involves gathering the required deliverables from the customer and 


setting up the development/testing environments using Metex facilities.  Metex will require an IT 


resource install the current applications and to verify that Metex has correctly set up the 


development environment to accurately reflect state IT specifications.  Once the environments 


are set up, Metex can begin the process of capturing test results against the original application to 


use as a baseline for validation of the migrated system.  Performance of the original system is 


noted during this phase and problem areas identified.  Involvement from the customer is limited 


to assisting in resolving any technical questions.  There might also be some questions around use 


of the system for a customer Subject Mater Expert(SME).  Metex is assuming that the customer 


will be able to provide sanitized test data to support the test cases but can provide assistance in 


scrubbing the data to generate sanitized test data. 


Application Test Case/Script Creation 


Effective test cases are crucial for the success of application modernization projects but rarely do 


customers have existing test cases or current application documentation. The process of creating 


test cases is very tedious and time consuming. Legacy client server applications often were 


created more than fifteen years ago and the original application developers and business analysts 


may no longer be available. The end users often only work with part of an individual application 


and creation of high quality test cases will not be a skill set they are familiar with. 


Metex has advanced technology to create high quality test cases for application modernization 


projects. The quality of the modernization projects are dramatically improved with the Metex test 
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case creation process and the effort required by customers is far lower than a standard test case 


creation process where a customer would document the test cases into a spreadsheet or Word 


document. 


Metex can create the bulk of test cases without the support of the business users but complex 


business logic may require information support from the client. But rather than enter tedious 


information into a Word document the client is provided instructions on how to record video and 


audio details of the test information.  The resulting test cases are stored in the Metex test case 


management software (ClearView) and can be exported for use by the customer after the 


migration process is complete.  The customer will also receive documentation from ClearView to 


assist with audit validation for the conversion process.  Metex expects to require some assistance 


from a customer SME to work in conjunction with our QA team to develop the comprehensive 


test cases and scripts.  


Metex has developed a number of tools including Code Mining technologies and the Visual 


Application Analyzer (VAPP) to dramatically improve the productivity and quality of test case 


creation. The VAPP captures information on the functioning of the controls of a screen utilizing 


“application listeners” which dramatically improves the pace of capturing screen behavior. 


VAPP is a unique technology that includes the following functionality: 


 Automated capture of run-time behavior via “run time behavior listeners” 


 Test case creation 


 Analysis of test case coverage including completeness 


Note: The VAPP technology is an advanced concept in virtualized code generation, and as such 


is a concept and technology that requires a separate document to describe and demonstrate the 


features and usage.      


Database Test Case Creation and DB Migration Validation 


Metex has refined its unique enterprise solution for application and database migration testing, so 


that both migrations can occur simultaneously. This will improve ROI by dramatically reducing 


testing overhead and project duration. 


The Solution is based on several key components and methodologies, such as: 


 Code mining tools used to analyze relations and communication between various parts of 


the application and database. These tools are used to elaborate the migration roadmap, 


code analysis and reengineering. 


 Code migration tools that convert code (either application or stored procedures) from one 


platform to another. These tools have been validated on many previous projects and 


proved their efficiency and maturity.  


 Provide a special layer that separates application and database, so communication 


between application and database can be captured and logged. This provides the 


opportunity to do application and database migration in parallel, to test applications 


without the database and to test the database without the applications. 
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 Capturing and logging of user interactions with the application. This provides an 


opportunity to analyze typical scenarios of how the user works with the application, to 


analyze application response to user actions and to generate automated test scripts. 


One obvious usage of the database runtime audit is unit testing of the migrated database. The 


Metex utility uses the logged data from the execution of application test cases to re-run SQL 


statements over the migrated database. The utility executes the same stored procedures/SQL 


statements with the same input parameters, but over the migrated SQL database. Return values, 


output parameters and result sets are compared with the values recorded in the database runtime 


audit. The utility records where results are different, identifying problem code or database 


mismatch issues. 


Utility Features: 


 The utility not only finds stored procedures and SQL statements that have potential 


problems, but helps to group these problems to find patterns.  The proven technology of 


Metex Code Mining tools will also make the process scalable.  


 The utilities check not only accuracy of stored procedures code migration and SQL 


execution, but the accuracy of data conversion as well. 


 Automated test execution. This allows regression testing to be run again and again after 


each change to stored procedures and trigger code. Another benefit is that the database 


testing time can be compressed significantly compared to the manual testing. 


Metex will deliver the test cases to the customer for review and approval for use during the 


remainder of the project.  Once approved, the test cases and scripts will be available to the 


customer for all future development processes. 


Design Phase 


The Design Phase will comprise of 2 steps, the application architecture and optionally the 


database structure. These will come together to define the basis for the 3-tier Enterprise Solution 


for the target application. 


The first step in the Modernization process is the development of a Design Document.  Metex 


will review all existing customer standards and requirements as input to the process.  Metex will 


also perform detailed analysis of the existing application to understand any nuances that may 


impact the design.  Metex and the customer will mutually agree on the contents of the detailed 


Architecture Document that typically includes: 


 Technology Stack 


 Architecture components 


 UML Design 


 Data Layer 


 Model Classes  


 Business Layer 
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 Presentation layer 


 Application Security 


 Logging and Exception Handling 


 Coding Standards 


 Deployment 


 Coding Samples 


Notes: As the Data Layer is independent of the Application Presentation and Business layers, 


design and development can co-exist with the database(s) design and data migration. 


The optional second step, performed in parallel, will be the database analysis and mapping 


exercise, using the Metex Data Mining tools, to fully understand and document the tables, 


structure, data types and potential redundancy associated with the source data. Analysis will also 


be performed to determine the level use for queries in tables, reports and windows. This query 


analysis will be utilized in the next phase to define any new tables, stored procedures or business 


logic changes that may be required. 


Metex will require assistance from the customer’s technical support, from an architecture, 


security and DBA perspective to confirm that architecture/database design conforms to the 


customer’s target standards. 


Application Redesign 


Some customers require the redesign of the application/database/UI to accommodate business 


changes or to revise historical design decisions that are no longer appropriate.  Metex has 


technology like VAPP to support rapid virtual prototyping, code mining and modeling 


technology to assist with the redesign of the application structure and database.  The use of these 


tools allows Metex to map the design changes back to the original application/database and 


ensure the success of the project.  As part of the Design Phase, Metex can lead this process to 


ensure the resulting application meets the customer requirements for both the short and long term 


goals. 


Development Phase 


For the Development Phase, Metex uses a tool-oriented approach for modernization. With 


Metex’s many years experience in the migration vertical, Metex has developed a suite of code 


and data mining tools to analyze application code; a suite of tools to generate the target 


framework, and technologies to manage database migrations. These ensure a high quality 


migrated enterprise solution. Combined with the Metex tools for test case creation/execution, 


Project Management/Tracking and Proven Modernization Processes; Metex is able to provide 


reduced project timelines, giving customers a greater ROI. 


The detailed application analysis performed in the Design Phase will be used in both the 


automated Modernization and the Professional Services portions of the project.  Metex does not 
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envision needing any support from the customer during this phase other than through scheduled 


status meetings with the customer’s project manager to report progress. 


Automated Modernization  


The process of sending code through Metex’s Application Modernization technology is a 


complex multi-step process that requires significant effort from senior architects.  The process 


that Metex uses to run the application code through the Modernization tools has never been a 


simple “double click” methodology.  It is not as simplistic as Metex importing a file into the 


application tool.  The automated portion of the Application Modernization process is very 


complex because Metex is focused both on matching the client’s specific architecture standards 


and producing a very high quality of native object oriented code that will be used in the next 


phase by the professional services team. 


Because code is generated automatically, it is: 


- Accurate, no logic of the original application is missed. 


- Consistent; developers find the same code type and style in the entire application. 


- Complies with naming conventions: all application identifiers including class names, 


variable names etc are converted in compliance with recommended rules. 


- Documented – the comments of the original application are brought forward to the 


migrated target application code where possible. 


Code Transformation Engine 


We use a code conversion engine that is a multi-layered, object-oriented technology that 


automatically analyses the framework of objects in the original application and translates the 


original application’s functionality into the target architecture. The code conversion technology 


is based on advanced artificial intelligence functionality and produces native code that is easy to 


work with for future maintenance, support and upgrades. The Code Transformation Engine is the 


most advanced and highly configurable application transformation technology that currently 


exists. The Transformation Engine has been continuously refined over a period of 14+ years. 


Client/Server applications were designed on different principles than modern Java/.NET 


applications. These older applications were based on the concept of visual controls instead of the 


domain model definition and these same older applications utilized the windows messaging 


system, often introducing user-defined events that controls use to interact with each other. 


Reproducing the client/server design in Java/.NET invariably leads to poor code quality with the 


following examples that need to be remediated:  


 Controls in client/server applications become “logic fat” whereby each control supports 


validation, loading, saving etc. As a result, business logic becomes spread out in the 


application controls instead of being centralized.  
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 Emulation of client/server features leads to huge supporting libraries that are difficult to 


maintain and Java/.NET developers would likely not understand them. Any attempt to 


make a significant modification to the library would end up with an extremely unstable 


environment for the entire application.  


 Reproduction of client/server design concepts in Java/.NET leads to poor application 


performance and large objects are often stored in HTTP sessions.  


Professional Services 


The Metex Professional Services Team takes the output from the Metex Suite of Modernization 


Tools and completes any code that could not be automatically converted. During this phase the 


Services Team extensively makes use of code mining and code analysis tools that have been 


developed by Metex to facilitate the accurate completion of the code. The Services Team works 


on the migrated code according to a specific roadmap that was developed earlier in the Design 


Phase. The Metex development process includes security vulnerability and code quality scans 


during each build process to ensure compliance with the customer requirements. 


While the automated process is being performed for the application, Metex database experts will 


be customizing our database migration tools to complete the migration of the databases. 


As the professional services team is finalizing the migration process, the Metex QA team begins 


the process of validating all the test cases against the migrated application and database.  


Through the use of specialized testing tools, Metex is able to test the migrated database and 


applications independently by decoupling the application and database and using data gathered 


during testing of the original application.  This allows the development to proceed in parallel and 


prevents complex debugging processes that happen when you test the database and application as 


a single unit.  Once the database and application have been tested independently, they are then 


integration tested to verify correct function. Due to this approach, Metex rarely encounters 


defects during integration testing which avoids the problem of determining if it was the database 


or the application that caused the issue. Prior to the release of the application to acceptance 


testing, Metex will have completed all the test cases and corrected any defects. 


Testing Phase 


For the Testing Phase, emphasis is shifted to User Acceptance and Documentation completion. 


Upon receipt of the released version of the target application, database schemas and customized 


database migration tool, the customer begins the process of User Testing, and will report any 


deficiencies to Metex through the Metex Defect Tracking System (ClearView). Metex will 


promptly correct the deficiencies and the new build will be delivered in accordance with a pre-


agreed schedule. 


The User Testing process with Metex typically takes about 20 business days to complete. Using 


the Metex Process will ensure the customer can complete the testing in a reasonable timeframe 


with minimum impact to the business. Metex will work closely with the customer to ensure 


target dates are met. 
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The Metex Project Manager and the designated customer Project Manager will have a weekly 


telephone conference call to review the current project status of testing and Metex repair of 


reported defects. Metex will need the support of a customer Business Analyst and DBA to work 


with Metex’s resources to answer any questions. 


The documents for delivery in this Phase typically include: 


 Revised Architecture Document 


 Test Case package 


 Revised Application Features 


 Data Model Changes  


 First draft of the System Build & Deployment Guide 


 Technical Planning for a Production Cutover 


Also in parallel, Technical Training will be provided to Developers, Support Analysts and DB 


Administrators for the new application. This training will include, but is not limited to: 


 Full source code review 


 Deployment procedures 


 Database structure and support 


 Documentation Review 


 Key differences in the user experience 


Final System Release Phase 


For the Final System Release Phase, the customer will provide Metex with confirmation of 


acceptance of the User Testing and agreement that Quality Criteria has been met.  


A Final build will be delivered, along with release notes and deployment instructions for the 


Production build. 


The customer will take custody of the application source code and load it into their source 


management system as the initial Production build. 


The customer will also schedule and execute the database migration plan for the production data 


with support from Metex. 


Final arrangements will be made for the Production cutover, with Metex staff available for 


support. 
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Transition to Support 


Once the customer accepts the deliverables, the project will move into the Support Phase.  Metex 


will provide the source code for the application and assist the customer with initial build and 


implementation into production.   


Application Support 


Customers frequently don’t have sufficient resources to support the original application and 


sometimes the modernized application.  Metex can optionally provide support and maintenance 


services for both the existing application and the new application as required by the customer. 
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Metex Project Management Approach 


Project Schedule - Metex will maintain and share with the customer team a project plan 


including detailed tasks and their timelines required for both parties to meet their obligations.  


Metex will use MS-Project for this purpose. 


Sample Project Plan with customer touch points  


 


 


Project Communication - Metex will provide a project status report to the customer via email 


on a weekly basis. The status will be reviewed in the weekly meeting that will be held at a 


regularly scheduled time agreed to by both parties.  The report will always include the actual 


project status versus original work status plan and will include other elements as appropriate. 


Project Status Report shall address all accomplishments during the reporting period, to include 


planned vs. actual task completion, anticipated activity for the next reporting period, also 


outstanding issues & mitigations...  Updates to the baseline Project Schedule shall be provided 


monthly concurrent with the Project Status Report or as changes to the baseline are approved by 







 


 


 


Replacement of Manufactured Housing  RFP 3238 Page 114 of 136 


Division’s Core Systems   Master 
Metex Response – Technical Proposal 


the customer Project Manager.  The customer shall be entitled to assume that there are no 


problems or issues known by Metex, unless such problems or issues are included in the first 


applicable Project Status Report. 


Risk Management - Metex technology and process provides the lowest risk approach to 


modernization projects. This position is based on the fact that Metex has completed many 


Modernization projects over a period of many years and has found solutions for many issues that 


were unknown before the projects started. The Metex knowledge base lowers the risk of 


problems appearing with no immediate solution. Nevertheless Metex follows PMP best practices 


around risk management and has a process to ensure that any risks are escalated into the 


customer’s risk management process. 


Daily Internal Project Status Update  


Metex tracks the ongoing activities of every modernization technical specialist on a daily basis. 


Work is assigned through the Metex ClearView project management system and there are a 


number of reports that are reviewed by the Project Manager and the Project Technical lead at the 


end of each day and adjusted where appropriate. During the Testing phases defects are also 


reported and tracked in ClearView.  Any defects or issues are also available for real-time 


viewing by the customer team members, via ClearView. 
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Sample ClearView Project  


 


 


Problem Reporting - Tracking 


Metex provides a defect and project task tracking tool with remote access to customers. Metex 


provides the customer with adequate training and/or documentation as well as user support prior 


to start of the System Testing phase so that customer can use the tool in the required manner.  


Escalation procedures are defined to meet the customer’s existing process with various 


escalation paths and timelines defined, based on pre-agreed defect priority criteria. 


On-site support Metex staff can be made available on an as need basis for critical milestones 


and meetings. 
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Technology Overview 


Over the last 15+ years Metex has developed a large suite of specialized technology based on 


automating manual processes that our expert modernization staff normally performs during 


projects with the goal of improving productivity and quality. Metex was the original 


modernization tool developer, starting when IBM approached Metex over 20 years ago to 


develop the LINK UML product to extract PowerBuilder structure into Rational Rose.  Metex 


continues to heavily invest in modernization technology to ensure the continued recognition by 


Gartner, Forester and other industry analysts as the market leader. 


 


Major Tools 


Virtual Application Analyzer (VAPP) 


This technology is based on a number of years of prototyping and Metex’s in house use of this 


intuitive, highly scalable technology. Using the VAPP, all stakeholders can understand and gain 


buy-in for the future application end state, early. This approach also moves away from the 


conventional approach of creating functional/business requirements in a static form, prior to the 


modernization development phase commencing.  The underlying run-time of any application is 


the basis for all requirements and avoids using assumptions in the characteristics and behavior of 


the business logic.  


Business run-time scenarios are recorded in the legacy system with Metex code/data mining 


technology to capture run-time events, messaging and data for each business workflows. These 


scenarios cover the comprehensive workflows that would be considered the requirements 


baseline and the context for future user testing and acceptance.  
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Each scenario can also be considered a test case and can be tracked as such later.  


 The runtime components are loaded into the VAPP modeler along with associated 


business scenarios. 


 Each virtual/visual business scenario representation can now be visually executed, 


stopped, modified and replayed.  


 At any point contextual documentation can also be appended to any attribute of the 


scenario’s flow. 


 The scenarios can be used as-is or parsed into smaller scenarios to make the replay more 


manageable 


 Scenarios can be copy/pasted to create new scenarios, using different behaviors/data. 


 Analysis can now be performed with the Analyzer to: 


o Determine run-time workflow complexities 


o UI dependencies – screen re-use across scenarios 


o Longest/Shortest path, duplicate paths 


o Duplicate/Obsolete screens 


o Identify missed scenario coverage 


o Opportunities for future workflow scenario consolidation 


 Flexible and comprehensive search capability provided, to navigate through the library of 


run-time workflows. 


 The virtual application can be saved and versioned to allow for the creation of a to-be 


run-time model.  


 Framework/pattern templates are selected based on target language preferences 


 A new CSS and modern controls can now be introduced to reflect the target language 


framework/pattern 


 Adjustments are now made to reflect workflow changes to scenarios, where modern 


framework/patterns require change. (i.e. login, FTP, reporting, dialog boxes, pagination, 


MDI windows, pop-ups)      


The Metex VAPP provides an easy to use run-time development tool for “drag and drop” 


creation of new screens and flows that can be run from any point in the flow, modified and rerun 


until the desired behaviors are achieved. This has proven to be a very effective tool, when 


migrating from a desktop to a browser-based user interface. Using a visual view to define a 


new/modified application UI workflow, the actual run-time solution evolves as the requirements 


are defined.   


The artifacts from this Virtual UI Modeling could include: 


 Use cases 


 Test cases 
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 User documentation 


 UI prototype 


 Story Boards 


An additional version of the run-time model can also be made to begin parallel visual modeling 


for any new features or enhancements that would be necessary for the project. These changes 


could be designed and developed in parallel to the project artifacts and only introduced to the 


project code stream, once the modernization is completed and regression tested for acceptance. 


Throughout the Development and Testing phases, the workflows, now considered visual test 


cases, can be referenced by Developers, QA and customers alike. As the workflows are visual, 


there is little room for ambiguity. 


Metex has also integrated their enhanced messaging subsystem to support role based messaging 


or individual messaging between team members. These messages can be used to track an event 


such as a workflow clarification or referencing a virtual flow in discussions pertaining to a test 


defect. 


The biggest difference to conventional email is that the context of the message is visual rather 


than text. If text is associated with the message, it is usually quite small and to the point. This is 


particularly useful when sharing an issue regarding a large and complex run-time flow. 


Also unlike conventional messaging systems, all messages a logged and nothing is deleted. The 


messages can either be retrieved from the messaging subsystem or found via links to the point in 


a run-time flow where the message was initially created. 


Communication using visual interchange provides an unambiguous view of an application. The 


chance of a message being misunderstood is greatly reduced with visual interchange as there is 


no need for translation, such as in the case of off-shore collaboration where the virtual and visual 


application run-time is the language.  


In support of parallel modernization activities, data and workflow scenarios from VAPP can be 


formatted into test scripts to feed into the leading automated test tools from HP and IBM.  These 


test scripts can then be used at an early stage of the project lifecycle, rather than close to the end 


of the project, be utilizing the Metex MDC virtual database technology. 
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Metex Model Transformation System (MTS)  


MTS is a virtualized technology developed by Metex to support migration modeling. MTS 


presents architects & developers with a high level visual abstraction of the application business 


layer essentials and excludes non- essential information that would interfere with business 


domain modeling.   


There are many modeling tools on the market, but unlike MTS, these tools were built to provide 


a plethora of functions for conventional software development. These modeling tools can be 


expensive and proprietary. MTS was built by and for the Metex modernization architects and 


developers who use MTS to assist them in their day to day modernization tasks. 


 Since the target framework and design patterns are not necessarily known, the business layer is 


parsed from legacy application code, and abstracted with object oriented definitions, using a 


Platform Independent Model, before being loaded into MTS in a UML format. The Metex team 


can then begin to gain a greater understanding of the legacy code structure and contents, through 


visual analysis using MTS, prior to any modernization activities.     


This high level abstraction is used for visually understanding, organizing and optimizing the 


application structure. 


Class Diagrams - Modeling can immediately commence identifying levels of inheritance, 


dead code and code paths, and opportunities for class consolidation.  This feature also 


supports drill down capabilities to isolate areas requiring further analysis and possible 


rework. MTS provides the ability to re-arrange components for categorization, consolidation, 


or removal, within the visual models.   


Layer/Component Diagrams – categorize components of the application into logical layers. 


The Drill-down feature identifies dependencies and component interactions. 


Sequence Diagrams –used by modelers to understand how different objects interact within 


the business layer. In the case of an enhancement, a linkage could be provided between 


VAPP and MTS to view the business logic sequence used for a particular business flow. 


The above activities can occur before any code has been migrated to the new target language 


framework. 


For support documentation purposes, the final modern application can be reverse engineered into 


an MTS model for a logical view of the new code structure. 


 


Metex Virtual Database (VDB) 


VDB is a Metex Virtualized Technology used for simulating application and database 


interactions. Using a concept of Domain Isolations, VDB offers the capability for developers, 


DBAs and testers to work in parallel for either application or database migration activities. 


Also by providing Development and QA teams the ability to work with isolated virtual 


components, early testing that could be constrained by data or component availability is 


eliminated. 


 “Test early and often” is the QA mantra, when it comes to large complex systems.  
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The Metex VDB technology provides a layer that separates and manages the application and data 


connectivity, so communication between the application and database/interfaces can be captured, 


logged and replayed. This provides the opportunity to do application migration tasks 


simultaneously, reducing project time, costs and risk. 


As the need for a virtualized data source is identified, VDB can be loaded with data recorded 


from the execution of test cases in the original legacy application, using the Metex “Listener” 


technology. This data is then easily organized into automated, re-playable test cases. Virtual data 


source input/responses can then be prepared, to allow the business scenario to execute in the 


migration environment, until the actual data source is available or required for final testing 


 VDB will automatically perform the business operation when an application makes a 


request to a data source.  


 All operations are stored, with results available for analysis, correction & replay.  


 Multiple isolated development and testing environments can be supported.   


o For example, a user can choose a test scenario to run both the PowerBuilder and 


a Java/.NET version of an application at the same time, using independent 


virtualized target data sources. VDB logs the details of each business operation 


execution. If an operation execution fails or differing results are returned, the log 


indicates which SQL statement execution failed and/or provides the result sets 


from both requests for comparison. . 


 For each call, VDB compares the input parameter values with the expected values in the 


virtual data source/interface. Input values and results can also be adjusted to test different 


scenarios, without having to capture new legacy test scripts.  


This results oriented approach allows for faster, higher quality testing, with automated regression 


tests that can be reused throughout the project lifecycle and beyond. 


Supporting Technology 


Code Mining 


Metex developed these specialized tools to assist with the task of identifying patterns in both the 


source and generated code as well as implementing mass changes.  The code mining tools are 


used throughout the project, from analyzing how to initially configure the main migration tools 


to final clean up of the source code prior to delivery.  The tools include the ability to manage the 


nuances of the various languages and versions without previous knowledge.  In many cases, the 


code mining tools are integrated with other major Metex tools to support traceability and ensure 


completeness of migration. 


Database Mining 


Similar to and complementary to the code mining tools, the database mining tools are focused on 


working with the databases including both the schemas and stored procedures to ensure the 


migrated database is complete and properly integrated with the application.  The database mining 
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tools integrate with the code mining tools to ensure that changes to the database due to the 


modernization are accurately reflected into the application with traceability. 


Frameworks 


Metex has developed a library of source language features that have been modernized into native 


source code in the target architectures over the last 15 years.  These frameworks are continually 


enhanced to ensure support of current best practices and industry standards.  The frameworks 


support both applications and databases.  The frameworks are designed to minimize ongoing 


support effort and reduce the complexity of the resulting application.  Frameworks also exist to 


support MS-Office integration, email interfaces, PDF creation, management of shared 


directories, document upload, client based FTP initiation, etc.  Since these frameworks have been 


thoroughly tested over many projects, they provide a significant advantage in terms of the 


success of the project and reduction in testing effort for the customer. 


Knowledgebase 


Legacy applications have client-server architecture, limited object oriented design and heavily 


rely on proprietary components. Any attempt to wrap existing code as is into some kind of 


services just hides the problems of the old code, but not resolve them. Instead, Metex completes 


the entire refactoring of legacy code into native Java / NET code, there are no hidden libraries to 


wrap legacy code. After migration regular Java / NET developers can maintain the code, they do 


not need to be familiar with legacy code.  


 


Refactoring of legacy code is done not manually, but mostly automatically by technologies that 


implement refactoring patterns. As a result migrated code is consistent throughout the entire 


application. These technologies incorporate Metex knowledge and experience over 15 years of 


migration. They provide knowledge based agile code transformation that keeps application 


business intact. 


 


Metex Code Refactoring technologies split client/server code into clearly separated code for 


presentation, business and data layers. Variety of technologies can be applied for each layer as 


tools are highly flexible and customizable. They produce pure object oriented code (even for data 


window). 


 


Since the majority of modernization is done by tools, the amount of manual work is very limited. 


Metex developers are trained to work with the migrated code not randomly, but systematically 


identify and apply new refactoring patterns. Maintaining consistent code, with proven refactoring 


patterns, is always the focus for developers and this guarantees that the business requirements of 


the application is not broken. 


 


Metex specializes in the variety of programming languages (PowerBuilder, Centura, Lotus, 


Access, Delphi, VB, FoxPro, VB, C, C++, Oracle Forms, Java, C#, VB.NET etc). Most 


commonly used relational databases are DB2, Sybase, MS SQL, Oracle and MySQL. 
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Architectural Design 


Metex Code Refactoring tools not only split client/server legacy code into layered architecture, 


pure object oriented code, but also adopts to common design patterns: MVC, DTO, DAO etc. 


Majority of our clients ask for browser based solution for migrated applications. Metex utilizes 


client's choice for the presentation layer (ASP.NET MVC, Angular JS, JSF etc) and follows the 


best practices for web applications: 


 Even if original application is designed for single user, migrated application provides 
multiuser support 


 AJAX 


 CSS 


 Client side validation 


 Connection pool, data source configured separately 


 Clustered environment support 


 Improved security, comply with OWASP standards  


After it is verified that the business logic is migrated correctly and supported completely, Metex 


will work on micro services extraction (web services, REST, EJB, rule engine etc). At this stage, 


some communication with the client business analysts is required to provide services with 


business context. The goal is to produce services that can be reused by other applications and 


other departments within the organization. 


Metex has a lot of experience with integration with different reporting systems: MS SSRS, 


Jasper, BIRT etc. 


Migrated application utilizes standard Java / NET logging and exception handling. It can be 


integrated with common (Microsoft Enterprise Library) or third party (POI) libraries. 


Code Quality 


 
 







 


 


 


Replacement of Manufactured Housing  RFP 3238 Page 123 of 136 


Division’s Core Systems   Master 
Metex Response – Technical Proposal 


Metex Code Refactoring generates target code with layered architecture, pure object oriented 


design and adopts industry standard design patterns. It generates very rich User Interfaces un-


matched by competitors in the industry.  Following refactoring, with the help of MTS, code 


quality will be improved further to reduce the levels of inheritances, remove non-referenced 


code, and merge duplicated code etc. With the removal of Legacy specific features (like 


PowerBuilder data window, PFC flavour etc), migrated code becomes standard Java / NET code 


that can be maintained by regular developer, not familiar with the Legacy code. 


Metex uses a suite of technologies to ensure application quality and 100% business coverage. 


Most importantly, high code quality is achieved in parallel with keeping business requirements 


intact. The Virtual Machine Environment and Infrastructure using utilities and automated test 


scripts for regression test helps to maintain business quality. 


As part of the migration process Metex validates code quality with Sonar (SonarQube), 


FindBugs, FxCop, MS Code Analyzer etc., consistently with very high score. 


Application Quality 


Application Quality is achieved using the Virtual Machine Environment that incorporates the 


features below: 


1. Integration process with Metex agile System Engineering methodology. 


2. Technology & Knowledge Based project planning and execution that produces fewer errors. 


3. 100% Business Coverage. 


4. Rich User Interface. 


5. Test cases prepared with the help of VAPP and MDC  


6. Test cases are imported into Clear View - web based Management System  


7. Real time reports on the status of the project throughout. 


8. VBD and AppS record and replay behavior of original and migrated application. 


9. Utilities and Automated Scripts for regression testing. 
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Summary 


With over 15 years of modernizing client server applications, Metex has comprehensive 


knowledge base that allows Metex to successfully deliver projects with confidence.  


Traditional Waterfall Project Methodology introduces risk, as problems and challenges are not 


seen until too far into the project execution. It becomes very often too late to make adjustments 


and application and code quality are inconsistent. Traditional Agile project methodology does 


not scale, as a project’s complexity grows exponentially with the code base size.  


The Metex modernization process goes beyond traditional methodologies using a manual or 


tools-based migration solution by offering our clients significant business value through a suite 


of technologies to analyze User Interfaces, Databases, Business Objects upfront. This Metex 


approach significantly reduces project risks by understanding all modernization challenges and 


covering 100% business requirements upfront. 


To maximize project quality and delivery of an effective, efficient modernization strategy, Metex 


utilizes the Virtual Machine as an integral part of the application modernization process. This has 


been a proven process for application modernization, using a unique suite of virtual technologies, 


as a clear advantage over the traditional application migration approach. Enterprise 


Modernization projects are complex and therefore must be thoroughly analyzed, carefully 


planned and properly executed. The Virtual Machine with VAPP, MTS, DVB and AppS, is an 


important part of that Modernization Technology suite by removing the reliance on application 


or database dependencies, to perform analysis, modeling and testing during all phases of the 


application migration. 


In summary, Metex not only delivers consistent good code quality and application quality with 


100% business coverage, we also provide seamless ongoing code merging and enhancements 


without impacting the existing business. Metex Code Refactoring generates very rich User 


Interfaces un-matched by competitors in the industry. 


Metex Advantage 


1. Knowledge Based – 15 years 


2. Virtual Machine Technologies 


3. Suite of Code Refactoring Technologies 


4. Not Manual, Gated Systematic Approach, Not Average Devevelopment Job 


5. Knowledge Driven Process 


6. Business Coverage - 100% 


7. Flexibility (Different Architectures & Languages) 


8. Scalable – Easy to Merge – for Big & Complex Projects 


9. Minimum Client Involvement 


10. Multi App & DB same time 


11. Metex has the most hand on experience 


12. Metex has the most legacy modernization 


13. Variety of legacy applications in diff type of business 


14. Metex has migrated to both Java and .NET 


15. Metex has worked with different architecture 


16. Metex supports diff technology as customers required 


17. Technology Suite - Entire cycle of the code refactoring  


18. 15 Years experience and knowledge code refactoring 
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Sample Metex Statement of Work(SOW) 


BACKGROUND 
Customer requires their existing applications to be migrated from FoxPro/Access into a single modern C#.Net, 
ASP.Net MVC and MS-SQL based infrastructure.   


The project will closely follow the standard Metex modernization process and will not be managed using SDLC 
processes as this is not a development project.   


1 DEFINITIONS 
1.1 In this SOW: 


(a) Acceptance is defined in clause 7.7 (Acceptance). 


(b) Base Product means the source code of CUSTOMER’s existing application(s), as delivered by 


CUSTOMER under this SOW and meeting the requirements of clause 5 (CUSTOMER Items). 


(c) ClearView System means the web-based defect reporting system provided by Metex and operating on 
a server dedicated to CUSTOMER. 


(d) In-Scope Defect is defined in clause 7.2 (In-Scope Defects). 


(e) Key Milestone is defined in clause 6 (Milestones). 


(f) Metex Environment  means an environment established at Metex with technical support from 
CUSTOMER, and certified by CUSTOMER through written approval, that matches the configuration to 
be used for all application migration development, source code compiling and Acceptance Testing, 
provided that where Metex is not licensed to use in the Metex Environment any interfacing application 
specified by CUSTOMER, Metex will use a workaround provided by CUSTOMER (such as a simulation 
interface or export call) instead of using that application. 


(g) Requirements mean the requirements for the Migrated Product in clause 4 (Requirements). 


(h) Test Cases means test cases provided to Metex under clause 5 (CUSTOMER Items) that meet the 
test case requirements in clause 5 (CUSTOMER Items).  


(i) Test Data is the test data provided by CUSTOMER under clause 5 (CUSTOMER Items) that meet the 
test data requirements of clause 5 (CUSTOMER Items). 


(j) Migrated Product  means the Metex migration of the Base Product into the Target Architecture 
provided under this SOW. 


(k) Acceptance Testing Period is defined in clause 6 (Milestones). 


(l) Acceptance Testing means the testing undertaken by CUSTOMER using the approved Test Cases to 


verify the Migrated Product meets its Requirements. 


2 PROJECT SCOPE 
2.1 Migration services.  Subject to clauses 2.2 (CUSTOMER Assistance) and 2.3 (Out of Scope), Metex will 


perform the following in accordance with this SOW: 


(a) Code Migration.  Migrate the Base Product into the Migrated Product. 


(b) Database Migration. Schema design for MS-SQL that supports the migration of the existing data using 


industry best practices and CUSTOMER standards.  Tools to allow CUSTOMER to migrate the data 
from the existing database structures to the target schema. 


(c) Test Cases. Test cases will be provided in the ClearView System based on Test Case documentation 
provided by CUSTOMER under Section 5.1. 


(d) Reports. 
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None. 


(e) Project management.  Actively lead and manage the migration in accordance with clause 8 (Project 
Management), including: 


(i) ensuring that CUSTOMER has as much prior notice as possible of tasks required of it under 
clause 2.2(d) (CUSTOMER Assistance); 


(ii) communicating with CUSTOMER in relation to technical aspects of the migration; and 
(iii) reporting to CUSTOMER on progress with the migration and testing.  


(f) Interfaces.  


(i) Existing interfaces in the Base System using text flat files delivered to file system  


(ii) Additional interfaces may impact the scope of the project and will be considered under Change 
Control. 


(g) Architectural Design. With input and approval from CUSTOMER, design the architecture of the 


Migrated Product as documented in the Architecture Design Document. 


(h) Third Party Software. 


(i) MS-Office – templates for letters 


(i) Other.  Provide other Services and Deliverables specified in this SOW. 


2.2 CUSTOMER assistance.  In addition to its other obligations under this SOW, CUSTOMER will:  


(a) provide Metex with the CUSTOMER Items in clause 5 (CUSTOMER Items);  


(b) provide the CUSTOMER Personnel in clause 8.2 (Project Personnel); 


(c) provide technical assistance to Metex to establish and certify the Metex Environment; 


(d) acceptance test the Migrated Product in accordance with clause 7 (Testing and Acceptance); and 


(e) provide in a timely manner all decisions, activities, personnel or other resources that Metex reasonably 
request to help Metex meet its obligations under this SOW.  


2.3 Out of scope.  Any item not defined as in scope. CUSTOMER may use Change Control to remove items from 


Out of Scope.  For clarification purposes the following are examples of out of scope items: 


(a) optimization of the target database, associated SQL or server configurations, including TEMP tables 


(b) support for physical tiers in Architectural Design 


(c) use of entity framework in Architectural Design 


(d) internationalization or localization 


(e) SDLC Documentation outside of Metex standard deliverables 


(f) modification of existing interfaces to support alternative delivery mechanisms 


(g) re-writing of third party libraries or Base Product components without source code. 


(h) architecture design specifications different from Metex standard assumptions 
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3 TERM 
3.1 SOW Term.  This SOW will commence on the signature of this SOW by all parties and will continue until 


Acceptance of the Migrated Product and completion of Services and Deliverables to be provided under this 
SOW.  


4 REQUIREMENTS 
4.1 Requirements for executable code.  Metex will ensure in accordance with this SOW that the executable 


version of the Migrated Product: 


(a) has, to the extent technically possible, as determined by Metex and reasonably agreed by 
CUSTOMER, the business functionality of the Base Product 


(b) produces, to the extent technically possible, as determined by Metex and reasonably agreed by 
CUSTOMER, with the same data, the same data output as the Base Product 


(c) has a GUI that looks materially the same as the GUI of the Base Product while using presentation 
capabilities of the Target Architecture, to the extent technically possible as determined by Metex and 
reasonably agreed by CUSTOMER, except as otherwise agreed in writing by CUSTOMER 


(d) meets the architecture in Architecture Design document (Target  Architecture) 


(e) performs, to the extent technically possible, as determined by Metex and reasonably agreed by 
CUSTOMER, in a materially similar manner as the Base Product, when operating in the CUSTOMER 
environment, subject to the considerations more fully described in Section 9 – Performance 


(f) is capable of interfacing with the interfacing applications (if any) specified in Section 2.1. 


4.2 Requirements for Migrated Product.  Metex will ensure in accordance with this SOW that the source code 


version of the Migrated Product including any shared library source code: 


(a) is to a similar standard to the sample source code provided by Metex in the Architecture Design 
Document;  


(b) can be compiled successfully by CUSTOMER using the Metex Environment; 


(c) meets the agreed upon CUSTOMER architectural standards of the Architecture Design document (key 
milestones 3, Design) 


(d) meets the code quality metrics mutually agreed to during architecture design process. 


5 CUSTOMER ITEMS 
5.1 CUSTOMER will provide the following items in accordance with this SOW. 


Name Requirements 


Base Product The application to be migrated, in both executable and source code 
form.  The databases to be migrated as well as supporting MS-SQL 
databases in source code form.  Change Control applies where the 
Base Product is different from the version provided to Metex by 
CUSTOMER.  


Interfacing Software Third party software will be provided (i.e. database drivers, VPN client) 
as required. 


CUSTOMER 
Architectural Document 


.NET architectural standards document which will define: 
a) Target logical architecture diagram 


Document will be input to discussion and final deliverable of Metex for 
the Architecture Design document  


Metex Test Environment 
Setup 


CUSTOMER will assist Metex in setting up a Metex Environment for 
both the source and target systems, including providing detailed 
installation instructions for the source application and database 
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Name Requirements 


reinitialization scripts relative to the test cases.  CUSTOMER will 
provide any third party software outside of the required Microsoft 
operating systems and database components. CUSTOMER will certify 
that the Metex Environment meets CUSTOMER requirements. 


Target Environment 
Definition Document 


Definition of the target environment including MS Visual Studio version 
and Service Pack number, and applicable third-party components. 
Detailed parameter/configuration settings for all servers/software 
required for both the Base Product and Migrated Product to function at a 
reasonable level of performance as can be reasonably known prior to 
certification of the development environment. 


Test Data Test data that: 


 matches the database schema for the Base Product; 


 is a reasonable proportion and representation of the production 
data for the Base Product;  


 is “sanitized” by CUSTOMER for confidentiality or privacy;  


 is representative of the test data that CUSTOMER provided to 
Metex prior to the SOW Term; and 


 can be used with both the Base Product and Migrated Product to 
successfully run all Test Cases in the Metex Environment. 


 Test data will include data that aligns with the test cases performed 
against the Base Product, plus additional data required by Metex 
for Migrated System testing.  


Test Cases CUSTOMER will provide high level test case documentation that: 


 Are divided into two distinct sets: 
o “Screen Flow Test Cases” to enable Metex to open all of the 


screens in the Base Product.  Include image captures of every 
screen in the application and a small but appropriate amount 
of text indicating how the screen was “opened.” 


o “Comprehensive Test Cases” to enable Metex to verify that the 
business logic in the Migrated Product has been migrated 
correctly. Must cover all the screens in all areas of the 
application.  Will not describe duplicated elements as these 
only need to be tested once and the level of effort needed to 
describe them would be unmanageable. 


  


 Can be used by CUSTOMER to execute the test cases in the 
Metex Environment 


 Match the Test Data 


 Properly reflect the functionality of the Base Product 


 Are estimated by CUSTOMER to number approximately 600 
Comprehensive Test Cases. 


Test Case Recording CUSTOMER will execute all the test cases in the Metex Environment 
following Metex provided procedures for recording. 


Test Plan CUSTOMER will provide Metex with detailed plan documenting the 
order test cases will be preformed in and any dependencies between 
test cases as well as a tentative schedule. 


Testing Support CUSTOMER will provide Metex with timely assistance in managing the 
CUSTOMER development test environment including but not limited to 
test cases, test data, batch processes so as to minimize any delays on 
Metex effort. 


Non-Functional 
Requirements 


CUSTOMER will provide the non-functional requirements for the 
Migrated Product that will be used as input to the Architecture Design 
process. Due to the nature of the RFP process, Metex made 
assumptions about possible CUSTOMER non-functional requirements. 
Non-functional requirements that differ from those assumptions may 
require Change Control. 
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6 MILESTONES 
6.1 Key milestones.  Each party will perform its “milestone tasks” below by the associated “milestone date” below 


(such tasks and dates together being the Key Milestones), except that if any Key Milestone is to be 
performed by a day that is not a Business Day, it may instead be performed by the next Business Day.  
Milestone Dates may be adjusted during the project based on written mutual agreement and will be managed 
via the project plan document. 


No. Party Milestone Date  Milestone Task 


1. CUSTOMER 
Items 


CUSTOMER Within 10 
Business Days 
following the 
start of the Term 
of the SOW  


CUSTOMER to provide Metex with all of the 
items in clause 5 (CUSTOMER Items) except for 
Test Cases, Test Plan and Test Case Recording. 


2. Environment 
certification 
and Project 
Plan 


Metex Within 10 
Business Days 
following 
completion of 
Milestone Task 
1. 


Metex to provide a project plan outlining project 
milestones, with mutually agreed dates.  
 
Metex to advise CUSTOMER of any failure of the 
items provided by CUSTOMER to meet the 
requirements of clause 5 (CUSTOMER Items). 
 
If no such failures are advised by Milestone 2 
Date, Milestone Task 1 will be deemed complete 
with the exception that Metex may identify failures 
of Test Cases to meet the requirements of clause 
5 (CUSTOMER Items) until the completion of 
Milestone 4.  


   Metex to establish the Metex Environment 


 CUSTOMER  CUSTOMER to assist in establishing Metex 
Environment including installation of the existing 
application 
 
CUSTOMER to Certify in writing the Metex 
Environment 


 CUSTOMER Within 20 
Business Days 
following the 
start of the Term 
of the SOW 


CUSTOMER will deliver Test Cases and Test 
Plan to Metex for approval 


3. Design Metex Within 5 
Business Days 
following the 
resolution of any 
failures notified 
by Metex under 
Milestone 2. 


Metex, through a series of meetings will begin 
work to provide CUSTOMER with Architecture 
Design document describing in some detail the 
standards Metex will use to create the Migrated 
Product from the Base Product  and database 
migration strategy including: 


 any aspects of Requirements 4.1 that it is not 
technically possible to meet and that can be 
reasonably identified prior to commencing 
the migration, including the issue faced, the 
options considered, and recommended 
resolution; 


 recommended use of presentation 
capabilities of the target architecture; and  


 the recommended approach to interfacing 
applications (e.g. install application or 
workaround). 


 
Metex will present the Architecture Design 
document to CUSTOMER at an online “webinar” 
session. 
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No. Party Milestone Date  Milestone Task 


 CUSTOMER 5 Business Days 
following 
Metex’s 
“webinar” under 
Milestone 3. 


CUSTOMER to provide feedback in writing 
whether the Architecture Design document meets 
its Requirements. 
 
This design process will be iterative. 
 


 CUSTOMER 60 Business 
Days following 
the start of 
Milestone 3 


CUSTOMER to complete Test Case Recording. 


4. Begin 
Migration 


CUSTOMER When 
CUSTOMER 
completes all 
tasks under 
Milestone 3. 


CUSTOMER code base frozen and delivered to 
Metex  
 
 


 Metex Within 5 
Business Days 
following 
CUSTOMER’s 
completion of all 
tasks under 
Milestone 3.  


In accordance with clause 7.4 (Releases), Metex 
to begin migration. 


 Metex Prior to start of 
Milestone 5. 


Metex to provide Test Cases in ClearView 


5. Acceptance 
Testing 


Metex  Metex to provide the first release of the Migrated 
Product and database migration tools to 
CUSTOMER for Acceptance Testing 


 CUSTOMER For a period of 
30 Business 
Days following 
CUSTOMER’s 
commencement 
of Acceptance 
Testing.   


In accordance with clause 7.5 (Acceptance 
Testing), CUSTOMER to Acceptance Test the 
Migrated Product and notify Metex of suspected 
In-Scope Defects. 


6.  Acceptable 
Release 


Metex Within 5 
Business Days 
following the 
Acceptance 
Testing Period. 


Provide CUSTOMER the Migrated Product in 
executable form as defined in section 7.4.  


7. Acceptance CUSTOMER Within 10 
Business Days 
following 
delivery of 
Acceptable 
Release.  


Confirm whether the Migrated Product meets 
Acceptance.  If the Migrated Product does not 
meet Acceptance, Metex will promptly resolve the 
relevant In-Scope Defects until the Migrated 
Product does meet Acceptance. 


8. Source 
Release 


Metex Within 10 
Business Days 
following 
delivery of 
Payments due 
upon 
Acceptance.  
 


Provide CUSTOMER the Migrated Product in 
source code


 
form & a build/deployment guide.  


Provide CUSTOMER with technical assistance 
deploying the Migrated Product in one 
CUSTOMER environment. 
Provide CUSTOMER with final version of 
database migration  
 


 CUSTOMER Within 5 
Business Days 
following Source 
Release 


CUSTOMER to provide formal “sign off” of 
completion of this SOW.  


6.2 Delay.  Delays by CUSTOMER in meeting Milestones will be subject to Change Control. 
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7 TESTING AND ACCEPTANCE 
7.1 Defects.  Metex will deliver the Migrated Product based on functionality in the Base Product. The manner in 


which this functionality is delivered in the target architecture may differ from the functionality in the Base 
Product. Metex may include new features from the target architecture to support the functionality in the Base 
Product. Features in the Base Product that do not have equivalents in the Target Architecture might require 
workarounds that significantly impact the code quality or maintainability of the Migrated Product. These 
differences in features will not be considered defects. CUSTOMER may request Change Control when such 
features are identified as required by CUSTOMER. 


7.2 In-Scope Defects.  Metex is only required to resolve defects in the Migrated Product: 


(a) that are failures to meet the Requirements, which in the case of Requirements 4.1(a) and (b), can be 
demonstrated by CUSTOMER using Accepted Test Cases in the Metex Environment; and 


(b) that are reported to Metex:  


(i) within the Acceptance Testing Period; or 


(ii) if the defect could not previously be identified because of another In-Scope Defect, then 
promptly following identification of the Defect. 


To avoid doubt, a defect in the Base Product that has been migrated into the Migrated Product is not an In-
Scope Defect.   


7.3 Resolving Defects.  The parties must report and action defects in the Migrated Product by using the 


ClearView System to report defects and update the status of defects.  Defects must be shown to be 
repeatable by CUSTOMER in the Metex Environment prior to being entered in the ClearView System to be 
considered a Defect, unless accepted by Metex. 


Status Updated By Action 


Open CUSTOMER or 
Metex 


CUSTOMER or Metex reports each suspected In-Scope Defect, 
including its “importance” as reasonably determined by the 
reporting party in accordance with the following table. If 
CUSTOMER or Metex identifies a defect in the Migrated Product 
but does not consider it to be an In-Scope Defect, CUSTOMER 
may address that defect in accordance with Change Control. 


Information 
Required 


Metex Metex must promptly advise CUSTOMER, by ClearView or email, 
of additional information required for Metex to confirm whether the 
item is an In-Scope Defect.  Metex must promptly re-categorize the 
item as “Open” once the additional information is provided.   


Not a Defect Metex Metex must promptly advise CUSTOMER, by ClearView or email, if 
Metex considers that an item is “Not a Defect” and provide such 
assistance as CUSTOMER reasonably requires to verify that 
status.   


Fixed Metex Metex must promptly fix each In-Scope Defect and, when fixed, 
report it as “Fixed”.  


Delivered Metex On delivery, Metex must change the status from “Fixed” to 
“Delivered” and the provisions of clause 7.3 (Resolving Defects) 
reapply to the resubmitted Migrated Product.   


Closed CUSTOMER CUSTOMER tests “Delivered” and “Not a Defect” items and if the 
status is verified changes their status to “Closed”. 


Re-Open  CUSTOMER CUSTOMER tests “Delivered” and “Not a Defect” items and if the 
status is not verified changes status to “Re-open”. 


 
 


Importance Description 


Critical Blocks test process. For example: The inability to open a new window, no action when 
button is clicked. 


High Incorrect output or operation related to the database.  For example: incorrect value, 
adding a new record, deleting records, saving data. 


Medium Incorrect business or integration result, functionality, or performance issue which is an 
In-Scope Defect. For example: missing menu items, incorrect drop down values, etc. 


Low Any other issue including User Interface. For example: data alignment, background 
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Importance Description 


color, color, text overlap, etc. These items are not necessarily associated to a specific 
accepted test case provided, but have an impact on the Migrated Product. 


 
 
7.4 Releases.   


Subject to clause 7.3 (Resolving Defects), Metex will provide a series of releases of the Migrated Product 
during the Acceptance Testing Period. Metex will schedule releases every 5 to 10 days or as mutually agreed 
by the project managers.  Releases to address Critical Defects or during the last week prior to Acceptance will 
be scheduled as needed and mutually agreed.  Where CUSTOMER notifies Metex of In-Scope Defects in 
accordance with this SOW, those In-Scope Defects only need to be addressed in releases that are made 
more than [5] Business Days after CUSTOMER added the Test Case or reported the In-Scope Defect.  


With each release, Metex must notify CUSTOMER in writing of the results of its testing of that release and 
include adequate release notes and installation instructions applicable to the release.  Metex will provide each 
release during the Acceptance Testing Period as an executable (MSI) binary file.  CUSTOMER warrants that it 
will not, at any time, attempt to decrypt or reverse engineer the delivered binary executable to obtain the 
source code.   


Metex will extend the Acceptance Testing Period to accommodate Test Cases which cannot be executed at 
least once during the Acceptance Testing Period due to Critical Defects. No new Defects can be raised after 
the Acceptance Testing Period. 


Metex need not correct a “Low” In-Scope Defect in the Accepted Migrated Product that is initially reported in 
the last five days of the Acceptance Test Period if less than five percent of the reported “Low” In-Scope 
Defects are outstanding and if the Metex and CUSTOMER mutually agree that such Defect does not 
materially affect the end user’s ability to use the functionality of the Migrated Product.  Metex will make 
reasonable effort to correct such defects if possible within the Acceptance Testing Period.  The 5% will be 
calculated as the number of “Open” or “Re-Open” Defects as a percentage of the total number of “Low” In-
Scope Defects. Test Cases that are outside the scope of the SOW, or cannot be replicated in the Metex 
Environment shall be excluded from the total number of In-Scope Defects for the purposes of this calculation. 


Metex will provide assistance resolving issues that arise when installing releases and for initial builds in the 
CUSTOMER development environment. 


 
7.5 Acceptance testing.  Following each release of the Migrated Product, CUSTOMER will test whether the 


Migrated Product meets the Requirements which, in the case of Requirements 4.1(a) and (b), may only be 
tested using the Test Cases (Acceptance Testing).  Metex will provide assistance reasonably required by 
CUSTOMER for Acceptance Testing, including installation support.  CUSTOMER will promptly report 
suspected defects in the Migrated Product in accordance with clause 7.3 (Resolving Defects).  


7.6 Acceptance Testing Meetings.  The parties will meet weekly, or more frequently if reasonably required, to 


review the current status of Acceptance Testing and the status of reported defects.   


7.7 Acceptance.  The Migrated Product will be considered to have been accepted by CUSTOMER when any one 


of the following has occurred: 


(a) CUSTOMER acknowledges in writing that number of In-Scope Defects meet the requirement for 
Acceptable Release in section 7.4 (Releases) 


(b) CUSTOMER acknowledges in writing that it accepts the Migrated Product with In-Scope Defects, 
provided that following Acceptance, Metex will promptly fix those In-Scope Defects 


(c) CUSTOMER makes any material use of the Migrated Product for any purpose other than Acceptance 
Testing 


(d) The number of Business Days defined in Milestone 7 (Acceptance) of clause 6.1 have been reached 
without CUSTOMER notifying Metex of a failure of the Migrated Product to meet Acceptance. 


For any Deliverable other than the Migrated Product, CUSTOMER will have 10 days to review and provide 
notification in writing (email is acceptable) to Accept the Deliverable or document defect(s). For any 
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subsequent defect corrections, CUSTOMER will have an additional 5 days to review the corrected Deliverable 
and provide notification.  The Deliverable will be deemed to be accepted when any one of the following has 
occurred: 


(a) CUSTOMER documents in writing Acceptance of the Deliverable 


(b) The period to review the deliverable as documented above expires without notification from 
CUSTOMER 


(c) CUSTOMER makes any material use of the Deliverable 


8 PROJECT MANAGEMENT 
8.1 Project documentation.  Metex will maintain and share with CUSTOMER a project plan including the 


detailed tasks and their timetable required for the parties to meet their obligations under this SOW.  However 
all contractual provisions in relation to this SOW are contained in this SOW and the Agreement.  Accordingly, 
unless expressly provided otherwise in this SOW, the project plan and other documentation of Metex will have 
no legal effect between the parties, despite any agreement to them by CUSTOMER.   


8.2 Project personnel.  Each party will maintain the involvement of suitably qualified and experienced people in 


the roles below.  Each party may change its appointee on written notice to the other from time to time, and will 
ensure adequate handover between appointees.  At the commencement of this SOW, the appointees are: 


Metex Roles  


Title Role Appointee Involvement 


Project Manager 
(Key Role) 


Co-ordinate both party’s 
obligations under this SOW. 


 Prime contact 


    


    


    


 
 


CUSTOMER Roles  


Title Role Appointee Involvement 


Project Manager Co-ordinate CUSTOMER’s 
obligations under this SOW. 


 Prime contact 


Application Support To answer Metex’s technical 
questions related to the Base 
Product.  


 As reasonably 
required 


Test Coordinator Manages the Acceptance 
Testing process, including 
oversight of Test Cases. 


 As reasonably 
required 


Business Area 
Representative 


Confirms Acceptance from the 
users’ perspective. 


 Oversight 


 
 
8.3 Project meetings and reports.  Metex will attend meetings and provide reports as follows and as otherwise 


reasonably requested by CUSTOMER:  


(a) Status reports.  Metex will provide project status reports to CUSTOMER by email on a weekly basis.  


CUSTOMER will be entitled to assume that there are no problems or issues known by Metex, unless 
such problems or issues are included in the first applicable project status report   The project status 
reports will include:  


(i) the actual project status versus the original work status plan; 


(ii) all accomplishments during the reporting period; 


(iii) planned versus actual task completion; 


(iv) anticipated activity for the next reporting period; 


(v) outstanding issues; 


(vi) action items; 
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(vii) other elements as appropriate; 


(b) Project meetings.  The project status reports will be reviewed in the meeting that will be held at a 


regularly scheduled time agreed to by the parties.   


(c) Project schedule updates.  These will be provided concurrent with the project status report or as 


changes to the project schedule are approved by CUSTOMER's project manager.  


9 Performance Considerations 
Metex will use reasonable efforts during the Project to minimize potential performance issues and, where 
technically possible, will use techniques such as pagination to manage large data volumes and AJAX to 
minimize network traffic.  Metex does not expect the Migrated Product to have general performance issues or 
create response time issues for CUSTOMER’s users. 
 
If CUSTOMER determines that the Migrated Product is operating, during the period for reporting In-Scope 
Defects under clause 7.2 (In-Scope Defects), in a manner that is providing materially worse performance than 
the Base Product, in its original environment: 
 
a) CUSTOMER shall make reasonable efforts to investigate and identify the cause of any performance issue 


with the Migrated Product and rule out factors outside the scope of the SOW such as hardware, network 
or other environment issues. 


 
b) Metex shall make reasonable efforts to investigate, identify and correct the cause of any performance 


issue specifically related to the Migrated Product. 
 
If CUSTOMER determines, after reasonable investigation by both Parties, that any performance issue 
identified during Acceptance Testing requires further investigation, CUSTOMER may request Change Control 
for Metex to provide an estimate to perform more detailed performance analysis and to provide a report on 
recommended corrections. If as a result of such further investigation, it is determined that the root cause is 
solely attributable to the Migrated Product then CUSTOMER will not pay any fees associated with the Change 
Control. 


 


10 Change Control.   
If at any time CUSTOMER desires to modify any of the Services, Deliverables, products, or terms (or 
requirements related thereto) or to include additional Services or Deliverables in the Services, Deliverables, 
products, or terms, CUSTOMER may submit a Change Request to Metex for its consideration describing such 
modification or additions in reasonable detail.  Metex may also raise a Change Request for any unforeseen 
changes or deficiencies to CUSTOMER deliverables.  Should Metex at its sole discretion, determine that 
analysis of such request will be chargeable, Metex will submit an estimated cost proposal for such analysis to 
CUSTOMER for approval. Metex will not perform any chargeable analysis without prior approval by 
CUSTOMER and prior to exceeding any approved estimate will provide a revised estimate in writing and seek 
approval from CUSTOMER before proceeding.  In each case, Metex shall in good faith promptly respond to 
such proposed Change Request by providing to CUSTOMER: (i) any information requested by CUSTOMER, 
including, if requested, Metex’s proposal concerning changes to Metex’s compensation terms that would apply 
if such were accepted; and (ii) Metex’s acceptance or rejection of such Change Request.  Each Change 
Request under this section shall be deemed effective upon: (a) acceptance thereof by Metex in writing; and (b) 
acceptance by CUSTOMER in writing of any changes to Metex’s compensation.  Upon effectiveness, the 
agreed upon modification to the Services, Deliverables, products, or terms, or additional services and 
deliverables, and any changes to Metex’s compensation and expense reimbursement resulting there from 
shall be incorporated into the change order and made a part of this Agreement. 


11 Warranty Support 
Metex will provide defect correction services using the process described in Section 7 for Critical/High 
Importance In-Scope defects identified in unaltered deliverables for the period defined in the Agreement. 
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Fees & Expenses 


All fees and expenses are in US$ and are exclusive of any taxes applicable. 


1. Fixed Price Charges. 


Metex will invoice CUSTOMER as follows:  
 


Invoice Invoiced 
Amount 


Invoice Milestone 


1 20% The date that the SOW is signed  
 


2 20% On delivery of the Architecture Design document provided by Metex 
under Milestone 4 


3 20% On Commencement of User Testing under Milestone 5 for WCS 


4 20% On Delivery of the Migrated Product Executable under Milestone 6 for 
WCS 


5 20% On Acceptance of the Migrated Product under Milestone 7 for WCS 


TOTAL 100%  


 


2. T&M Services.  


Metex will invoice CUSTOMER at the end of each calendar month at the T&M Rates below for 


any additional services approved by CUSTOMER. 
 


Resource Hourly Rate 


Project Manager  


Architect  


Developer  


QA  


3. Expenses. 


There are no anticipated or expected travel or direct expenses reimbursable by CUSTOMER, 


associated with this SOW. 
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Target Technology Stack * 
 


 Software 


Language Options C#.Net 


Visual Studio 2012R2 


Application Framework ASP.Net version 4.5 


MVC version 4 


Data Tier  ADO.Net 


Database Platform MS-SQL 2012 


Logging Standard platform logging provided by .Net with no customizations 


Error Handling Standard platform error handling provided by .Net with no customizations 


Customer Standards Microsoft standard components with CUSTOMER Interface and 
Architecture Standards 


Report Options MS SQL Reporting Services (SSRS) 


Distributed Technology one physical layer, no WCF or Web Services required 


Operating System(s) Windows 7 for clients 


Windows servers 


 Windows Server 2012/R2 EE 


Supported Browsers IE 11 


 
Metex has made every effort to document assumptions about the technical details of the target architecture and the 
impact on the project effort without having the benefit of detailed discussions with CUSTOMER resources.  Metex 
reserves the right to request Change Control based on new information discovered during the Architectural Design 
process. 
 
* Technology Stack will be finalized and approved within the Architecture Design phase.  
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Part II – Cost Proposal 


RFP Title: Replacement of MHD Core System 


RFP: 3238 


Vendor Name: Metex Inc. 


Address: 1321 Upland Drive, Suite 4600, Houston, 


TX 77043 


Opening Date: 4/19/16 


Opening 


Time: 


2:00 PM 
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7.1 Cost Proposal 


7.1.1 Detailed Deliverable Cost Schedule 


Metex works on a fixed price basis with milestone payments.  Metex has been successfully delivering application 


modernization projects for over 15 years using this methodology.  Metex also does Change Control on a fixed price basis 


so has not included any hourly costs. 


Metex is assuming that MHD will be able to host the application on existing State servers using existing State support 


processes  and will not need to purchase any new hardware. 


Metex delivers the full source code for the application and database to MHD who will then own the software and data 


with no dependencies on Metex.  MHD will need to have support for any ongoing enhancements/maintenance for the 


application but this is not possible to estimate based on the information in the RFP. 
 


Request for Proposal 3238 -Replacement of MHD Core Systems 


  


     7.1  COST SCHEDULES 


  


     


 


The cost for each deliverable must be complete and include all expenses, including travel, per diem and out-of-pocket expenses as well as 
administrative and/or overhead expenses.  Detailed backup must be provided for all cost schedules completed. 


7.1.1 Detailed Deliverable Cost Schedule 


  


      
The schedules have been set-up so that the sub-total from each deliverable cost schedule will automatically be transferred to the summary 
table in Section 7.1.7, Summary Schedule of Project Costs. 
 
However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 
7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal. 


     


Deliverable Number Description of Deliverable 
Activity 
Number 


Cost 


  


  


    


5.4 Planning and Administration Deliverables     
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  5.4.3.1 Detailed Project Plan     


  


5.4.3.3 Risk Management Plan (Note: Vendor not to 
charge for this deliverable, include cost in other 
deliverables)   


NO CHARGE 


   20% of Fixed Cost Milestone Payment   $39,600.00 


  
 Subtotal for 5.4 - Planning and 


Administration   $39,600.00 


          


5.5 Review and Validate Requirements and Gap/Fit Analysis      


        


  
5.5.3.1 Gap Analysis Report (including detailed options 


to address gaps)     


  
5.5.3.2 Comprehensive Walk-Through of System, 


Addressing All Core MHD Business Processes     


        


  


 


Subtotal for 5.5 - Review and Validate 
Requirements and Gap/Fit Analysis   $0.00 


          


5.6 System Design/Implementation Configuration     


  


  


    


  


5.6.3.1 System Design/Implementation 


Configuration Documentation     


   20% of Fixed Cost Milestone Payment   $39,600.00 


  


  


    


  


 


Subtotal for 5.6 - System 
Design/Implementation Configuration   $39,600.00 


          







 


 


 


Replacement of Manufactured Housing  RFP 3238 Page 5 of 28 


Division’s Core Systems   Master 
Metex Response – Technical Proposal 


5.7 Setup and Configure/Build System     


  


  


    


  


5.7.3.1 


Configured Working System (including 


demonstrations/pilot/walk-through of 


system components)     


  
5.8.3.2 


Deliver fully functional system that the 


vendor has fully tested.     


  
5.8.3.3 


Walk-through of entire system prior to 


UAT.     


  


 


20% of Fixed Cost Milestone Payment   $39,600.00 


  


 


Subtotal for 5.7 - Setup and Configure/Build 
System   $39,600.00 


          


5.8 Data Migration     


  


  


    


  5.8.3.1 Detailed data migration plan.     


  
5.8.3.2 


Test cases for validating converted data 


(ensure accuracy of data migration).     


  
5.8.3.3 


Migrate data to test and production 


environments.     


  


  


    


  


 


Subtotal for 5.8 - Data Migration   $0.00 


          


5.9 User Acceptance Testing     


  


  


    


  


5.9.3.1 Test environment and fully functioning 


system, including test data (vendor to have     
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performed comprehensive system testing). 


  


5.9.3.2 Vendor training of UAT team so that they 


understand the system to a level necessary 


to complete UAT.     


  5.9.3.3 Review of MHD's UAT plan and test cases.     


  


5.9.3.4 Technical support and timely remediation 


of defects, data and system issues 


throughout the UAT.     


  


 


20% of Fixed Cost Milestone Payment   $39,600.00 


  


 


Subtotal for 5.9 - User Acceptance Testing   $39,600.00 


          


5.10 Documentation     


  


  


    


  5.10.3.1 User manual.     


  5.10.3.2 Online help functionality and content.     


  5.10.3.3 System administration/operations guide.     


  


  


    


  


 


Subtotal for 5.10 - Documentation   $0.00 


          


5.11 Training 


 


    


  


  


    


  5.11.3.1 Training plan.     


  5.11.3.2 Training materials and scenarios.     


  
5.11.3.3 


Fully functional training environment with 


data.     
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  5.11.3.4 Training.     


  


  


    


  


 


Subtotal for 5.11 - Training    $0.00 


          


5.12 Transition to Production     


  


  


    


  5.12.3.1 Production transition plan.     


  
5.12.3.2 


Final conversion of legacy data to new 


system.     


  
5.12.3.3 


Technical support after go-live for at least 


two weeks.     


  


 


20% of Fixed Cost Milestone Payment   $39,600.00 


  


  


    


  


 


Subtotal for 5.12 - Transition to Production   $39,600.00 


          


5.13 Post Implementation Review     


  


  


    


  5.13.3.1 Post Implementation Review Plan.     


  5.13.3.2 Execute Plan.     


  
5.13.3.3 


Resolution of system and vendor 


operational issues.     


  


  


    


  


 


Subtotal for 5.13 -Post Implementation 
Review   $0.00 


          


5.14 Warranty and Corrective Maintenance Deliverables     
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5.14.3.1 


Timely corrective action on all system 


defects.     


  5.14.3.2 User support.     


  5.14.3.3 Release notes.     


  
 


 


    


  


 


Subtotal for 5.14 - Warranty and Corrective 
Maintenance Deliverables   $0.00 


          


Total Section 7.1.1 Detailed  Deliverable Cost Schedules $198,000.00 
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7.1.2 Development and Data Conversion Environments 
 


Request for Proposal 3238 -Replacement of MHD Core Systems 
 


   
7.1.2 Development and Data Conversion Environments 


 


 


Proposers must identify costs for any hardware and/or software proposed for the Development and Data Conversion Environments, as 
follows: 


   
7.1.2.1 The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in 


Section 7.1.7, Summary Schedule of Project Costs. 
 
However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in 
Section 7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal. 


   
7.1.2.2 Proposers must provide a detailed description and cost for each proposed item. 


   
7.1.2.3 The State reserves the right not to accept the proposed hardware and/or software. 


   
7.1.2.4 Costs for specific licenses must be provided. 


   
7.1.2.5 The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer. 


Item # 
Description of Proposed Hardware and/or Software 


for the Development and Data Conversion Environments 
Cost 


1     


2     


3     


4     


5     


6     


7     
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8     


9     


10     


11     


12     


SUB-TOTAL FOR 7.1.2 $0.00 
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7.1.3 Integration, System Test and UAT Environments 
 


Request for Proposal 3238 -Replacement of MHD Core Systems 
 


   
7.1.3 Integration, System Test and UAT Environments 


 


 


Proposers must identify costs for any hardware and/or software proposed for the Integration, System Test and UAT Environments, as 
follows: 


   
7.1.3.1 The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in 


Section 7.1.7, Summary Schedule of Project Costs. 
 
However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 
7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal. 


   
7.1.3.2 Proposers must provide a detailed description and cost for each proposed item. 


   
7.1.3.3 The State reserves the right not to accept the proposed hardware and/or software. 


   
7.1.3.4 Costs for specific licenses must be provided. 


   
7.1.3.5 The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer. 


Item # 
Description of Proposed Hardware and/or Software 


for the Integration, System Test and UAT Environments 
Cost 


1     


2     


3     


4     


5     


6     


7     
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8     


9     


10     


11     


12     


SUB-TOTAL FOR 7.1.3 $0.00 
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7.1.4 Training Environment 
 


Request for Proposal 3238 -Replacement of MHD Core Systems 
 


   
7.1.4 Training Environment 


 


 
Proposers must identify costs for any hardware and/or software proposed for the Training Environment, as follows: 


   
7.1.4.1 The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in 


Section 7.1.7, Summary Schedule of Project Costs. 
 
However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in 
Section 7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal. 


   
7.1.4.2 Proposers must provide a detailed description and cost for each proposed item. 


   
7.1.4.3 The State reserves the right not to accept the proposed hardware and/or software. 


   
7.1.4.4 Costs for specific licenses must be provided. 


   
7.1.4.5 The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer. 


Item # 
Description of Proposed Hardware and/or Software 


for the Training Environment 
Cost 


1     


2     


3     


4     


5     


6     


7     
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8     


9     


10     


11     


12     


SUB-TOTAL FOR 7.1.4 $0.00 
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7.1.5 Production Environment 
 


Request for Proposal 3238 -Replacement of MHD Core Systems 
 


   
7.1.5 Production Environment 


 


 
Proposers must identify costs for any hardware and/or software proposed for the Production Environment, as follows: 


   
7.1.5.1 The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in 


Section 7.1.7, Summary Schedule of Project Costs. 
 
However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in 
Section 7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal. 


   
7.1.5.2 Proposers must provide a detailed description and cost for each proposed item. 


   
7.1.5.3 The State reserves the right not to accept the proposed hardware and/or software. 


   
7.1.5.4 Costs for specific licenses must be provided. 


   
7.1.5.5 The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer. 


Item # 
Description of Proposed Hardware and/or Software 


for the Production Environment 
Cost 


1     


2     


3     


4     


5     


6     


7     
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8     


9     


10     


11     


12     


SUB-TOTAL FOR 7.1.5 $0.00 
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7.1.6 Other Associated Costs 
 


Request for Proposal 3238 -Replacement of MHD Core Systems 
 


   
7.1.6 Other Associated Costs 


 


 


Proposers must identify any other costs not covered on the Detailed Deliverable Cost Schedules and/or the specific cost scheudles for 
any hardware and/or software proposes, as follows: 


   7.1.6.1 The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in 
Section 7.1.7, Summary Schedule of Project Costs. 
 
However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in 
Section 7.1.7, Summary Schedule of Project Costs prior to submitting their cost proposal. 


   
7.1.6.2 Proposers must provide detailed information for each item identified. 


Item # Description of Other Associated Costs Cost 


1     


2     


3     


4     


5     


6     


7     


8     


9     


10     
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11     


12     


SUB-TOTAL FOR 7.1.5 $0.00 
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7.1.7 Summary Schedule 
 


Request for Proposal 3238 -Replacement of MHD Core Systems 
 


   7.1.7   Summary Schedule of Project Costs 


          Sub-totals from each of the previous cost schedules must be transferred to the following summary schedule of project costs. 


   


   
Deliverable or 


Cost Schedule Number 
Summary of Total Project Costs Cost 


5.5 Planning and Administration Deliverables $39,600.00 


5.6 Review and Validate Requirements and Gap/Fit Analysis $0.00 


5.9 System Design/Implementation Configuration $39,600.00 


5.10 Setup and Configure/Build System $39,600.00 


5.11 User Acceptance Testing $39,600.00 


5.12 Documentation $0.00 


5.13 Training $0.00 


5.14 Transition to Production $39,600.00 


5.15 Post Implementation Review $0.00 


5.16 Warranty and Corrective Maintenance Deliverables $0.00 


      


      


      


  Sub-Total of Project Tasks $198,000.00 


      


      


7.1.2 Development and Data Conversion Environments $0.00 


7.1.3 Integration, System Test and UAT Environments $0.00 


7.1.4 Training Environment $0.00 


7.1.5 Production Environment $0.00 


  Sub-Total of Proposed Hardware and/or Software $0.00 


      


7.1.6 Other Associated Costs $0.00 
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  Sub-Total of Other Associated Costs $0.00 


      


      


  Total Project Costs $198,000.00 
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7.1.8 Hourly Rate Schedule for Change Orders 
 


Request for Proposal 3238 -Replacement of MHD Core Systems 
 


   
7.1.8 Hourly Rate Schedule for Change Orders 


 


   7.1.8.1 Prices quoted for change orders/regulatory changes must remain in effect for six (6) months after State acceptance of the successfully 
implemented system. 


   
7.1.8.2 Proposers must provide firm, fixed hourly rates for change orders/regulatory changes, including updated documentation. 


   
7.1.8.3 Proposers must provide a firm, fixed hourly rate for each staff classification identified on the project.  Proposers must not provide a single 


compilation rate. 


   


   


 


Classification Title Hourly Rate 
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7.1.9 Annual Product Licensing and Maintenance Schedule 
 


Request for Proposal 3238 -Replacement of MHD Core Systems 
    


      7.1.19 Annual Product Licensing and Maintenance Schedule 
    


      7.1.9.1 Proposers must provide a three (3) year fee schedule with the following information:   
 
    -  Listing of each product; 
    -  Original project proposed price; 
    -  Annual licensing fee, if any; 
    -  Annual maintenance fee, if any; and 
    -  Percentages of the original amount for each fee. 


 
     


 
A.  Year 1 


    


      


Item # Product Description Cost 


Annual 
Licensing 


Fee, 
if applicable 


Annual 
Maintenance 


Fee 


Percentage 
of the 


Original Amount 


1     
 


    


2           


3           


4           


5           


6           


7           


8           
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9           


10           


11           


12           


      


      


 
B.  Year 2 


    


      


Item # Product Description Cost 


Annual 
Licensing 


Fee, 
if applicable 


Annual 
Maintenance 


Fee 


Percentage 
of the 


Original Amount 


1     
 


    


2           


3           


4           


5           


6           


7           


8           


9           


10           


11           


12           
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C.  Year 3 


    


      


Item # Product Description Cost 


Annual 
Licensing 


Fee, 
if applicable 


Annual 
Maintenance 


Fee 


Percentage 
of the 


Original Amount 


1     
 


    


2           


3           


4           


5           


6           


7           


8           


9           


10           


11           


12           
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ATTACHMENT K – COST PROPOSAL CERTIFICATION OF COMPLIANCE 


WITH TERMS AND CONDITIONS OF RFP 
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Cost Proposal for:


Replacement of MHD Core System


RFP 3238


Part lA - Technical Proposal


Proposer lnformation:


TGI Systems LLC


May Wyman


150 East Alamo Drive Suite 5


Chandler, A285285


Proposalopening data: April Lgr zOtG


Proposal opening Time: 2:00PM
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TAB X Preliminary Project Plan


5.4 PLANNING AND ADMINISTRATION
o provide Detoiled Project Plan, Schedule, deliverobles, ond Roles and


Responsibilities Per 5.4.2.1Time two weeks


o Deline processes for manoging ond controlling the proiect Per 5.4.2.2 Time


lncluded


o Develop Risk mondgement plon Per 5.4.2-3 Time one week


o participote in all meetings Per 5.4.2.4 - 5.4.2.5 Time on going through proiect


o Written monthly status reports in agreed upon formdt Per 5.4.2.6 Time on


going through Proiect


5.5 TASK 1 - REVIEW AND VALIDATE REQUIREMENTS AND GAP/FIT


ANALYSIS
o Meet with stoff in lAD sessions ond develop and amplify requirements stated in


Attachment O. Provide o Gap onolysis report with opinions and cost to make it


fit Per 5.5.2.7 - 5.5.2.2 Time three weeks


c Comprehensive wolk-through of system, showing how it supports eoch of


MHD's core business processes and demonstroting how the gaps can he


oddressed Per 5.5.2.3 Time two weeks


5.6 TASK 2 _ SYSTEM DESIGN/IMPLEMENTATION CONFIGURATION
c This is COTS software which needs tlS on o MS Windows Server ond dota to be


contoined in MS SQL Server software sitting on a MS Windows SQL Server. The


ABE COTS softwore will not need to be migrdted so it should sit on its finol


resting ploce which would probobly be the Production server. The ABE


software contains the Dev, Test, IJAT, and Production regions within itseff. The


data will be divided into the Dev, Test, IJAT ond Production versions on the SQL


senter. Generote os mony doto regions ds you desire for testing etc.


o TGI Systems personnel would desire o VPN connection through MHD to be able


to dccess these two seruers.


o TASK 2 per 5.6.2 < Two weeks ossuming cooperotion from State Seruer and


Network people.


5.7 TASK 3 - SETUP AND CONFIGURE/BUILD SYSTEM
o Conligure working system - vendor to conduct demonstrotions/ pilot/wolk-


through of system components per 5.7.2.7 - 5-7.2.2


o Permitting ond tnspections Time two weeks







o Titling Time two weeks


o Licensing Time two weeks


o lnvestigations Time two weeks


o Mobile Home Pdrks Time two weeks


o Lot Rent Subsidy Time two weeks


o Reports Time two weeks


o Educotion Time two weeks ond on going


o Public facing web opplications two months concurrent


o Deliver fully functional system thot the vendor has fully tested Per 5.7.2.2 Time


one month
o Walk-through of entire system prior to UAT Per 5.7.2.2 Time two weeks


5.8 TASK 4 * DATA MIGRATION
. Detoiled doto migration plon per 5.8.2.7 Time two weeks


o Test coses for volidating converted dato (ensure occuracy of doto migration)


Per 5.8.2.2 - 5.8.2.3 Time two weeks


. Migrote dotd to test ond production regions Per 5.8.7.4 Time two weeks


provided the data is cledn, which meons volidations will be ploced upon the


new tables, each column, ond should dato easily tronsfer to the new tohles


dato is cleon and should toke less than two weeks. lf ddto is not clean and TGI


Systems must clean the ddto then Time < two months.


5.9 TASK 5 _ USER ACCEPTANCE TESTING
o Test environment and fulllunctioning system, including test ddta (vendor to


have performed comprehensive system testing). Per 5.9.2.1Time lncluded in


Vendor testing obove.


. Vendor troining of UAT tedm so that ehy understand the system to d level


necessory to complete UAT Per 5.9.2.2 Time one week


. Review of MHD's UAT plon ond coses Per 5.9,2,3Time included


. Technicol support ond timely remediation of defects, doto ond system issues


throughout the UAT. Per 5.9.3.4 Time three weeks


5.10 TASK6_DOCUMENTATION
. User Monual Per 5.70.2.7 Time three weeks


o Online help functionolity ond content Per 5.70.2.2 Time two weeks


o System odministration/operations guide Per 5.70.2.3 Time two weeks


5.11 TASKT-TRAINING
. Trdining plan Per 5.77.2.7 Time one week


o Troining moteriols ond scenarios Per 5.17.2.2 Time two weeks







o Fully functionoltroining environment with doto Per 5.77.2.3 Time one week


. Trdining stoff Per 5.77.2.4 Time two weeks


. 5,I2 TASK 8 _ TRANSITION TO PRODUCTION
. Production transition plan Per 5.72.2.1Time one week


. Final conversion of legocy data to new system Per 5.72.2.2 Time two weeks


. Technicol support ofter go-live for ot leost two weeks Per 5.72.2.3 Time three


weeks.


5.I3 TASK 9 _ POST IMPLEMENTATION REVIEW
o Post implementation review pldn Per 5.73.2.7 Time two weeks


o Execute plan Per 5.73.2.2 Time lncluded


o Resolution of system and vendor operotionol issues Per 5.7i.2.3 il within the


scape of this contract included with the mointendnce and upgrade contrdct


from vendor. tf beyond the scope ol this controct then time ond charge will be


by the vendor hourly rate.
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Product Description: the Adaptive Business Environment (ABE)


TGI Systems LLC, www.tgi-systems.com
M3x M. Wyman, Ph.D., mwyman@tgisystems-com
Chandler, Arizona {4E0} 775-4AA0


The I6f Adaptive Business Enviranment (ABE) molds to your specific data and process. lts approach
represents a fundamentally different paradigm: the tool is non-prescriptive, and geared to grow and
adapt to any future vision at any future time. Key polnts which describe the solution include:


r The direct read/write connection to any business data within their domicile relational
environment. The ABE can connect to any nurnber of tables across most database platforms.


r The ABE accommodates spatial data, employing temporality to rernove the set theory
inconsistencies between the requirements of SQL (uniqueness and independence) and GIS


iuniqueness and covering).
r AIIABE functions-to include user, administration, security, mapping, and data governance; are


web-based.
r The ability to evolve with changes to requirements, mandate, and technology. The ABE can be


expanded without bound and changed at any time" Every integrated ABE application may be
rapidly refashioned should a new application or requirement present a refactoring opportunity.


r The ability to model spatial and columnar relations as metadata. This allows multiple layers of
data models and process relationships to be built up without the need to place physical
constraints on database tables. As a result, the enterprise environment becomes flexible and
agile. Applications can be brought together without planning-mistakes are no-longer costly-
and in fact, beneficial. This facilitates rapid prototyping, the building of multiple application
views of the same data. lf the final product is not satisfactory, it can be rebuilt or modified to
taste a dozen times over.


o The central management of domains (valid value lists), map components, and field formats.
These helps eliminate data redundancy and inconsistency.


r The automate creation of a fully lntegrated, searchable and connected data dictionary and
application inventory.


Together, the ABE and TGI Systems LLC staff employs the following four tools to forge integrated
enterprises from disparate cornponents:


r Rapid Application Development: tools to build read-write web applications against business
data within a matter of minutes.


o Business lntelligence: a host of computerized methods for building information and process


from disparate data components.
r Systems lntegration: methodologies for blending numerous separate systerns into a unified


enterprise.
. Enterprise Visualization Tools: innovative methods for illustrating the relationships,


connectivity, and enterprise business structures of compiex organization. Totai data governance
becomes a reality through these easy-to-understand tools.







Technically speaking, the following diagram illustrates how the ABE functions:
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{1a) The ABE connects to multiple
tables across multiple servers.
(1bi Security for each table is managed
by role, individual table, and individual
user.


(2ai The power of the ABE centers on
the modeling of colurnnar and spatial
relationships as metadata. This means
data models are be built without
setting physical relationships upon
database platforms. (2b) As data
models develop, they may be changed
as desired, often times with data
remaining in production. Likewise, any
data model and associated web
application may be imported and


exported to other ABE installations as


a "module."


(3a) The net result is the blending together of separate data model subject areas into a single corporate
data model unique to the organization. Ihis allows the client to address new business areas with agility
and flexibility. Data sharing of common components is maximized, while duplicate data and business


components are exposed and easily eliminated. The ABE contains its own internal data model rendering
tool"
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(3b) Each table is assigned to a Business tntity. These entities are also assigned users, security roles,
workflows, database actions, and other business process components. (3c) As the corporate data model
grows in size, with several thousand virtual connections between tables, the ability to comprehend the
ensuing complexity becomes difficult. The ,ABE addresses these issues by dissolving the expansive
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corporate data model by Business Entity. This creates a Systems lntegration Diagram {SlD} of all entities
and their relationships between each other. Using the SID as a point of beginning, the corporate data
model may then be rendered from any specified perspective. The ABE generates these systemic data-
governance tools in real-time, reflecting the true structure of the enterprise as operation. Gone are the
ivory-tower organization cha rts of disconnected ma nageria I planning.


::--:, -:- :r ,:.:-j l:,'::


(ai The ABE is equipped with a comprehensive set of GUl-driven application development and enterprise
management tools. This allows hundreds of custom applications to be built without any software
coding.
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{5} The ABE contains built-in tools and functions for mapping and manipulating spatial data, documents
and images, as well as internal temporal logic to manage time-dependent information" The ABE can also
employ Bing as the base map for higher mapping speeds.
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{6) The ABE contains multiple-levels of business process and logic functions:


o External reporting tools sr"rch as Crystal and SQL Server Reports may be blended as desired.
r A wide-selection of internal reporting and charting tools.
o Query tools are automatically built during appiication construction.
o Global query tools are available to present the same question to all data.
. Map and spatial intersect tools are built automatically.
r Trigger-actions and workflow diagramming are fully supported with GUI-drive web controls.
r External script and database stored procedures may be built into workflows as desired.
o Workflows, reports, application access, charts, and any other ABE-component may be easily


built into any number of dashboards


i7a) As integrated data, applications, and dashboards expand across the enterprise, information access
may be accessed pictoriaily from an individual workflow:
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Or from a depiction of all enterprise information components:
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Or from the granular perspective of the Application Index:


The TGI Adaptive Business Environment brings enterprise integration and data governance into the
Twenty-first Century. When asked, existing customers acclaim the ABE for its abiiity to provide new
capabilities which could never be defined or afforded by their organization. This form of value-adding
changes how an organization conducts business and forever opens the doors to flexibility, agility, and
continuous incremental irnprovement.


TGlSystems LLC


Max M. Wyman, Ph.D.


PrincipalScientist
(480) 77s-4000
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VENDOR INFORMATION SHEET FOR RFP 3238


Vendor Must:


A) Provide all requested information in the space provided next to each numbered question. The


information provided in Sections Vl through V6 will be used for development of the contract;


B) Type or print responses; and


C) Include this Vendor Information Sheet in Tab tll of the Technical Proposal.


VI C Name TGI LLC


Y2 Street Address 150 East Alamo Drive Suite 5


V3 C ity. ZW Chundler AZ 85285


V4
Telephone Number


AreaCode: 48A Number: 775-4000 Extension:


V5
Facsimile Number


Area Code: ll Number: Extension:


V6
Toll Free Number


Area Code: Number: Extension:


V8
Telephone Number for Contact Person


AreaCode: 775 ll Number: 841-1533 Extension:


V9
Facsimile Number for Contact Person


Area Code: Number: Extension:


vr0
Name of Individuul Authorized to Bind the Organizution


Name: Max M. Wyman and Jay B. Baldwin Title: Principal Scientist/ Proiect Manager


vtl
Signature (Individuul must be legally authorized to bind the vendor pe, ry4s lll.3l2


] _r-
t)


Signature:


Date: 3/31/2016


y1


Contact Personfor Questions / Contract Negotiutions,
including address if different than ubove


Nanre: Jol B. Buldwin


Title: Project Manager


Address: 1533 Goldfield Ave Carson City, Nevuda 89701


Email Address: 161 5 3 3@$ bcg lo bal. net


I
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State olNevada
Departrnent of Administration
Purchasing Division
5 I 5 Il. N4usser Street- Suite 300
Carson Crry- NV 89701


Brian Sandoval
Governor


.leflie"v Haag
Adrninistrator


SUBJECT: Amendment 1 to Request for Proposal3239


RFP TITLE: Replacement of the Manufactured Housing Division's Core Systems


DATE OF AMENDMENT: March 18,2016


DATE OF RFP RELEASE: February 19,2016


OPENING DATE: April 19,2016


OPENING TIME: 2:00 PM


CONTACT: Ronda Miller, Procurement Staff Member


The following shall be
information provided
amendment. You need


a part of RFP 3238. If a vendor has already returned a proposal and any of the
below changes that proposal, please submit the changes along with this
not re-submit an entire proposal prior to the opening date and time.


1.


2.


Section 6.1.3 on Page 33; the URL for the SOS is out of date.


The URL for the SOS is https://nvsos.gav


Can you provide us with the source code and empty database files (no data to avoid privacy
concems) for the applications so we can understand the size and complexity of the application?
As an alternative, can you provide us with the number of screens in the applications?


RFP Attachment: N - MHD Operation and Information Technologt Overview (document
imbedded in page 92) provides some description of the existing systems. The agency will look
at providing udditional informution on the curuent systems and publish it as a follow-up to
this umendment.


3. Regarding requirement #6.2.2.I on page 37 of the RFP for "Seals", "Parks," if a vendor does
not have direct experience specif,rc to manufactured housing solutions, but has extensive
experience successfully implementing "systems for other government agencies that perform
similar functions as MHD," including permitting, licensing, issuing certificates, inspections and
similar regulatory processes, will that vendor be disqualified or severely downgraded? Will the
state remove or alter these specific requirements in order to allow for a more competitive
bidding process including vendors highly qualified per other RFP requirements, and based on
many successful implementations with state regulatory agencies in various industries?


lU'e believe the question refers to section #6.3.2.1. The agency understands that "Seuls" and
uParks' are very unique and most vendors will not have delivered this specffic functionality
to their referenced clients. Vendors will not be disqualijied or downgraded becuuse they
have not delivered this speciJic fanctionulity on previous projects.
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4.


5.


6.


7.


8.


The agency is most interested in a vendor who can demonstrate they can deliver a solution
that meets the agency's requirements. Experience with similarfunctions such as permitting,
licensing, inspections, titling, and other regulatoryfunctions are important.


We have a Named User licensing structure. We define Named Users as "staff with access to the
back-office Software regardless of whether such access is concurrent or consecutive." Based on
this definition, how many Named Users does the agency anticipate having on its new system?


The agency anticipates having 16 Named Users for this RFf, with the capability for more
in the future.


Your RFP mentions a need for certain third-party data-exchange interfaces (API's for
OpenText, File 360, etc.). Please provide an inventory of all required system interfaces and the
purpose of each. Also, please note if each interface will be one-way or two-way.


There are no interfaces to other systems required within the scope of this project The
one potential future interface is with the OpenText, File 360 document management
system, which stores title documents. The envisioned interface is to tie title data in the
new system with electronic title documents in the OpenText system.


Vendors should identify if their systems have the capability to interface with other
systems, like OpenText, in the event the state decides to implement an interface in the
future-


Again, there are no interfaces to other systems required within the scope of this project


In addition to the desired public website functionality described in the RFP, what other public
functionality does the agency intend to have for its new system?


R-FP delines website functions in attachment N on pages 21, 31 and 37. Other desired
public website functionality are defined in Attachment O - Requirements Matrix.


Can the State specify which license type(s) will require which types of online functionality (e.g.
online applications, renewals, verifications, disciplinary processes, etc.)?


No license type($ wiII require online functionality.


Please provide the names of all system outputs required, including reports, queries, and
correspondences. Also provide the audience and the location from which each will be run
(back-office, public website, specific login-secured area of public website, etc.). If such details
are not available at this time, please provide at least the total numbers of each type of output
required.


Specilic details are not available at this time as the Division is requesting an ad hoc
reporting solution that is configurable from any data Iields in the database. Users will be
able to request their reporting and analysis solution "as the occasion requiresr" without
having to reguest queries from IT. The audience for reports, queries, and
correspondences wiII be for back oflice only.
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(b)


Please fully define and quantify the ongoing support the agency will require after system
implementation, including inclusion or exclusion of each item (and sub-item) in the following
categories:
(a) Help Desk Support (24x7 emergency support, end-user support, configuration and


troubleshooting, developer-to-developer suppod, hardware/network/security tips,
architecture and best practice guidance, online remote desktop support, dedicated
account management, local user group support)


In general the agency's operation is 7am - Spm, Monday through Friday. (Jser
and technical support is lypically required during these time periods. ff there is a
critical system problem, then technical staff will need to be on call outside of
normal business hours.


(c)


Training and Documentation (web courses, agency-specific process training, software
training, core software documentation, user conference)


The expectation is that the majority of training and documentation will be
completed prior to production go-live. After production go-live, there should be a
support resource available to answer questions on the use of the system (or
troubleshooting issues) on an as needed basis.


Software Patches and Releases (new major version software release versions,
installation of new software versions, core software patches, installation of core
software patches)


This will probably vary depending if the solution is a custom built system or
Commercial-Off-The-Shelf (COTS) system, and how it is hosted - state hosted or
vendor hosted (cloud). The table below provides a general outline of the type of
support needed.


Hosting\Solutioa Custom Syslem COTS
Vendor Hosted
(cloud)


Vendor:
- OS patches & upgrades
- Application software


upgrades and defect fixes
- Infrastructure software (e.g.


Oracle, SQL Server, JBoss,
etc.) upgrades & patches


Vendor:
- OS patches & upgrades
- Application software upgrades


and defect fixes
- Infrastructure software (e.g.


Oracle, SQL Server, JBoss,
etc.) upgrades & patches


State Hosted State does:
- OS patches & upgrades
- Basic database support


Vendor:
- Fixes software defects
- Assists state with application


software and infrastructure
software upgrades & patches


State does:
- OS patches & upgrades
- Basic database support


Vendor:
- Fixes software defects
Assists state with application
software and infrastructure
software upgrades & patches
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(d) Customization, Enhancement, and Corrections (desigrVconfiguration/testing support,
customization projects, customization tasks, defect correction, installation of
customization corrections)


See table above for question 9.c.


(e) Hosting Service (weekly backup, daily backup, hosting of proposed proprietary
software solution, IP address owned and provided by Company, maintenance of hosting
environment, data security)


If the system is hosted by the state, then the state will handle backups. If the
system is vendor hosted, then the vendor must provide robus$ secure backup and
recovery process and infrastru cture.


10. After the new system is implemented, what growth and need for enhancements does the agency
anticipate with respect to the number of users, programs, andlor processes?


The agency anticipates having 16 users for this RFp, with the capability for more in the
future.


1 1. Can you elaborate on the agency's preferences regarding hosting with the vendor?


The agency is open to vendor hosted (cloud) or state hosted. The agency will evaluate the
merits of each, considering costso benefits, and vendor's proven ability to deliver.
Vendors can propose both types of hosting solutions in their proposals.


12. As a COTS software provider, we have a standard license agreement and additional contract
terms which need to be incorporated into the procurement process. Where in our response


should these appear?


Tab VII - Scope of Work Responseo and/or Tab XII - Other fnformation


13. We offer multiple support plan options in addition to the primary support plan we will be


proposing. How would you like us to incorporate the additional options and corresponding
contract language into our proposal, to provide the agency with the right and option to choose


from our full range of support options in the future?


Vendors must clearly identify various scenarios when submitting their proposal.


14. Can you elaborate on any need for mobile inspection/f,reld investigation capabilities? If there is
any need, please respond to the following:
(a) How many mobile devices would the agency need set up to use on the new system?


The Division would need to have the capability of 6 mobile devices now, and the
capability to add more in the future.


(b) Would the agency need to use its own devices and mobile service, or could it pursue an


all-inclusive solution integrated with its back-office system?


The Diuision would need to use its own devices and mobile service.
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15.


(c) In order that we may determine the number of forms that would be integrated into the
new mobile system, how many different forms are currently in use in the field?


The Division would need checklist, inspection results, correction notice and safes
certificate forms along with the ability to add others as needs arise.


(d) How should pricing for these items be proposed?


(a) Per unit
(b) Per unit
(c) Per form


The project management and external monitoring/assessment/reporting requirembnts, as


outlined within section 5.2 and 5.7 while achievable, may be excessive for the size and scope of
this project, and may increase the cost of the project. Is the stated Deliverable Submission and
Review Process, Setup and Configure / Build System project management approaches
necessary and required, or is there flexibility on the project management and external
monitoring/assessment/reporting requirements in order to reduce costs? Please elaborate as to
the State's position and iflhow a vendor may propose an altemative project implementation
process based on a proven methodology?


The agency is open to vendors proposing the methodologt, approach, tasks and
deliverables that they believe are appropriate to successfully meet the agency's
requirements while mitigating project risks. The agency is interested in focusing
resources on the delivery of a system solution rather than "overhead' tasks that
contribute little to the end product.


5.2 Deliverable Submission and Review Process - The agency project team will be
relatively small and should be able to review and sign-off on deliverables in a timely
manner (if work products/deliverables are of high quality). Yendors can clarify in their
proposal their recommended approach and assumptions.


5.7 Task 3 - Setap and Contigure/Build System - This is a potentially substantial task and
the scope can vary signilicantly if the solution is custom or COTS (or combination). For
a custom solution, this represents the 'build'phase of the system lifecycle. For a COTS
solution, it is the configuration/customization phase. Vendors should describe (including
assumptions) their approach to delivering the solution. For example, vendors that use an
"agile" methodology might present sub-tasks that involve the 6tsprint" concept


The agency encourages vendors to propose a methodologyt, that has been successful and is
te for this project The agency is most interested in meeting their requirements


at a reasonable cost


What is the budget for this project?


Fiscal year 1 : $1801000 Fiscal year 2 : $50,000
Total for the current biennium:52300000 (this combines one-time and ongoing costs)
Biennium ends June 31,2017


If all cost proposals come in above a certain amount, would this RFP be cancelled? What is that
amount?


t6.
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17.


The RFP would not necessarily be cancelled. The agency, depending on State
procurement rules, would possibly solicit updated quotes base on change in scope. See
above for the amount


Did the legislature allocate any funds specifically for this project? If so, what is the amount
allocated, and when does it need to be used?


Yes, see #76 above.


Please identify instances where any agency employee has viewed or discussed a potential
software application similar to the one being solicited in this RFP in the last 24 months. Please
name the vendor(s), dates of contact and describe the nature of the contacts including whether
pricing was discussed. Has the agency received any estimates or quotations for the services and
software describe in this RFP, and if so, which ones and what were the amounts?


The agency has performed objective research to determine the viability of solutions in the
market place to meet the agency's needs. This includes, vendor discassions, product
demonstrations, and acquiring preliminary cost estimates. Sometime back, the agency
released a Request for Information (RFI). Vendors involved in agency discussion
included: GL Solutions, Praeses, MicroPacto Accela, and Salesforce.com. The agency
also solicited quotations from the Nevada Enterprise Information Technologyr Services


@ff! Division.


Can you clarity what you're looking for related to project management?


The agency will have a part-time project manager assigned to the project The agency
project manager, working with MIID management, will oversee agency staff to ensure
they are performing their tasks, including deliverable reviews, testing, etc. The vendor
should have a project manager that will work closely with the agency manager to
effectively manage the project In additiono the vendor should have an established,
p ro ve n app ro a c h /m e th o d o I ogy fo r m a n a gi n g s im il a r p roj ec ts.


If both the Prime and subcontractor worked for a client that will be used as a reference, should
the reference submit two separate questionnaires?


This can be one reference that represents both the prime and subcontractor. Ideally, it
will rellect the role each company had on the referenced project
Would the State consider a comprehensive 100% oloud-based solution designed specifically for
the public sector that cannot be hosted in State facilities? How will both "cloud" and "on-
premise" solutions be graded and evaluated against the other?


The agency is open to both cloud and state hosted solutions, The state will evaluate the
merits of each option (e.g. cost, benefit, risk, etc.). Vendors are free to propose multiple
options.


Did the State evaluate solutions that could meet its requirements through vendor
demonstrations leading up to the RFP release? If so, what types and names of solutions and
vendors were evaluated (vendor-hosted and on-premise)?


18.


19.


20.


21.
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Please see #17 above. The state did not formally nevaluatee vendors, they did collect
information on available solutions and estimated eosts.


22. Did the State use any vendor(s) to help develop the RFP? If so, will the State please share the
name of the vendor(s)?


No.


23. Does the State have a budget allocated for this project? If so, will the State provide the dollar
amount?


Please see #16 above.


24. What is the State's desired implementation timeframe (project start to go-live).


Ideally, the agency would like to implement the system in the June 2016 - December 2016
timeframe. The production go-Iive would be January 2017. This would leave the
remaining tive (5) months in the biennium for "Iine tuning" and working out any issaes.


25. Please confirm that all the functional, technical and interface requirements have been defined in
the RFP.


To the best of our knowledge at this point in time the requirements have been identified in
terms of establishing the overall scope of the system. There will likely be additional
details identified during the project


Please see the answer to #5 regarding interfaces to other systems.


26. Please provide the final user count for back-office and portal users that will need access to the
proposed solution. What is the anticipated volume of portal logins per month?


The agency anticipates having 16 users for back-office, with the capability for more in the
future. Public access users cannot be estimated as use by the public is not known.


27. In section 3.3.5, how does the current Parks Databased support the Lot Rent Subsidy program?


The Lot Rent Subsidy is a subcomponent of the Parks Database and are contained one
database. The Parks Database contains data related to all the parksi e.g., ProfiIe,
location, owners, managers, # of spaces, etc. The Lot Rent Subsidy data is linked to the
Park (where the applicant/recipient resides) and tracks the rent subsidy
applican ts/recipien ts an d rela ted paym ent


In additiono please review pages 42 and 43 in Attachment N of the RFP, where it shows
key data elements of the Lot Rent Subsidy Program and the user interface of the Parks
Database.


28. Vendor typically has a 30-day billing cycle. In section 8.1.1, can vendor take exception to the
State's 45-60 day payment schedule?
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29.


Typically the state pays within a 30 day period. The vendor can take exception to this and
state it in their RFP in the "exceptions' section. This can be discussed further in
negotiations.


Regarding Escrow for Source Code in section 13.3.11.1 of the RFP: A Cloud Services Provider
would be responsible for maintaining access in terms of performance and availability to the
data. The data is owned by the Customer. The State would have full rights to extract their data
at any time. Cloud Services Provider does not typically offer source code for escrow because it
is inapplicable to software delivered as a service subscription through a multitenant
architecture. Therefore, can this requirement be adjusted for pure software-as-a-service (SaaS)
solutions?


The vendor should address this in their proposal under oexceptionsoo or "assumptions'.
The State does have full ownership of its data and must have access to retrieve it at any
time.


Regarding Irrevocable Licenses in section 13.3.11.1 of the RFP: Cloud Services Provider is
proposing a cloud-based SaaS solution that would be configured to meet the State's specific
requirements. Cloud Services Provider is not physically delivering software. While relevant in
traditional on-premise, perpetual or irrevocable license software, this requirement does not
make sense in a cloud computing model. Therefore, can this requirement be adjusted for pure
SaaS solutions?


The vendor should address this in their proposal under oexceptions" or "assumptions'.


Is the State considering using card readers at the counter for payment processing? If so, would
this need to be part ofthis project, or ata later date?


Yes, the state will be using card readers at the counter for payment processing in two
locations. Wells Fargo is the credit card processing service for the state.


To understand your fee types, please provide a copy ofyour current fee schedule.


They are available on the MIID website:
http:ilmhd.nv.govluploadedFiles/mhdnvgov/Content/Resources/MHD FeeCharl4*2013.pdf


Does the State require a public-facing portal? If so, what capabilities should this portal provide
(i.e permit applications, inspection requests)?


Delined in MIID RFP Attachment O - Requirements Matrix.


Will the State need off-line inspection capability for remote areas, as part of this project or at a
later date? If so, how many field users will need offline access?


The agency does not fully understand the definition of "off-line inspection capabilily for
remote areas".


The agency envisions inspectors being able to capture inspection information on mobile
devices in the field whether or not the.y have connectivity to the host system. Ideally


30.


31.


) /_.


JJ.


34.


Amendment l RFP 3238 PageSofll







mobile devices, used by inspectors will sync with the host system when connectivity is
available.


There will be six (6) inspectors in the field that will be using mobile devices while
performing inspections. Additional devices could be added in the future.


35. Is the State using any GIS tool? If so, please provide the current version.


No.


36. What type of permits do you currently work with, and could we get samples or copies? How
many permits are issued per year?


Permit types are defined in attachment N, page 5. Forms are defined in attachment N,
page 7 and sample documents can be downloaded from our website at
ht lp : /imhd. mt. p:ot /(l ontentiRe s a urc e s/Forms _In,spe ct P erruit s
The Division issues approximately 2,500 permits peryean


37 . Could we get samples of your current inspections being performed? How many inspections are
performed per year?


A sample of current inspections being performed may be referenced in our "Residential
Checklist" form and can be downloaded from our website at
ht trs : limltd. nv. F:ovi(l ont e n tiRe s our c e siFot nts 


= =lnspe ct P erunit s


The Division issues approximately 2,500 permits peryear.


38. Could we also get samples of permit/license applications and forms the State will want to
incorporate in the new system?


A sample of a permit application can be downloaded from our website at
httlt://ntlxl.nv.WttiWlrsadedFiles/mhdnvgov/{lontent/ResowrcesiPerrnitApplicationFrsrrrc.Wff
A sample of a license applications can be downloaded from our website at
bW : iimhd. nv. goyiC o nte nt/ R e fa utc e,s/ Appfitgtjens *Ngtll /:


39. Requirement #2.4 - Please describe what database is storing the active licensees/permits
information that will require a look-up?


The agency does not understand the question. fn the current environment Licensee data
is maintained in the Licensing Database and permits data is maintained in the Permit
Database (Access). Both these systems will be replaced with the new system resulting
from this project The curuent legacy systems are data "silos" where data is not
integrated across business functions (e.g. permits, licensees, etc.).


Requirement #2.4 in the Requirements Matrix spreadsheet, is part of FUNCTIONAL
AREA: 2.0 - Permits and Inspections. Requirement #2.4 presents the need to be able to
easily look up (in the new system) related information. For example if a licensee
(contractor) is associated with a permit - a user should be able to look up a permit, see
the licensee data and ensure they have a valid license.


40. Requirement #2.11 - What tlpe of seal and certificate information is required for input into the
proposed solution? E.g. What fields?
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Seal information/Iields required for input is shown in the examples of IN labels, FII
CC insignias, and MC insignias and can be downloaded from our website at


http://mhd.nv"gor,/twloadedFiles/mhdnvgov/{}ontentilnspectiansiComplianceLabelsandlnsignia
Lpttf


Certilicate information/Iields required for input is shown in the example below


@,,* sTeYa {}p $s"l/*D&


c*f,TIftcATE Or GOfifipLTAHSX


This usis:* agpuued es havirg crmplied wir& *dX.$ 4$9 inr
mmmereial e**cks. &ny *nauthnriad xkxratiem sr etmrJrr-
sian of il.e eofi$lruetir:r!, keating, elechisel, cr plumtring qc-
brn$ rnoid& &ir ftr*gnie,


h{anufacrurer


*s 5sil1


S*riaf Hurnb*r
Sste o{ ManuJb{.ft.,re ..--.. -,-,------.,-
Fce


Sec+ived Fr*m --*---*-,"^-'.
Receipr Numter
Appnnrd is $ther Stafe:
Sure .-"""-"".--.-.-


A$&@i6d F6Rs


Arxrf kad


Wind L$ad


i{ech.


41. Requiremeri #2.12b - What are "IN labels, FH insignias, CC insignias, and MC insignias?"
Could you please provide examples?


Delinitions and examples of Il{ Iabels, FH insignias, CC insignias, and MC insignias can
be downloaded from our website at
http://mhd.nv.gou/aploildedFiles/mhdnvgav/Content/InspeclionslComillianceLflbelsundlnsis
nias,pdf


42. Requirement#3.3 - What is "RME option?"


RME is defined as '(Responsible Managing Employee" and is delined further 1z NRS
489.1353,


NRS 489.1353 "Responsible managing employee" defined. "Responsible managing
employee" means the person designated by the employer to exercise authority in
connection with his or her principal or employer's business in the following manner:


1. To make technical and administrative decisions.
2. To hire, superintend, promote, transfer, lay of$ discipline or discharge other


employees and to direct them, either personally or through others, or effectively
recommend such action on behalf of his or her principal or employer.


(Addecl to NRS by 1979, 1201)
Further information on RfuIE may be found on our website at
http:l/mhd.nv.sovlContentFResourceslApplications New/


43. Requirement #4.5 - This is blank. Please confirm if this is intentional or provide the
requirement description.


Requirement #4.5 in the Requirements Matrix is blank There is not requirement in the
row ofthe spreadsheet
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44. Requirement 36.L9 - What is the database/technology used and available APIs for the Title
database?


The agency does not understand the reference to Requirement "36.79".


There are currently two (2) systems that support the Title function within the MIID.
Title Database, which is a custom application developed in foxpro. This is where title
odata'is stored. This system is to be replaced within the scope of this project.
OpenText document management system GOf| which stores scanned title
"documents'. This system is not being replace as part of the scope of this project.


In addition, there is not a requirement to interface with the OpenText document
management system within the scope of this project Please see question #5 above.


ALL ELSE REMAINS THE SAME FOR RFP 3238.


Vendor must sign und return this amendment with proposal submitted.


Vendor Name:


Authorized Signature:


Title:


This document must be submitted in the "State
Documents" section/tab of vendors' technical proposal.
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SUBJECT:


RFP TITLE:


DATE OF AMENDMENT:


DATE OF RFP RELEASE:


OPENING DATE:


OPENING TIME:


CONTACT:


Brian Sandoval
Governor


.lel1ie1, I laag
Administrator


Amendment 2 to Request for Proposal 3238


Replacement of the Manufactured Housing Division's Core Systems


March 22,2016


February 19,2016


April 19,2016


2:00 PM


Ronda Miller, Procurement Staff Member


The following shall be a part of RFP 32.18. If a vendor has already returned a proposal and any of the


information provided below changes that proposal, please submit the changes along with this amendment.


You need not re-submit an entire proposal prior to the opening date and time.


1. Attachment H. Statement of Understanding


We believe that this only applies to contractor personnel that are performing the solution
implementation services and not the Cloud Services Provider personnel that are hosting the


solution.


Cloud service provider personnel are required to sign an NDA, that covers all customer data, not
specifically the data belonging to a single tenant of the system. Additionally, we assume that the
NDA language that is incorporated as part of the overall cloud/SaaS subscription agreement will
meet this requirement.


The CSP's process requires employees to sign and acknowledge receipt of the Employee
Handbook, the Code of Conduct, and the Employee Proprietary Information and Rights
Agreement. Employees also take code of conduct and legal compliance training. Initial and


annual Security Awareness Training includes security best practices, threat recognition,
compliance and policy requirements, and reporting obligations. Follow-up security awareness


training is presented to all personnel.


We request that these requirements be modified to reflect that this is not required for Cloud
Service Provider ernployees hosting the solution.


Vendors should describe their exceptions and reasons in the ooExceptions" section of their
proposal. The state currently uses Cloud Service Providers/SaaS subscription models for
systems in other agencies.
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2. Section 13. Terms and Conditions
13.2.1 Background Checks


We believe that this only applies to contractor personnel that are performing the solution
implementation services and not the Cloud Services Provider (CSP) personnel that are hosting
the solution. For example, Cloud Service Provider engages the services of a background
screening vendor to conduct background checks, as on employees at the time of hire in the U.S.
Can MHD please modify these requirements accordingly?


Vendors should describe their proposed exceptions, and reasons, in the ooExceptions" section
of their proposal. The state takes security very seriously and security measures such as


background checks apply not only during implementation, but throughout the operational
live of the system.


The state is open to modifying the requirement or approach to meeting the requirement as


long as security objectives are met. Typically this is addressed during the vendor negotiation
phase. For example, the state may require the CSP to provide signed statements attesting to
employee background checks.


Attachment D. Contract Form
21. STATE OWNERSHIP OF PROPRIETARY INFORMATION.Any reports, histories, studies,


tests, manuals, instructions, photographs, negatives, blue prints, plans, maps, data, system designs,


computer code (which is intended to be consideration under the Contract), or any other documents
or drawings, prepared or in the course of preparation by Contractor (or its subcontractors) in
performance of its obligations under this Contract shall be the exclusive property of the State and


all such materials shall be delivered into State possession by Contractor upon completion,
termination, or cancellation of this Contract. Contractor shall not use, willingly allow, or cause to
have such materials used for any purpose other than performance of Contractor's obligations under
this Contract without the prior written consent of the State. Notwithstanding the foregoing, the


State shall have no proprietary interest in any materials licensed for use by the State that are subject
to patent, trademark, or copyright protection.


For PaaS/SaaS solutions, a Cloud Services Provider would be responsible for maintaining access in
terms of performance and availability to MHD's data. MHD's data would be owned by MHD. The
State would have access to its data and metadata, but not all of the PaaS/SaaS solution source code.


MHD would have full rights to extract their data at any time during the subscription service.


However, PaaS/SaaS Cloud Services Provider does not typically offer system source code because


it is inapplicable to software delivered as a service subscription through a multitenant architecture.
While it is possible to provide the source code in an escrow account for a configured solution, the
source code would only be able to operate in the Cloud Service Provider's PaaS/SaaS environment.
Therefore, can MHD remove the source code requirements?


Vendors should describe their proposed exceptionso and reasons, in the "Exceptions" section
of their proposal. MHD cannot remove this requirement from the standard state contract at
this point during the RFP process. Typically this is addressed during the vendor negotiation
phase.


Other agencies in the state currently use SaaS and Commercial-Off-The-Shelf software
(hosted on state servers) where the state does not have direct ownership of source code. MHD
is very open to working with PaaS/SaaS vendors.


J.
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4.


5.


Attachment D. Contract Form
1. WARRANTIES.


A. General Warranty. Contractor warrants that all services, deliverables , andlot work products
under this Contract shall be completed in a workmanlike manner consistent with standards in the
trade, profession, or industry, shall conform to or exceed the specifications set forth in the
incorporated attachments; and shall be fit for ordinary use, of good quality, with no material
defects.


B. System Compliance. Contractor warrants that any information system application(s) shall not
experience abnormally ending andlor invalid andlor incorrect results from the application(s) in the
operating and testing of the business of the State.


We believe that this only applies to contractor personnel and the prime contract provider that will
be performing the solution configuration and implementation services and not the Cloud Services
Provider personnel that are hosting the solution. We request that these requirements be modified to
reflect that this is not required for the Cloud Service Provider hosting the solution.


Vendors should describe their proposed exceptions, and reasons, in the "Exceptions" section
of their proposal. MHD cannot remove this requirement from the standard state contract at
this point during the RFP process. Typically this is addressed during the vendor negotiation
phase. MHD expects quality deliverables/services during implementation and throughout
the operational live of the system.


Attachment D. Contract Form
9. TNSPE,CTION & AUDIT.


As a multi-tenant cloud service provider, we do not typically offer a Right to Audit clause as paft of
the base service offering. As a multi-tenant service, compartmentalization is viftual, not physical.
Annual site visits can be arranged at the MHD's expense, but in consideration of our other
customers, random access cannot be permitted. We have third party auditors that inspect and review
our security. We undergo annual audits for compliance with additional frameworks such as SSAE
l6 SOC l, SOC 2, SOC 3, ISO 27001, and PCI-DSS Level l. The results of these audits can be


provided to MHD as desired under NDA. Is this acceptable to meeting MHD's requirements?


Vendors should describe their proposed exceptions, and reasons, in the ooExceptions" section
of their proposal. MHD cannot remove this requirement from the standard state contract at
this point during the RFP process. Typically this is addressed during the vendor negotiation
phase. MHD is open to working with the vendor to find a method of verification that is
reasonable for both the state and the vendor.


What is MHDs budget for one-time implementation cost? What is MHD's budget for recurring
software license and support cost?


Current biennium (ends June 31, 2017) budget is:
Fiscal year 1 : $180,000 Fiscal year 2: S50,000
Total for the current biennium = $230,000 (this combines one-time and ongoing costs)


The budget for the next biennium has not yet been prepared. The estimated ongoing support
is estimated to be in the range of $30,000 - 45,000/year. This does not include potential
enhancements or added modules that MHD may decide to implement.


7. Related to the Deliverable Submission and Review Process, item 5.2 on page l9 of the RFP be, we
use an online portal to post and track deliverable acceptance. For agencies requiring an alternative


6.
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process, as curently outlined within the RFP, the price of deliverables is increased. Can the vendor


propose an alternative, cost-savings deliverable submission process? Can elements of this


requirement be removed / updated in order to accommodate alternative deliverable tracking and


submission process?


The agency is open to vendors proposing the methodology, approach, tasks and deliverables
that they believe are appropriate to successfully meet the agency's requirements while
mitigating project risks. The agency is interested in focusing resources on the delivery of a
system solution rather than "overhead" tasks that contribute little to the end product.


Regurding RFP section: "5.2 Deliveruble Submission and Review Process" - The agency
project team will be relatively small and should be able to review and sign-off on deliverables
in a timely manner (if work products/deliverables are of high quality). Vendors can clarify in
their proposal their recommended approach and assumptions.


The agency encourages vendors to propose a methodology that has been successful and is


appropriate for this project. The agency is most interested in meeting their requirements at a
reasonatrle cost.


for this project in the agency's budget? If so, what is theitem8. Did the legislature approve a line
amount and what does it cover?


9.


Current biennium (ends June 31,2017) budget is:
Fiscal year 1 : $180,000 Fiscal year 2: $50,000
Total for the current biennium: $230,000 (this combines one-time and ongoing costs)


Requiremen t #13 .3 .4.1 requires the contractor to have onsite project management for the duration


of the project. While achievable, this will greatly increase the overall cost of the project when more


cost-effective methods for contractor staff to manage the project have proven to be effective in
similar projects. Although on-site presence by contractor staff will be planned during ideal phases


of the project, can the State alter / remove this requirement, especially in light of the State's


encouragement of alternative methods of communication (See item 6.6.6 onpage 42 of RFP)?


MHD is open to vendors proposing their approach to project management including the
amount of time spent onsite and methods of communication. In regards to #13.3.4.1, MHD
will not require that the project manager be onsite 100"/0 of the time.


Requirement 13.3.10 requires many activities to be conducted on site that would typically be


performed remotely by the contractor. This will add significant travel related costs to the project.


Can the State alter / remove this requirement, especially in light of the State's encouragement of
alternative methods of communication (See item 6.6.6 on page 42 of RFP)?


Section 13.3.10 is not a requirement that vendor staff work onsite during the entirety of those


tasks (e.g. interviews, analysis/design, training, and testing). The agency is open to vendors
proposing their approach to the project, including how their team will work on-site and off-
site, as well as methods of communication and collaboration. The agency is interested in
executing the project in the most effective manner possible and ensuring a quality system is


delivered.


Did MHD use a vendor to help develop the RFP? If so, can you please share the name of the


vendor?


No.


10.


11.
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12. Has a budget been defined for this Project effort? If so, what is that budget?


Please see #8 above.


13. Did MHD evaluate solutions that could meet its requirements through vendor demonstrations
leading up to the RFP release? If so, what types and names of solutions and vendors were
evaluated?


The agency has performed objective research to determine the viability of solutions in the
market place to meet the agency's needs. This includes: vendor discussions, product
demonstrations, and acquiring preliminary cost estimates. Sometime back, the agency
released a Request for Information (RFI). Vendors involved in agency discussion included:
GL Solutions, Praeses, MicroPact, Accela, and Salesforce.com. The agency also solicited
quotations from the Nevada Enterprise Information Technology Services (EITS) Division.


14. Is MHD willing to divide the scope of the effort contained within the RFP 3238 into phases for a
more effective implementation effort?


MHD is open to vendors proposing a phased approach.


15. How many records does MHD anticipate in the data migration effort from the legacy systems to the
new system?


MHD does not have a specific count at this point. Please see ATTACHMENT N - MHD
OPERATION AND INFORMATION TECHNOLOGY OVERVIEW for information on the
legacy systems as well as metrics for the various business areas.


16. Does MHD require any integration to third party systems beyond the scope of 5.8? If so, please list
them.


There is no integration between the new system and third-party systems required within the
scope ofthis project.


17. Does MHD require a need for any Change Management for this solution?


We assume the vendor is referring to ooOrganizational" change management - which involves
managing the effect the new system will have on the organization or the people side of change
management. This includes the effective transition to new business processes, organizational
structure changes and cultural changes.


MHD will oversee organizational change management activities with input from the vendor.
Given the limited funds, MHD prefers to have the vendor focus on delivering an effective
solution and providing comprehensive user training.


18. Does MHD anticipate using live agent chat?


MHD has not considered live agent chat for this project; however, it is open to the concept.
This would be evaluated based on costs/benefits and security considerations.


19. What is the implementation timeline? When does this system need to be live?


Ideally, the agency would like to implement the system in the June 2016 - December 2016
timeframe. The production go-live would be January 2017. This would leave the remaining
five (5) months in the biennium for "fine tuning" and working out any issues.
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20.


21.


22.


In section 3.4 it is stated that all software used for project management must be approved by the
state. [s Salesforce an approved project management tool?


MHD is open to using Salesforce as a project management tool. MHD would need to assess
Salesforce costs/benefits and effectiveness for use on this project. MHD is open to using any
vendor tools that will be effective for the project.


Does MHD have IT personnel that will be able to assist in the data cleansing of legacy data prior
to the data migration into the new system?


There are some Department IT resources that can provide limited assistance with data
cleansing. There is not a Database Administrator on staff. MHD will work with the vendor
to devise an effective approach to data migration.


How many online forms in total are expected to be included in this implementation?


The vendor should allocate for approximately 5 forms with the ability to add more in the
future.


ALL ELSE REMAINS THE SAME FOR RFP 3238.


Vendor must sign and return this umendment with proposul submitted.


Vendor Name:


Authorized Signature:


Title:


This document must be submitted in the "State
Documents" section/tab of vendors' technical proposal.


Amendment 2 RFP 3238 Page 6 rf 6







Strtc o1'Nevada
Depanment o1' Adrrinistration
Purchasing Division
5 | 5 U. lVlusscr Strcct. Suite 300
Carson Citl'. NV 89701


Brian Sandoval
Governor


.lettrel'Haag
Adrninistrator


SUBJECT: Amendment 3 to Request for Proposal 3238


RFP TITLE: Replacement of the Manufactured Housing Division's Core Systems


DATE OF AMENDMENT: March 30,2016


DATE OF RFP RELEASE: February 19,2016


OPENING DATE: April 19, 2016


OPENING TIME: 2:00 PM


CONTACT: Ronda Miller, Procurement Staff Member


The following shall be
information provided
amendment. You need


a pafi of RFP 3238. If a vendor has already retumed a proposal and any of the
below changes that proposal, please submit the changes along with this
not re-submit an entire proposal prior to the opening date and time.


1. With respect to the Wells Fargo On-Line Payment Adapter:


. Does the State currently have any applications using this functionality? If yes, please


describe.


There are many State agencies that use the Wells Fargo Payment Gateway (a.k.a.
CyberSource). The largest user is the NV Department of Motor Vehicles. The
Department of Business & Industry, Real Estate Division has integrated their licensing
system with the Wells Fargo Payment Gatewayfor the processing of online license
renewals (over the Internet). Attachment A, below, provides additional informution on
integration methodsfor the Wells Fargo Payment Gatewuy.


MHD currently uses the web portal interfoce to the Wells Fargo Payment Gatewayfor
uccepting credit card payments (manually entering data). MHD does not currently have
any systems integruted with the payment gateway.


If yes, are there any known performance issues with this application?


There are no know performance issues at this time.


If yes, is the application supported internally, by Wells Fargo, or another vendor?


Wells Fargo sapports the Payment Gateway. The Stute of Nevada Treasurer's Office, is
the agency in charge of the contract with Wells Fargo, and is involved with coordinating
activities between Wells Fargo and agencies intedacing with the Payment Gateway.
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Deparlrnenl of Admin istration
I'urchasing Division
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Brian Sandoral
Ciovernor


.lettrel'Haag
Adrninistrator


SUBJECT: Amendment 3 to Request for Proposal3238


RFP TITLE: Replacement of the Manufactured Housing Division's Core Systems


DATE OF AMENDMENT: March 30,2016


DATE OF RFP RELEASE: February 19,2016


OPENING DATE: April19,2016


OPENING TIME: 2:00 PM


CONTACT: Ronda Miller, Procurement Staff Member


The following shall be a part of RFP 3238. If a vendor
information provided below changes that proposal,
amendment. You need not re-submit an entire proposal


has already returned a proposal and any ofthe
please submit the changes along with this
prior to the opening date and time.


1. With respect to the Wells Fargo On-Line Payment Adapter:


. Does the State currently have any applications using this functionality? If yes, please


describe.


There are many State ugencies that use the Wells Fargo Payment Gateway (a.k.a.
CyberSource). The largest user is the NV Department of Motor Vehicles. The
Depurtment of Business & Industry, Real Estate Division has integrated their licensing
system with the Wells Furgo Payment Gateway for the processing of online license
renewals (over the Internet). Attachment A, below, provides udditional information on
integration methodsfor the Wells Fargo Payment Gateway.


MHD curuently uses the web portal intedace to the lYells Fargo Payment Gatewayfor
uccepting credit card puyments (manually entering data). MHD does not currently have
uny systems integrated with the payment gateway.


If yes, are there any known performance issues with this application?


There are no know pedormance ksues ut this time.


If yes, is the application supported internally, by Wells Fargo, or another vendor?


Wells Fargo supports the Payment Gatewuy. The Stste of Nevada Treasurer's Office, is
the agency in charge of the contract with Wells Fargo, and is involved with coordinating
activities between Wells Fargo and agencies interfacing with the Payment Gateway.
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. Can the State provide any details on the anticipated On-Line Payment Adapter usage in
terms of:
a. Average number of transactions per day / per hour


b. Peak number of transactions per day / per hour


MHD does not have s specific estimate on the sverage or peuk number of On-Line Payment
Transactions per day; however it is relatively low. The table below shows the annual totals


for the three transaction fi;pes that MHD is unticipating will be uvailable online. The
estimated annual totul is 3,700, which equates to an average of 14 per work day. A subset of
this amount (depending on user adoption rates) would be online transactions.


1 Est mated # of Permits Issued Per Year (include fee) 2,540
2 Est mated # of Re-inspections Per Year (include fee) s00


J Estimated # of Title Search Request Per Year (based on the # of
property liens; submit request online and make payment)


100


Total Transaction Per Year 3,700


Average # of Payment Transactions Per Work Day (52 weeks, 5
days per week)


l4lday


ffi
Amend 3 Additional


Information on Wells I


To open the document, double click on the icon.


Ifyou are unable to access the above insertedJile
once you have doubled clicked on the icon,


'l:,;:;;:;;ff ,1"';ffi';::.:i*r;;::;,


2. How was the budget estimate derived? Was this estimate based on market research or available
funds for this project?


The budget was based on both market research and avuilablefunds.


3. Would you like the solution to allow you to host a website page where citizens can go to in
order to download documentsldata?


The cunent MHD website contains documentsrforms und instructions, uvailable to the
public. This will remain in place.


4. Based on your responses to round one questions, we now assume that web-to-case ("online
submission") functionality is not a requirement for the desired solution. Please confirm


Online submission is highly desired, but not necessarily required


The jirst priority of the new system will be to address the core "back-office" basiness


functions of MHD. The public facing web-bused functions (e.9. processing requests for
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permits/re-inspections, and title search requests) are a secondary. MHD is open to the
concept of phasing in the publicfacing web-basedfunctions.


5. Would the State consider a 1 week extension for the due date making the new due date 4126?


No.


ALL ELSE REMAINS THE SAME FOR RFP 3238.


Vendor must sign and return this amendment with proposal submitted.


Vendor Name:


Authorized Signature:


Title:


This document must be submitted in the "State
Documents" section/tab of vendors' technical proposal.
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State 01'Nevada
Dcpartmenl ot' Adr1rirristration
Purchasing Division
515 E. Musser Street. Suitc J00
Carson Cit_"-. NV 89701


SUBJECT:


RFP TITLE:


DATE OF AMENDME,NT:


DATE OF RFP RELEASE:


OPE,NING DATE:


OPENING TIME:


CONTACT:


Brian Sandol al


Governor


.lefliel llaag
Administrator


Amendment 4 to Request for Proposal 3238


Replacement of the Manufactured Housing Division's Core Systems


April 5,2016


February 19,2016


April19,2016


2:00 PM


Ronda Miller, Procurement Staff Member


The following shall be
information provided
amendment. You need


apart of RFP 3238. If a vendor has already leturned a ploposal and any of the


below changes that proposal, please submit the changes along with this
not re-submit an entire proposal prior to the opening date and time.


1. Your response to question #2 in Amendment #1 indicated the state would follow up with
additional information on the existing system but I have not seen any relevant information in
any subsequent amendments. Can you give me some idea of when this might be available as it
will impact our ability to provide an accurate estimate. Even if we can have the number of
screens (each tab counts as a screen) in the applications? Thanks!


Attuched are several items from the existing systems that are not included in the RFP
Attachment N - MHD Operation and Information Technologlt Overview. Thefollowing are


included:


o Seals Datqbase (Labels ond lnsignias)
o Screen Shots (One for eoch seal type)


o Seo/s Datobase Tables
o Licensing Database


o


o


Screenshots
Databose Tables


c Parks Datobase Tables


*l
,....s


RFP 3238 Amend 4
attachment.docx


To open lhe docunent. douhle click on lhe icrstt.


lfyou are utoble to access lhe ahore inserted.file
once )ou have doubled clicked on the ic'ttn.


plea.se contact ,\:evadu Stale Purchusittg ul
lt\:t]]i ry.i!A{,! d!:}1![r.1tu,.gqt./br an e nta i le d c op1,.
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ALL ELSE REMAINS THE SAME FOR RFP 3238.


Vendor must sign and return this amendment with proposal submitted.


VendorName:


Authorized Signature:


Title:


This document must be submitted in the "State
Documents" section/tab of vendors' technical proposal.
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ATTACHMENT A - CONFIDENTIALITY AND CERTIFICATION OF INDEMNIFICATION


Submitted proposals, which are marked "confidential" in their entirety, or those in which a significant porlion of the submitted
proposal is marked "confidential" y!!!gqj be accepted by the State of Nevada. Pursuant to NRS 333 .333, only specific parts


of the proposal may be labeled a "trade secret" as defined in NRS 600A.030(5). All proposals are confidential until the


contract is awarded; at which time, both successful and unsuccessful vendors' technical and cost proposals become public
information.


ln accordance with the Submittal Instructions of this RFP, vendors are requested to submit confidential information in separate


binders marked "@" and "Part III Confidential Financial".


The State will not be responsible for any information contained within the proposal. Should vendors not comply with the


labeling and packing requirements, proposals will be released as submitted. In the event a goveming board acts as the final
authority, there may be public discussion regarding the submitted proposals that will be in an open meeting format, the
proposals will remain confi dential.


By signing below, I understand it is my responsibility as the vendor to act in protection of the labeled information and agree to
defend and indemniS, the State of Nevada for honoring such designation. I duly realize failure to so act will constitute a


complete waiver and all submiffed information will become public information; additionally, failure to label any information
that is released by the State shall constitute a complete waiver of any and all claims for damages caused by the release of the


information.


This proposal contains Confidential Information, Trade Secrets and/or Proprietary information as defined in Section 2
* AC RON YM S/D E F I N ITIONS."


Please initinl the appropriate response in the boxes below and provide the justiJication for conJidential status.


Part I B - Confidential Technical Information


YES NO I tSt
Justification for Confidential Status


A Public Records CD has been included for the Technical and Cost Proposal


YES JBB NO (See note below)
Note: By ma*ing "NO" for Public Record CD included, you are authorizing the State to use the uMuster CD" for
Public Records reqaests.


Part III - Confidential Financial Information


YES NO JBB


Justification for Confidential Status


TGI Systems LLC


Ju.y B. Baldwin April12,2016


This document must be submitted in Tab IV of vendor's technical proposal


Print Name


RFP 3238


Date
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ATTACHMENT C _ VENDOR CERTIFICATIONS


Vendor agrees and will comply with the following:


(l) Any and all prices that may be charged under the terms of the contract do not and will not violate any existing federal, State or


municipal laws or regulations conceming discrimination and/or price fixing. The vendor agrees to indemnifr, exonerate and hold


the State harmless from liability for any such violation now and throughout the term ofthe contract.


(2) All proposed capabilities can be demonstrated by the vendor.


(3) The price(s) and amount of this proposal have been arrived at independently and without consultation, communication, agreement


or disclosure with or to any other contractor, vendor or potential vendor.


(4) All proposal terms, including prices, will remain in effect for a minimum of 180 days after the proposal due date. In the case of the


awarded vendor, all proposal terms, including prices, will remain in effect throughout the contract negotiation process.


(5) No attempt has been made at any time to induce any firm or person to refrain ffom proposing or to submit a proposal higher than


this proposal, or to submit any intentionally high or noncompetitive proposal. All proposals must be made in good faith and without
collusion.


(6) All conditions and provisions ofthis RFP are deemed to be accepted by the vendor and incorporated by reference in the proposal,


except such conditions and provisions that the vendor expressly excludes in the proposal. Any exclusion must be in writing and


included in the proposal at the time of submission.


(7) Each vendor must disclose any existing or potential conflict of interest relative to the performance of the contractual services


resulting fiom this RFP. Any such relationship that might be perceived or represented as a conflict should be disclosed. By


submitting a proposal in response to this RFP, vendors affirm that they have not given, nor intend to give at any time hereafter, any


economic opportunity, future employment, gift, loan, gratuity, special discount, trip, favor, or service to a public servant or any


employee or representative of same, in connection with this procurement. Any attempt to intentionally or unintentionally conceal or


obfuscate a conflict of interest will autornatically result in the disqualification of a vendor's proposal. An award will not be made


where a conflict of interest exists. The State will determine whether a conflict of interest exists and whether it may reflect


negatively on the State's selection of a vendor. The State reserves the right to disqualify any vendor on the grounds of actual or


apparent confl ict of interest.


(8) A1l employees assigned to the project are authorized to work in this country.


(9) The company has a written equal opporhrnity policy that does not discriminate in employment practices with regard to race, color,
national origin, physical condition, creed, religion, age, sex, marital status, sexual orientation, developmental disability or handicap.


(10)The company has a written policy regarding compliance for maintaining a drug-free workplace.


(11)Vendor understands and acknowledges that the representations within their proposal are material and important, and will be relied
on by the State in evaluation of the proposal. Any vendor misrepresentations shall be treated as fiaudulent concealment from the


State ofthe true facts relating to the proposal.


(12)Vendor must certifu that any and all subcontractors comply with Sections 1,8,9, and 10, above.


(13) The proposal must be signed by the individual(s) legally authorized to bind the vendor per NRS 333.337 .


TGI Systems LLC
Vendor Company Name


Vendor Signature
Jay B. Baldwin April 12, 2016
Print Name


This document must be submitted in Tab IV of vendor's technical proposal


Date
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ATTACHMENT


I have read, understand
Proposal.


YES JBB I agree to comply with the terms and conditions specified in this RFP.


NO I do not agree to comply with the terms and conditions specified in this RFP.


If the exception andlor assumption require a change in the terms in any section of the RFP, the contract,
or any incorporated documents, vendors must provide the specific language that is being proposed in the
tables below. If vendors do not specify in detail any exceptions and/or assumptions at time of proposal
submission, the State will not consider any additional exceptions and/or assumptions during negotiations.


TGI Systems LLC
Company Name


Signature


Jav B. Baldwin April 12, 2016
Print Name Date


Vendors MaST use thefollowingformat. Attach additional sheets if necessary.


B _ TECHNICAL PROPOSAL CERTIFICATION OF COMPLIANCE
WITH TERMS AND CONDITIONS OF RFP


and agree to comply with all the terms and conditions specified in this Request for


EXCEPTION SUMMARY FORM


EXCEPTION #
RFP SECTION


NUMBER
RFP


PAGE NUMBER


EXCEPTION
(Complete detail regarding exceptions must be


identified)


ASSUMPTION SUMMARY FOR]\4


ASSUMPTION # RFP SECTION
NUMBER


RFP
PAGE NUMBER


ASSUMPTION
(Complete detail regarding assumptions must


be identified)


Rep Ia cent ent of LI anufacture d H ou s i n g
D iv i.s i o n'.t (- t tt't'.St.r1crii.r


RFP 3238 Page 80 of93


This document must be submitted in Tab V of vendor's technical proposal






[image: image1.png]



June 9, 2016

***NOTICE OF AWARD***

A Notice of Award discloses the selected vendor(s) and the intended contract terms resulting from a

State issued solicitation document.  Contract for the services of an independent contractor do not 

become effective unless and until approved by the Board of Examiners.


		RFP/BID:

		3238





		For:

		Replacement of the Manufactured Housing Division’s Core Systems





		Vendor:

		GL Solutions





		Term:

		July 12, 2016 – June 30, 2021





		Awarded Amount:

		$210,360.00





		Using Agency:

		Nevada Department of Business & Industry/Manufactured Housing Division





************************************************************************************


This Notice of Award has been posted in the following locations:


		State Library and Archives

		100 N. Stewart Street

		Carson City



		State Purchasing

		515 E. Musser Street

		Carson City



		B & I/Manufactured Housing Division

		1830 College Parkway, Suite 100

		Carson City





Pursuant to NRS 333.370, any unsuccessful proposer may file a Notice of Appeal


 within 10 days after the date of this Notice of Award.


NOTE:  This notice shall remain posted until June 20, 2016

Revised as of 10/05/11
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Tab Vl - Section 4 - System Requirements


4. SYSTEM REQUIREMENTS


4.I VENDOR RESPONSE TO SYSTEM REQUIREMENTS


Vendors must explain in sufficient detail how the vendor will satisfy the Manufactured Housing
Division's project requirements described below and in Attachment O -Requirements Matrix-
If subcontractors will be used for any of the tasks, vendors must indicate what tasks and the
percentage of time subcontractor(s) will spend on those tasks.


Refer to Attochment O - Requirements Matrix tob Xl


4.2 COMPUTING PLATFORM


The server and desktop environments at the Department of Business & Industry and MHD is
Windows. For virtual environments VMWare is used.


In terms of hosting applications, MHD is open both State hosted or vendor hosted solutions.
MHD will evaluate the merits of each. The state hosting options include:


o MHD hosting on one of their existing servers (or purchase new server); or
o EITSD hosting on a virtual server in the state server farm facility.


Systems hosted on State servers should run on a Windows Server environment. However, MHD
is open to discuss other platforms.


TGI Systems proposes moving the Foxpro and Access tobles to MS SQL server on o windows
seruer environment. This server will be stote owned either by MHD or EITSD.


EITS hosting fiees moy he found ot the link below
http :/1it.nv.g*vl5erver-Nonserver-l-'losting-RatesJ


TGI Systems proposes placing the ABE Web seruice software on o windows server with
lnternet lnformotion Seruice (llS). This server will be stdte owned either by MHD or EITSD.


EITS hosting fees may be found dt the link above. The ABE Web service softwore hos been
tested to work with Windows 7, 8, ond 70.


TGI Systems proposes pldcing public locing web applications on the existing Stote owned
seruer.


4.3 TECHNICAL REQUIREMENTS


The following are some, but not all computing technical requirements:


o The proposed vendor solution should be web-based and support standard commercial
browsers.
The public fdcing web applicotions will support standard commercial browsers.


o The system must have robust security features that meet all state and industry security
standards. This includes the encryption of sensitive. data such as Personal Identifiable







Information (e.g. SSNs). The system must support complex passwords and enlorce
periodic resetting of passwords.


Refer to section 4.5 below


o The system must have user friendly reporting tools that allow knowledgeable users to
extract the information they need from the system.
ABE has a built-in reporting tool and also uses Crystal Reports


o The system must have full backup and recovery capabilities.
Batch.jobs will back up the data base and euch time the front end changes u back up
should be made and stored on a separate muchine.


o As a desired feature, the system should have API's that will allow it to integrate with the
OpenText, File 360 document management system in the future. Integration is not
included in the scope for this project.
TGI Systems will look at the integration requirements with OpenText, File 360 and
determine feas ibility of integration.


4.4 FUNCTIONAL REQUIREMENTS


Refer to Attachment O - Requirements Matrix. Vendors must review and complete the


Requirements Matrix and include it in your proposal.


Refer to Attachment O - Requirements Matrix tob Xl


Vendors should also review Attachment N - MHD Operation and Information Technologt
Overview to have a ful1 understanding of MHD's requirements. The proposed system must


support MHD's core business processes, including:


o Permitting and Inspections
o Titling
o Licensing
o Investigations
o Mobile Home Parks
o Lot Rent Subsidy
o Education


Refer to Attachment O - Requirements Motrix Tab Xl


4.5 SECURITY STANDARDS


4.5.1 System must meet State security standards for transmission of personal information as


outlined in NRS 205.4742 and NRS 6034.
TGI Systems and stdfl will comply with the stondards listed in section 4.5.


4.5.2 Protection of sensitive information will include the following:
o Sensitive information in existing legacy applications will encrypt data as is practical.


o Confidential Personal Data will be encrypted whenever possible.


o Sensitive Data will be encrypted in all newly developed applications.


TGI Systems and stoff wiil comply with the stondords listed in section 4.5.







4.5.3 All information technology services and systems developed or acquired by agencies shall
have documented security specifications that include an analysis of security risks and
recommended controls (including access control systems and contingency plans).
Refer to bottom of 4.5


4.5.4 Security requirements shall be developed at the same time system planners define the
requirements of the system. Requirements must permit updating security requirements as
new threats/vulnerabilities are identified andlor new technologies implemented.
Refer to bottom of 4.5


4.5.5 Security requirements and evaluation/test procedures shall be included in all solicitation
documents andl or acquisition specifications.
Refer to bottom of 4.5


4.5.6 Systems developed by either internal State or contracted system developers shall not
include back doors, or other code that would cause or allow unauthorized access rjr
manipulation of code or data.
ABE will not have a back door.


Security specifications shall be developed by the system developer for approval by the
agency owning the system at appropriate points of the system development or acquisition
cycle. Refer to bottom of 4.5


4.5.7 All system development projects must include a documented change control and approval
process and must address the security implications of all changes recommended and
approved to a particular service or system. The responsible agency must authorize all
changes.


Refer to bottom of 4.5
Refer to TAB XII pagefour "Securifit Munagement"


4.5.8 Application systems and information that become obsolete and no longer used must be
disposed of by appropriate procedures. The application and associated information must
be preserved, discarded, or destroyed in accordance with Electronic Record and Record
Management requirements defined in NRS and NAC 239, Records Management.
TGI Systems will abide by security us deJined in NRS and NAC 239 Records
Management


4.5.9 Software development projects must comply with State Information Security Consolidated
Policy 1 00, Section 4.7 , Software Development and Maintenance and State Standard 1 3 I ,
"Security for System Development".


o Separate development, test and production environments must be established on State
systems.
Separate Development, Test and Production environments witl be estubtished
within the SQL Server databases. The three development regions are maintained
within ABE for front end development.


o Processes must be documented and implemented to control the transfer of software
from a development environment to a production environment.
TGI will document the process for transfer of data andfront end code.







Development of software and tools must be maintained on computer systems isolated
from a production environment. Tools and utilities will be isolated from production
environment.


Access to compilers, editors and other system utilities must be removed from
production systems. Compilers, editors, and system utilities will be removed from
production systems.


Controls must be established to issue short-term access to development staff to
correct problems with production systems allowing only necessary access. TGI
Systems would desire a WN connection to the ABE application and MS SQL
Server only for short-term access as required to correct or modify problems or
issues identiJied by user after system has gone live.


Security requirements and controls must be identified, incorporated in and verified
throughout the planning, development, and testing phases of all software development
projects. Security staff must be included in all phases of the System Development
Lifecycle (SDLC) from the requirement definitions phase through implementation
phase.


Security Strategy
The TGI Systems ABE relies on Kerberos/NTLM for user authentication against Windows
Active Directory. This ensures that user passwords are not occessible by ABE developers.


ABE also supports Secure Sockets Loyer (iSL) for secure doto exchonge over the lnternet
or lntranet.


General Description
The ABE Security System is primed with a single user login to o torget dotabose. This


eliminates the need for the DBA to build user occounts lor oll users. lnterndlly, ABE


mointoins a list of outhorized users dnd registered ABE opplications.


Eoch user is matched with on opplicotion access grid granting Reod, Edit, Create, ond
Delete outhorities for eoch user-opplication combinotion. Applications Roles may also be
built, assigning d block of permissions to a user or group of users. Access Control Lists for
eoch opplication ore eosily generated for distribution to dato stewords. lndividual users


con be easily blocked from the entire system for probotionary purposes without gutting
their built up user profile.


lf desired, the interndl list of users con be synchronized with estoblished personnel
monagement system databases. ABE is distributed with its own set of login prompts;
however most clients prefer to couple ABE security with their existing network login
system. When this method is selected, ABE employs Kerberos or NT LAN Monoger (NTLM)


chollenge dnd Response Authentication protocol.


As for os encryption, only the ABE databose login string is encrypted. Table columns like
SSN may be encrypted at the table level.


Alos, we still do occommodote Crystol Reports, although our internol reporting system is
pretty good also.







As for as dev, test, and production, ABE has just one instollation. However, new
applications ore built in a play oreo which provides good seporation for test and


development.


Backup ond recovery will be done by the DBA for the tobles ond Server personnel for the
Web.


4.6 REQUIREMENTS MATRIX


Vendor must:


4.6.1 Present the platform requirements for efficient operation of the system; Platfurm
requirement will be MS SQL Server with MS SQL software, and MS lV'indows Server


with IIS software installed.


4.6.2 Review the requirements matrix carefully to insure that the proposed system design


addresses all of the requirements;


4.6.3 Tie each data element/function to the vendor's project plan by task number;


4.6.4 Respond to all of the requirements by properly coding and indicating how the requirement


is satisfied. The proposed costs and project plan must reflect the effort needed to satisfy


the requirements.


4.6.5 ldentify, for each of the system requirements identified in the requirements matrix,
whether it is:


Vendor Response


Condition Description


S - Standard Function The proposed system fully satisfies the
requirement as stated. The vendor must explain
how the requirement is satisfied by the system.


M - Modification Required The proposed system requires a modification to
existing functionality to meet this requirement
which requires a source code modification. The
system will be modified to satisfy the
requirements as stated or in a different format.
The vendor must explain the modifications and
include the cost of all modifications above and
beyond the base cost in Attachment J, Project
Costs.


F - Planned for Future
Release


This functionality is planned for a future release.
The vendor must explain how the requirement
will be satisfied by the system and when the
release will be available.


C - Custom Design and
Development


The proposed system requires new functionality
to meet this requirement which requires a source


code addition. The vendor must explain the







Vendor Response


Condition Description


feature and its value, and include any cost above
and beyond the base cost in Attachment J,
Proiect Costs.


N - Cannot Meet
Requirement


The proposed system will not satisfy the
requirement. The vendor must explain why the
requirement cannot be satisfied.


O - Other Software If the requirement is to be satisfied through the
use of a separate software package(s), vendors
must identify those package(s) and describe how
the functionality is integrated into the base


system.


4.6.6 Identify whether each requirement is in the firm fixed price included within the cost


proposal.


4.6.7 Describe how the proposed system meets the requirements specified within this RFP.


Refer to Attochment O - Requirements Matrix Tob Xl








Consensus Scoresheet 


Page 1 of 4


Weight Eval 1 Eval 2 Eval 3    Average
weighted 


EIGHT CLOUD INC 1.  Demonstrated Competence 25.0 6.0 7.0 7.0    166.7
  
2.  Experience in performance of comparable engagements 25.0 5.0 4.0 5.0  116.7


   
3.  Conformance with the terms of this RFP 5.0 5.0 9.0 4.0 30.0
 
4. Expertise and availability of key personnel 20.0 5.0 8.0 8.0  140.0
 
5.  Cost 25.0 4.0 4.0 5.0  108.3
  


 
 Pass/Fail


Financial Stability (pass/fail)      
Technical Ave 453.3


   
    Average Score 561.7


Weight Eval 1 Eval 2 Eval 3    Average
weighted 


GL SOLUTIONS 1.  Demonstrated Competence 25.0 6.0 10.0 8.0    200.0
  
2.  Experience in performance of comparable engagements 25.0 5.0 9.0 8.0  183.3


   
3.  Conformance with the terms of this RFP 5.0 3.0 8.0 9.0 33.3
 
4. Expertise and availability of key personnel 20.0 5.0 8.0 8.0  140.0
 
5.  Cost 25.0 4.0 9.0 5.0  150.0
  


 
 Pass/Fail


Financial Stability (pass/fail)      
Technical Ave 556.7


 
   706.7Average Score







Consensus Scoresheet 


Page 2 of 4


Weight Eval 1 Eval 2 Eval 3    Average
weighted 


METEX, INC 1.  Demonstrated Competence 25.0 5.0 1.0 4.0    83.3
  
2.  Experience in performance of comparable engagements 25.0 5.0 1.0 5.0  91.7


   
3.  Conformance with the terms of this RFP 5.0 4.0 7.0 2.0 21.7
 
4. Expertise and availability of key personnel 20.0 5.0 1.0 5.0  73.3
 
5.  Cost 25.0 5.0 7.0 6.0  150.0
  


 
 Pass/Fail


Financial Stability (pass/fail)      
Technical Ave 270.0


   
    420.0


Weight Eval 1 Eval 2 Eval 3    Average
weighted 


TGI SYSTEMS 1.  Demonstrated Competence 25.0 5.0 4.0 4.0    108.3
  
2.  Experience in performance of comparable engagements 25.0 5.0 4.0 4.0  108.3


   
3.  Conformance with the terms of this RFP 5.0 4.0 6.0 3.0 21.7
 
4. Expertise and availability of key personnel 20.0 4.0 7.0 5.0  106.7
 
5.  Cost 25.0 5.0 1.0 4.0  83.3
  


 
 Pass/Fail


Financial Stability (pass/fail)      
Technical Ave 345.0


   
    428.3


Average Score


Average Score







Consensus Scoresheet 


Page 3 of 4


Weight Eval 1 Eval 2 Eval 3    Average
weighted 


WOOLPERT INC 1.  Demonstrated Competence 25.0 10.0 1.0 10.0    175.0
  
2.  Experience in performance of comparable engagements 25.0 9.0 1.0 10.0  166.7


   
3.  Conformance with the terms of this RFP 5.0 3.0 8.0 3.0 23.3
 
4. Expertise and availability of key personnel 20.0 7.0 7.0 8.0  146.7
 
5.  Cost 25.0 0.0 1.0 4.0  41.7
  


 
 Pass/Fail


Financial Stability (pass/fail)      
Technical Ave 511.7


   
    553.3Average Score







Consensus Scoresheet 


Page 4 of 4
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Tab Vll Section 5- Scope of Work


5.4 PLANNING AND ADMINISTRATION


5.4.1 Objective


To establish a clear, comprehensive project plan, processes and tools to
effectively manage the project through to completion. Also, ensure
effective collaboration between the contractor and stakeholders
throughout the proj ect.


5.4.2 Activities


The awarded vendor must:


5.4.2.t MHD and the vendor work together to define the detailed
project plan, schedule, deliverables, and roles and
responsibilities.
This will be done by our Corson Project Monager


MHD and the vendor will also define the processes and
tools to manage and control the project (including change
control and communication plan).
This will be done by our Cdrson Project Monager


MHD and the vendor will work together to develop a
project risk management plan.
This will be done by our Carson Project Monoger


Vendor to participate in bi-weekly project status meetings
with MHD and other stakeholders"
This will be done by our Corson Project Monager


Vendor to attend and participate in all other project related
meetings. When appropriate the vendor will need to
prepare materials andlor briefings for the meetings.
This will be done by our Carson Project Manager


Vendor to provide written monthly project status reports to
MHD. Contents must include: overall completions status
in terms of MHD approved project plan and deliverable
schedule, accomplishments during the period, problems
encountered and proposed/actual resolutions, what is to be
accomplished in the next reporting period, identification of
schedule slippage and strategy for resolution, contractor
staff assigned and their location and schedule, and state


5.4.2.2


5.4.2.3


5.4.2.4


5.4.2.5


5.4.2.6







5.4.3 Deliverables


STATE'S
ESTIMATED


REVIEW TIME
(WORKINGDESCRIPTION OF DELIVERABLE


Detailed Proiect Plan


ilr*eo-pr*essesformanaging
and controlling the Projegl


5.4.2.4 -
5.4.2.5


Participation at all meetings


Written monthlY status


resources required for activities during


period.
These reports will be Provided'


the next time


s.sTASK 1 _ REVIEW
ANALYSIS


5.5.1 Objective:


5.5.1.1


5-5.2 Activities:


5.5.2.1


AND VALIDATE REQUIREMENTS AND GAP/FIT


To ensure the vendor has a clear understanding of MHD',s


requirements, "map" the requirements to their system'


ia."tify gaps and identify options to address the gaps' If
the vendor proposes a custom solution, this task will focus


on the system design.


ABE Systems is a COTS softwate designed by venclor'


The vendor will review relevant MHD artifacts (e'g'


documentation, forms, teports, etc') and interview key


MHD staff to fully undirstand MHD's operation and


system requirements.
inis witl be done by our Corson Proiect Monoger ond


hopelutly get some legacy code to ossist with IAD


sessions


The vendor will document the gaps between MHD's needs


and what their software supports' They will also document


options (including cost estimates) to address the gaps'


includine: custom development, process work-arounds' and


utilizatio-n of 3'd party projects'


Gaps will be documented and options to address the gaps'


s.5.2.2







5.5.3


5.5.2.3 The vendor will perform a thorough walk-through
demonstration of their system showing how it supports
MHD's business processes, and explaining the various
options to address the gaps in software functionality.
Based on the results of the review, MHD, working with the
vendor will make decisions on how the gaps will be
addressed.


Walk-through demonstrotions will reveal how robust this
softwore is ond the voriety of its capabilities.


Deliverables


5.6 TASK 2 _ SYSTEM DESIGN/IMPLEMENTATION CONFIGURATION


5.6.1 Objective:


5.6.1.1 The objective of this task is to develop a design document
that describes the system architecture, the software and
hardware components. The design documentation should
be to a level of detail that all project stakeholders can
understand what will be developed/implemented. Note:
For COTS solutions, this does not need to be an extensive
document.
This softwore is o COTS product


5.6.2 Activities:


5.5 Review and Validate Requirements and Gap/Fit Analysis


DELIVERABLE
NUMBER


DESCRIPTION OT DELIVERABLE ACTIVITY


STATE'S
ESTIMATED


REVTEW TIME
(woRKrNG


DAYS)


5.5.3.1 Gap analysis report, which includes
description of gaps and options to
address the gaps, including costs
(one-time and ongoing).


5.5.2.1
5.5.2.2


15


s.6.3.2 Comprehensive walk-through of
system, showing how it supports
each of MHD's core business
processes and demonstrating how
the gaps can be addressed.


5.5.2.3 10







5.6.2.1 Based on requirements and gap analysis, the vendor will
develop system design specifications. This includes, but


not limited to:


5.6.2.1.1 Overall system architecture, including technology
that will be used (hardware & software), including


any third-party products that will be used;


ABE is u COTS Software


5.6.2.1.2 Configuration parameters, including, but not limited
to: lookup values, event triggers, key data fields,


user roles, user interface and screen navigation, list
of key reports and description on how they will be


developed, etc. ;


Included inside COTS software


5.6.2.1.3 Description of administrative functions (technical


and non-technical) MHD will need to perform for
the ongoing support of the system; and


5.6.2.1.4 Description of security and backup and recovery


methods and technologY.
TGI Systems will specdy design speciJicationsfor
the above rcquirements.


5.6.3 Deliverables


5.7 TASK 3 _ SETUP AND CONFIGURE/BUILD SYSTEM


Objective:


The objective of this task is to configure/customize/develop, test, and


deliver a fully functional system that meets MHD's requirements.


Throughout this task, the vendor must work closely with MHD staff to


verify the system will meet their requirements in an intuitive and


efficient manner.


5.7.1


5"6 SYSTEM DESIGN/IMPLEMENTATION CONFIGURATION


DELIVERABLE
NUMBER


DESCRIPTION OF DELIVERABLE ACTIVITY


STATE'S
ESTINIATED


REVIEW TINIE
(WORKING


DAYS)


s.6.3.1 System Design/ImPlementation
Configuration


5.6.2 10







5.7 .2 Activities:


5.1.2.r


5.7.2.2


Establish development, test environments, training &
production environments.
These environments will be set ap on the MS SQL Server
databusefor the tublesl however, the ABE software
contains the above regions within the COTS abilfu.


Configure/customize/develop system to meet MHD's
needs.


5.7.2.2.1 Configure/develop system components according to
specifications.
Refer to TAB XI


5.7.2.2.2 Perform structured demonstrations/pilots/walk-
throughs of system components to users at various
stages this task to ensure the end product is on
target. Prior to UAT, users need to see how the
system will provide end-to-end support for all their
business processes.


Demonstrations etc will be performed as reqaested
by the asers.


5.7.2.2.3 Adjust/modifu system based on user feedback. If
necessary, re-demonstrate system after making the
changes.


Refer to ABE Proiluct Description TAB XII button
5 to seeJlexibility of ABE to adjust and modify
code.


5.7.2.2.4 The vendor will conduct thorough quality assurance
testing of system and correct defects prior to
delivering it for User Acceptance Testing (UAT)
and production. The vendor will also ensure the
system meets appropriate performance and
throughput requirements.
TGI Systems will perform quality assurance and
requirements testing.


Conduct walkthrough of entire system with users
prior to UAT.
TGI Systems will pedorm the walk-through of
each module with asers.


5.7.2.2.5







5.7.3 Deliverables


5.8 TASK 4 - DATA MIGRATION


5.8.1 Objective:


The objective of this task is to migrate historical data from the existing


legacy systems to the new system.


Activities:


5.8.2.1 The vendor shall work with MHD to develop a


comprehensive data migration plan. The legacy systems


will include the following systems: Permits Database


(Access), Labels and Insignia Database (foxpro), Titling
Database (foxpro), Licensing Database (foxpro), Parks


Database (foxpro) and Investigations Database. Note:


MHD will work with the vendor to develop aplan that is


feasible, given limited funds. The plan must include at a
minimum:


5.8.2.1.1 Map legacy data to the new system. MHD will
provide staff knowledgeable of the existing
systems"


TGI will provide mapping of data elements


5.8.2.1.2 Document business rules and program


specifications for extracting legacy data, performing
data cleansing, and loading it to the new system and


validating it.
TGI Systems will clean and loud datu to new


system und provide validation upon each entry.


5.8.2


5.7 BUILD AND IMPLEMEI\T SYSTEM


DELIVERABLE
NUMBER


DESCRIPTION OF DELIVERABLE ACTIVITY


STATE'S
ESTIMATED


REVIEW TTME
(woRKING


DAYS)


5.7 .3.1 Configured working system


vendor to conduct demonstrations/
pilot/walk-through of system


components.


5.7.2.1
5.7.2.2


TBD


5.7.3.2 Deliver fully functional system that
the vendor has fully tested.


5.7.2.2 TBD


5.7.3.3 Walk-through of entire system
prior to UAT.


5.7.2.28 10







5.8.2.2 The vendor will work with MHD to define test cases for
validating the migrated data.
TGI Systems will work with MHD to develop test casesfor
validation of migrated datu


5.8.2.3 Migrate legacy data to the test environment for
demonstrations and UAT.
Once data has been cleaned and loaded to development
region DBA will migrate Development region to a Test


environment similur to development region.


5.8.2.4 Migrate legacy data to the production environment prior to
go-live.
Cleaned test duta along with production entries during
development phase will be loaded to production region
prior to go-live.


5.8.3 Deliverables


5.9 TASK 5 - USER ACCEPTANCE TESTING


5.9.1 Objective:


The objective of this task is to ensure the system meets MHD's
functional requirements. MHD, with the assistance of the vendor will
develop a User Acceptance Test (UAT) Plan and test cases. The vendor
will need to provide a fully functional system for UAT.
TGI Systems will work with MHD to develop test cuses for each
module to demonstrate functionality and accuracy of results to
contractuul o bligations.


5.8 DATA MIGRATION


DELIVERABLE
NUMBER


DESCRIPTION OF DELIVERABLE ACTIVITY


STATE'S
ESTIMATED


REVIEW TIME
(WORKING


DAYS)


5.8.3.1 Detailed data migration plan. 5.8.2.1 10


5.8.3.2 Test cases for validating converted
data (ensure accuracy of data
misration).


5.8.2.2
5.8.2.3


10


5.8.3.3 Migrate data to test and production
environments.


s.8.2.4 10







7


5.9.2 Activities:


5.9.2.t


5.9.2.2


5.9.2.3


5.9.2.4


5.9.3 Deliverables


The vendor will provide a fully functional test environment
and system prior to the start of UAT. This includes
ensuring the database tables are properly populated to
support all test cases, including daily, weekly, monthly,
quarterly and annual processes.


Tables will be loaded with production datu and test cases
performed lo assure proper compliance with
requirements.


The vendor will provide training to the MHD team that so


that they understand how to use the system prior to testing.
The system should greatly resemble what they are
accustomed to using to reduce extensive training. Also all
the modules with have the same look andfeel in the event
asers are moved between applications, they shouldfeel
familiar with the workings of the application and only
need to become fumiliar with the location of the Jields.


The vendor will review MHD's UAT plan and test cases


and provide constructive feedback on the approach and


testing coverage.
TGI Systems will give constructive feedbuck to test cases.


Vendor will provide technical support throughout the UAT
task and correct software defects, data issues, and other
system issues in an expedient mallner to keep testing on
schedule.
TGI will provicle this technical support and make
app rop r iate mo dific ations.


5.9 USER ACCEPTANCE TESTING


DELIVERA,BLE
NLIMBER


DESCRIPTION OF DELIV ERABLE ACTIVITY


STATE'S
ESTIMATED


REVIEW TIME
(woRKrNG


DAYS)


5.9.3.1 Test environment and fully
functioning system, including test
data (vendor to have performed
comprehensive system testing).


5.9.2.1 NA


5.9.3.2 Vendor training of UAT team so


that they understand the system to
a level necessary to complete UAT


5.9.2.2 5







5.9 USER ACCEPTANCE TESTII{G
5.9.3.3 Review of MHD's UAT plan and


cases.


s.9.2.3 NA


5.9.3.4 Technical support and timely
remediation of defects, data and
system issues throughout the UAT.


s.9.2.4 TBD


5.10 TASK6_DOCUMENTATION


5.10.1 Objective:


The objective of this task is to develop user and system documentation
that will allow MHD to effectively utilize, operate and maintain the
system.


5.10.2 Activities:


5.10.2.1 Vendor will develop user manual for system users, tailored
to MHD's terminology and business processes.


The ABE COTS application is well documented and may
be altered to customJit the MHD application as needed or
reqaested.


Vendor will provide online user help that ties to the context
of the specific area of the system (or function) that is in
use. The ABE COTS application is well documented and
may be altered to custom jlt the MHD application as


needed or requested


Vendor will develop system administration/operations
guide for MHD and state technical staff to operate and
maintain the system. The includes, but not limited to:
maintenance of user accounts and roles, configuring system
parameters and business rules, security features, running of
jobs, backup and recovery, building and running reports,
setup of letter templates, etc.
TGI Systems will provide this documentation.


5.10.2.2


s.t0.2.3







5" 10.3 Deliverables


5.10 DOCUMENTATION


DELIVERABLE
NUMBER


DESCRIPTION OF DELIVERABLE ACTIVITY


STATE'S
ESTIMATED


REVIEW TIME
(woRKrNG


DAYS)


5.10.3.1 User manual. 5.t0.2.t 15


5.t0.3.2 Online help functionality and
content.


5.10.2.2 10


5.10.3.3 System administration /operations


suide.
5.10.2.3 10


5.11 TASKT_TRAINING


5.11.1 Objective:


Develop and execute training for users, trainers and technical staff.
Training will need to cover all key aspects of the system and presented


in the context of how MHD staff performs their business processes.


5.T1.2 Activities:


5.11.2.1 The.vendor and MHD will work together to develop a
training plan that describes the objectives, content and


duration for each topiclmodule, as well as the delivery
approach. The ABE COTS application is very intuitive
and comes with complete internal documentation. TGI
Systems will provide hunds on training us need to user.


5.11.2.2 The vendor, working with MHD will develop training
materials and scenarios.
TGI Systems will provide training manuals us needed.


5.11.2.3 The vendor will provide a training environment with a fully
functional system that is populated with data necessary to
cover the subject matter described in the training plan and


materials. When fully developed, the user will have u
hands on training environment to perform the daily
weekly tasks us desired.


5.11.2.4 The vendor will conduct training which is tailored to
MHD's business processes. MHD is open to the train-the-
trainer approach. An sdministrators manual will ulso be


made uvailable for the super users to make modiilcations







to the data such as drop-down entries as they chunge und
other entries as required


5.11.3 Deliverables


5.12 TRAINING


DELIVERABLE
NUMBER


DESCRIPTION OF DELIVERABLE ACTIVITY


STATE'S
ESTIMATED


REVTEW TIME
(woRKING


DAYS)


s.1 1 .3.1 Training plan. 5.tt.2.1 5


-5.1 1 .3.2 Training materials and scenarios. 5.tt.2.2 10


5.11.3.3 Fully functional training
environment with data.


5.tt.2.3 5


5.tt.3.4 Training. 5.11.2.4 10


5.12 TASK 8 _ TRANSITION TO PRODUCTION


5.12.1 Objective:


The objective of this task is to migrate to the new production system and


ensure a smooth transition for MHD's operations.


5.12.2 Activities:


s.12.2.1


s.12.2.2


s.t2.2.3


The vendor and MHD will work together to develop a
transition plan that will insure system availability to all
users and minimize the impact to MHD's operations. TGI
Systems will work with MHD to develop this transition


from UAT to production when it is planned.


The vendor performs a frnal conversion from the legacy


systems just prior to go live. The final data conversion will
be scheduled to minimize the impact to MHD's operations.


Final conversion of the legacy data will be made to the
production region.


The vendor will provide immediate technical supporl at


least the first Three weeks of production to address any


critical issues that may arise. Vendor will have staff
available to monitor system and communicate with MHD
staff. TGI systems will be avuilable as requested for
technical support should critical issues arise. TGI
Systems will be uvailable in uGo to meetings" format







5.13


where adjustments to clata or application can be mode.Atso TGI Systems 
:ontd..*ork;;;;)rarrty through therequested VpN to access the ABE m,ii"tr.


5.12.3 Deliverables


5.13.1 Obiective:


The objective of this task is to waluate the new system from a functionaland performance perspective approximatety eight to ten weeks aftercompletion of the production,odo; 
-^--^*'var vr5l


5.13.2 Activities:


5'13.2.1 The vendor and MHD w,l work together to develop a postImptementation Revi.* pil-iiiii). TGr systems wiltwork with MHD ? **top o'Hnp' ood hopefully IWHDwill be so satis.fied-ritn tni AAZ ,)rrc* thot they wilt givepositive relferences shourtr rcls-iims win an udditionatstate contract.


5'13'2'2 y5_D, working crosery with the vendor, wilr execute thePIPR to validate that the p.oOr"iioi .yr,"_ meets MHD,srequirements and that the ";;;; ; teeting their servicelevel requirements. See note *;;;;" "


5'13.2-3 The vendor w,l resorve reported deficiencies in a timerymanner. The ABE apptiiation 
"ri", ;;;; ;;";,;;,;,maintenance antl upgrade agreement. Most of theupgrades and mointenoo"" 


"oi be accomptished rhroughthe "Go to Meeting'rformot.


DELIVERABLE
NUMBER DESCRIPTION OF DELIVERABLE


STATE'S
ESTIMATED


Rf,VIEW TIME
(woRKrNG


5.12.3.1 ._rroouclron transition plan. 5.12.2.1


Fi.ralcon@ 51)))
5.12.3.3 Technical@


g!_lgqst two weeks.
5.12.2.3


TASK 9 _ POST IMPLEMENTATION REVIEW







5.13.3 Deliverables


5.13 POST IMPLEMENTATION REVIEW


DELIVERABLE
NUMBER


DESCRI PTION OF DELIVERABLE ACTIVITY


STATE'S
ESTIMATED


REVIEW TTME
(woRKrNG


DAYS)


5. 13.3. 1 Post Implementation Review Plan. 5.r3.2.t 10


5. 1 3.3.2 Execute Plan. 5.t3.2.2 NiA


5. 1 3.3.3 Resolution of system and vendor
operational issues.


5.13.2.3 TBD
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Tab III. Vendor Information Sheet 
Our signed Vendor Information Sheet is on the following page. 
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Tab IV. State Documents 
We have included the following documents in this tab:  


• Signature page 
• Attachment A 
• Attachment C 
• Vendor subscription and maintenance agreements 
• Applicable certifications and licenses 
• Attachment L 
• Signed amendments 
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Signature Pages 
The signature page from all amendments with an original signature by an individual authorized to bind the organization are on the 
following pages. 
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Attachment A 
Our completed Attachment A – Confidentiality and Certification of Indemnification form is on the following pages. 
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Attachment C 
Our completed Attachment C – Vendor Certifications form is on the following page. 
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Vendor Agreements 
A copy of Accela’s subscription and maintenance agreements is attached. 
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ACCELA SUBSCRIPTION TERMS AND CONDITIONS 
 


Version 52615a 
 
 


1. As used herein, “Accela” refers to Accela, Inc. and 
“Customer” refers to the subscribing customer 
designated on the attached Order. Accela and 
Customer are collectively designated as the “Parties”. 
 
2. These Subscription Terms and Conditions 
(“Terms”) are effective upon execution of the Order by 
Customer and are for the exclusive benefit of the 
Parties. Nothing herein will be construed to create any 
benefits, rights, or responsibilities in any other parties. 
 
3. Customer’s subscription term commences on the 
date Accela provides appropriate access credentials to 
Customer’s designated technical contact, indicating 
that the application services identified in the Order 
(“Subscribed Services”) are available for Customer’s 
subscription use. Said date is Customer’s “Service 
Date” for purposes of designating the start of any 
subscription term. 
 
4. Subscription terms are twelve (12) calendar 
months in duration. At the end of Customer’s 
subscription term or, if a multi-term subscription is 
indicated on the Order, the last of Customer’s 
subscription terms, Customer’s subscription will renew 
for an additional term. The per-unit pricing during said 
additional term will be the same as the prior term’s 
annual fees unless Accela notifies Customer otherwise 
not less than sixty (60) calendar days prior to the end 
of said prior term. Any price increase will be effective 
at the start of the renewal term. No such price increase 
will exceed seven percent (7%) of the prior term’s 
annual pricing. Customer may opt-out from said 
automatic renewal by providing written notice to Accela 
not less than sixty (60) calendar days prior to the 
Service Date anniversary which begins the renewal 
term. During said sixty-day period, Customer may 
decrease the number of users for which it has 
subscribed; said decrease will be effective during the 
next subscription term. Customer may not decrease its 
number of subscribed users at any other time during a 
subscription term. At any time during a subscription 
term, Customer may increase its number of subscribed 
users by submitting an order to Accela and paying the 
fees associated with the increase. Such fees will be 
calculated as the pro-rata remaining portion of the 


subscription term, rounded-up to the nearest full 
month. 
 
5. In exchange for its use of the Subscribed 
Services, Customer will pay to Accela the amounts 
indicated in the Order. Said amounts are based on 
services purchased and not actual usage; payment 
obligations are non-cancelable and fees paid are non-
refundable, except as otherwise specifically-provided 
herein. Unless otherwise stated, such fees do not 
include any taxes, levies, duties or similar 
governmental assessments of any nature, including 
but not limited to value-added, sales, use or 
withholding taxes, assessable by any local, state, 
provincial, federal or foreign jurisdiction (“Taxes”). 
Customer is responsible for paying all Taxes 
associated with its purchases hereunder. If Accela has 
the legal obligation to pay or collect Taxes for which 
Customer is responsible, the appropriate amount will 
be invoiced to and paid by Customer, unless Accela is 
provided with a valid tax exemption certificate 
authorized by the appropriate taxing authority. Accela 
is solely responsible for taxes assessable against it 
based on its income, property and employees. 
 
6. The Subscribed Services are protected under the 
laws of the United States and the individual states and 
by international treaty provisions. Accela retains full 
ownership in the Subscribed Services and grants to 
Customer a limited, nonexclusive, nontransferable 
right to use the Subscribed Services, subject to the 
following terms and conditions: a) The Subscribed 
Services are provided for use only by Customer 
employees and to the extent of their duties for 
Customer, Customer’s agents, contractors and 
officials; b) Customer may not make any form of 
derivative work from the Subscribed Services, 
although Customer is permitted to develop additional 
or alternative functionality for the Software using tools 
and/or techniques provided to Customer by Accela; c) 
Customer may not obscure, alter, or remove any 
confidentiality or proprietary rights notices; d) 
Customer may use the Subscribed Services only to 
process transactions relating to properties within both 
its own geographical and political boundaries and may 
not sell, rent, assign, lend, or share any of its rights 
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hereunder; e) Customer is responsible for all activities 
conducted using its user credentials and for its users’ 
compliance with the provisions of these Terms; and f) 
All rights not expressly granted to Customer are 
retained by Accela. Accela will make the Subscribed 
Services available to Customer pursuant to these 
Terms during a subscription term. Customer agrees 
that its purchases hereunder are neither contingent on 
the delivery of any future functionality or features nor 
dependent on any oral or written public comments 
made by Accela regarding future functionality or 
features. 
 
7. Accela warrants that it has full power and authority 
to agree to these Terms and that, as of the effective 
date hereof, the Subscribed Services do not infringe on 
any existing intellectual property rights of any third 
party. If a third party claims that the Subscribed 
Services do infringe, Accela may, at its sole option, 
secure for Customer the right to continue using the 
Subscribed Services or modify the Subscribed 
Services so that these do not infringe. Accela will have 
the sole right to conduct the defense and will defend 
any legal action and conduct all negotiations for its 
settlement or compromise. 
 
8. Accela has no obligation for any claim based upon 
a modified version of the Subscribed Services, where 
such modifications were not made or authorized by 
Accela, or the combination or operation of the 
Subscribed Services with any product, data, or 
apparatus not provided by Accela. Accela provides no 
warranty whatsoever for any third-party hardware or 
software products. If a third-party product is supplied 
by Accela, no support for any third party product is 
provided, unless an addendum is attached hereto, 
identifying the product and specifying the terms and 
conditions of any support. Except as expressly set 
forth herein, Accela disclaims any and all express 
and implied warranties, including but not limited to 
warranties of merchantability and fitness for a 
particular purpose. 
 
9. The Subscribed Services will be hosted by Accela 
on Accela-owned equipment at a physically-secure 
commercial third-party hosting facility. Accela will 
perform system administration duties as required to 
maintain the service levels described below and to 
facilitate timely restoration of Customer’s data and 
operations, if necessary, following unanticipated 
interruptions of the Subscribed Services. Accela will 


implement suitable network security measures to 
minimize the likelihood of unanticipated interruptions of 
the Subscribed Services. 
 
10. Accela will endeavor to provide Customer with no 
less than twenty-four (24) hours’ notice prior to 
Subscribed Services unavailability due to planned 
maintenance (other than during Accela’s standard 
maintenance window between the hours of 9:00 PM 
[21:00] Thursday and 1:00 AM [1:00] Friday Pacific 
time); Accela will endeavor to provide as much notice 
as is practicable under the circumstances for updates 
and fixes which may be applied on a more urgent 
basis. Accela will provide five (5) business days’ notice 
prior to any planned network, server hardware, 
operating environment, or database modifications of a 
material nature. 
 
11. Excluding the foregoing events, Accela warrants 
that the Subscribed Services will be available no less 
than ninety-nine point nine percent (99.9%) of each 
calendar month. For each month during which the 
availability of the Subscribed Services does not 
achieve the established standard, Accela will provide a 
credit to Customer’s account as calculated pursuant to 
Section 12 below, provided that the substandard 
availability is timely identified by Customer in writing, 
can be objectively verified, and the Subscribed 
Services are being used in live-production. Credits 
accumulated pursuant to this Section may be applied 
to additional Accela products and/or services, but will 
not be refunded to Customer.   
 
12. The performance requirements for the Subscribed 
Services, excluding planned maintenance downtime, 
are below. Uptime is calculated on a calendar month 
basis as U=O/(M-P)*100, where U is Uptime, O is the 
amount of operational uptime for the Subscribed 
Services during a given month, M is the number of 
minutes in the month, and P is the number of minutes 
of planned downtime during the month. Credits are 
calculated on pro-rated monthly fees. 
 


Uptime Credit 
≥99.9% None 
<99.9% but ≥99.0% 15% 
<99.0% but ≥95.0% 35% 
<95.0% 100% 


 
13. In support of the Subscribed Services, Accela will 
provide Customer with a) a telephone number to 
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contact the Customer Resource Center (CRC), 
Accela’s live technical support facility, which is 
available from 4:00 a.m. until 6:00 p.m. Pacific time 
Monday through Friday, excluding Accela’s observed 
holidays; b) one or more electronic mail addresses to 
which Customer may submit routine or non-critical 
support requests, which Accela will address during its 
regular business hours; and c) access to archived 
software updates and other technical information in 
Accela’s online support databases, which are 
continuously available. Where support is needed to 
address non-functioning or seriously impaired Services 
and there is no reasonable workaround available, 
Accela will promptly respond to the support request 
and use commercially reasonable efforts to provide 
updates toward resolution of the issue.   
 
14. The following are not covered by these Terms, but 
may be separately available at rates and on terms 
which may vary from those described herein: a) 
Services required due to misuse of the Subscribed 
Services; b) Services required by Customer to be 
performed by Accela outside of Accela’s usual working 
hours; c) Services required due to external factors 
including, but not necessarily limited to, Customer’s 
use of software or hardware not authorized by Accela; 
or d) Services required to resolve or work-around 
conditions which cannot be reproduced in Accela’s 
support environment. 
 
15. Customer warrants that it owns or has been 
authorized to provide the data to Accela. Customer 
retains full ownership of said data and grants to Accela 
a limited, nonexclusive, nontransferable license to use 
said data only to perform Accela’s obligations in 
accordance with these Terms. 
 
16. Throughout the term of the agreement, upon the 
request of Customer, Accela will provide Customer 
with:  
(i) a copy of its data in a database dump file not more 
than once per calendar quarter, ;  
(ii) an APO property conversion upload, not more than 
twice per annual term, and  
(iii) a Crystal Report placement not more than ten (10) 
times per annual term.    
 
Within thirty (30) calendar days following the end of its 
final Subscribed Services term (“End of Term”), 
Customer may request that Accela provide a complete 
copy of Customer’s data and associated documents, 


as updated or modified by Customer’s use of the 
Subscribed Services, in a database dump file format. 
Accela will comply in a timely manner with such 
request, provided that Customer a) pays all costs of 
and associated with such copying, as calculated at 
Accela’s then-current time-and-materials rates; and b) 
pays any and all unpaid amounts due to Accela.  
 
17. Subject to the limitations of Section 6, Customer 
may authorize access to the Subscribed Services by 
creating unique user names and passwords (“Logins”) 
up to the number of users indicated in the Order. 
 
18. Each Login must be assigned to a single individual 
and may not be shared or used by more than one such 
user. Customer may reassign any Login to another 
individual, provided that such reassignments do not 
circumvent the “single individual” requirement 
described in this Section. 
 
19. Customer acknowledges that transmissions and 
processing of Customer’s electronic communications 
are fundamental to Customer’s use of the Subscribed 
Services. Customer further acknowledges that portions 
of such transmissions and processing may occur within 
various computer networks not owned or operated by 
Accela. Customer agrees that Accela is not 
responsible for any delays, losses, alterations, 
interceptions, or storage of its electronic 
communications which occur in computer networks not 
owned or operated by Accela. 
 
20. Either party may end Customer’s access to the 
Subscribed Services if the other materially breaches 
these Terms and, after receiving a written notice 
describing the circumstances of the default, fails to 
correct the breach within thirty (30) calendar days. 
Upon any termination for cause by Customer, Accela 
will refund any prepaid subscription fees covering the 
remainder of the subscription term after the effective 
date of termination. 
 
21. “Disclosing Party” and “Recipient” refer 
respectively to the party which discloses information 
and the party to which information is disclosed in a 
given exchange. Either Accela or Customer may be 
deemed Disclosing Party or Recipient depending on 
the circumstances of a particular communication or 
transfer of information. “Confidential Information” 
means all disclosed information relating in whole or in 
part to non-public data, proprietary data compilations, 
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computer source codes, compiled or object codes, 
scripted programming statements, byte codes, or data 
codes, entity-relation or workflow diagrams, financial 
records or information, client records or information, 
organizational or personnel information, business 
plans, or works-in-progress, even where such works, 
when completed, would not necessarily comprise 
Confidential Information. The foregoing listing is not 
intended by the Parties to be comprehensive, and any 
information which Disclosing Party marks or otherwise 
designates as “Confidential” or “Proprietary” will be 
deemed and treated as Confidential Information. 
Information which qualifies as “Confidential 
Information” may be presented to Recipient in oral, 
written, graphic, and/or machine-readable formats. 
Regardless of presentation format, such information 
will be deemed and treated as Confidential 
Information. Notwithstanding, the following specific 
classes of information are not “Confidential 
Information” within the meaning of this Section: a) 
information which is in Recipient’s possession prior to 
disclosure by Disclosing Party; b) information which is 
available to Recipient from a third party without 
violation of this Section or Disclosing Party’s 
intellectual property rights; c) information which is in 
the public domain at the time of disclosure by 
Disclosing Party, or which enters the public domain 
from a source other than Recipient after disclosure by 
Disclosing Party; d) information which is subpoenaed 
by governmental or judicial authority; and e) 
information subject to disclosure pursuant to a state’s 
public records laws. Recipient will protect the 
confidentiality of Confidential Information using the 
same degree of care that it uses to protect its own 
information of similar importance, but will in any case 
use no less than a reasonable degree of care to protect 
Confidential Information. Recipient will not directly or 
indirectly disclose Confidential Information or any part 
thereof to any third party without Disclosing Party’s 
advance express written authorization to do so. 
Recipient may disclose Confidential Information only to 
its employees or agents under its control and direction 
in the normal course of its business and only on a 
need-to-know basis. In responding to a request for 
Confidential Information, Recipient will cooperate with 
Disclosing Party, in a timely fashion and in a manner 
not inconsistent with applicable laws, to protect the 
Confidential Information to the fullest extent possible. 
 
22. ACCELA WILL, AT ALL TIMES DURING THE 
AGREEMENT, MAINTAIN APPROPRIATE INSURANCE 


COVERAGE.  TO THE EXTENT NOT OFFSET BY ITS 
INSURANCE COVERAGE AND TO THE MAXIMUM 
EXTENT PERMITTED BY APPLICABLE LAWS, IN NO 
EVENT WILL ACCELA’S CUMULATIVE LIABILITY FOR 
ANY GENERAL, INCIDENTAL, SPECIAL, 
COMPENSATORY, OR PUNITIVE DAMAGES 
WHATSOEVER SUFFERED BY CUSTOMER OR ANY 
OTHER PERSON OR ENTITY EXCEED THE FEES PAID 
TO ACCELA BY CUSTOMER DURING THE TWELVE (12) 
CALENDAR MONTHS IMMEDIATELY PRECEDING THE 
CIRCUMSTANCES WHICH GIVE RISE TO SUCH 
CLAIM(S) OF LIABILITY, EVEN IF ACCELA OR ITS 
AGENTS HAVE BEEN ADVISED OF THE POSSIBILITY 
OF SUCH DAMAGES. 
 
23. If Accela is delayed in its performance of any 
obligation hereunder due to causes or effects beyond 
its control, Accela will give timely notice to Customer of 
such circumstances and will act in good faith to resume 
performance as soon as practicable. 
 
24. Accela may assign its rights and obligations 
hereunder for purposes of financing or pursuant to 
corporate transactions involving the sale of all or 
substantially all of its stock or assets.  
 
25. The Parties expressly disclaim any alternate terms 
and conditions accompanying drafts and/or purchase 
orders issued by Customer. 
 
26. Section 5 will survive the End of Term for so long 
as is required to complete collection of unpaid 
amounts. The limitations and waivers described in 
Sections 8, 19, 22, and 27 will survive the End of Term. 
Section 12 will survive the End of Term for a period of 
thirty (30) calendar days. Section 16 will survive the 
End of Term for a period of thirty (30) calendar days or 
for so long as is required for Accela to complete its 
response to a Customer request made during said 
thirty-days period. Section 21 will survive the End of 
Term for a period of two (2) years. With the exceptions 
of the foregoing surviving sections, the remainder of 
these Terms will terminate at the End of Term. 
 
27. If any particular provision of these Terms is 
determined to be invalid or unenforceable, that 
determination will not affect the other provisions, which 
will be construed in all respects as if the invalid or 
unenforceable provision were omitted. No extension, 
modification, or amendment of these Terms will be 
effective unless it is described in writing and signed by 
the Parties. 
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MAINTENANCE AGREEMENT 
 
1. Parties ACCELA CUSTOMER 
 Accela, Inc. _________________________ 
 2633 Camino Ramon, Suite 500 _________________________ 
 Bishop Ranch 3 
 San Ramon, California  94583 _________________________ 
 Attention: Contracts Administration Attention: _________________________ 
 T: 925.659.3200 T: _________________________ 
 F: 925.407.2722 F: _________________________ 
 e-Mail: contractsadmin@accela.com e-Mail: _________________________ 
 


This Maintenance Agreement (“MA”) is intended for the exclusive benefit of the Parties; nothing herein will be 
construed to create any benefits, rights, or responsibilities in any other parties. 


 
2. Term and Termination 
 


2.1 Term  Provided that Customer signs and returns this MA to Accela no later than 
____________________, 201__, this MA is effective as of the date of Customer's signature and will 
continue for a period of _______________ (_____) years.  Customer may elect to continue its 
maintenance coverage for additional annual terms by paying to Accela the fees associated with such 
terms when these are due; said fees will not increase by more than ten percent (10%) from the 
maintenance fees for the preceding term.  Should Customer fail to renew its maintenance coverage or 
pay the applicable fees, Accela reserves the right to withhold all support.  If Customer resumes 
maintenance coverage after one or more periods without such coverage, Customer will pay an amount 
equivalent to one hundred ten percent (110%) of all maintenance fees attributable to the period(s) without 
coverage, as such fees are calculated based upon pricing in effect at the time of resumption of 
maintenance coverage. 


 
2.2 Termination   Either party may terminate if the other party materially breaches this MA and, after receiving 


a written notice describing the circumstances of the default, fails to correct the breach within thirty (30) 
calendar days.  Upon any termination or expiration of this MA, all rights granted to Customer are cancelled 
and revert to Accela. 


 
3. Scope of Maintenance 
 


3.1 Maintenance Services 
 


3.1.1 Telephone Support   Accela will provide Customer with a telephone number to contact Accela 
Customer Support, Accela’s live technical support facility, which is available from 4:00 a.m. until 
6:00 p.m. Pacific time Monday through Friday, excluding Accela’s observed holidays. 


 
3.1.2 E-Mail Support   Accela will provide Customer with one or more electronic mail addresses to 


which Customer may submit routine or non-critical support requests, which Accela will address 
during its regular business hours. 


 
3.1.3 Online Support   Accela will provide Customer with access to archived software updates and 


other technical information in Accela’s online support databases, which are continuously 
available. 
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3.1.4 Remote Support   When required to properly resolve a maintenance request, Accela will provide 
remote assistance to Customer via a web conferencing environment or another mutually-
acceptable remote communications method. 


 
3.1.5 On-Site Support   If Customer does not wish for Accela to resolve its maintenance requests 


remotely, Accela will provide on-site assistance to Customer at Accela’s then-current time-and-
materials rates.  In addition to these charges, Customer will compensate Accela for associated 
airfare, lodging, rental transportation, meals, and other incidental expenses as such expenses 
accrue. 


 
3.1.6 Software Updates   Accela will provide revisions of and enhancements to maintained software 


products to Customer as such updates are generally-released by Accela.  Software updates will 
be delivered or made available to Customer for electronic download from Accela’s File Transfer 
Protocol (“FTP”) site. 


 
3.2 Maintenance Limitations 


 
3.2.1 Limitations Generally   The following are not covered by this MA, but may be separately available 


at rates and on terms which may vary from those described herein: 
a) Services required due to misuse of the Accela-maintained software products; 
b) Services required due to software corrections, customizations, or modifications not 


developed or authorized by Accela; 
c) Services required by Customer to be performed by Accela outside of Accela’s usual 


working hours; 
d) Services required due to external factors including, but not necessarily limited to, 


Customer’s use of software or hardware not authorized by Accela; 


e) Services required due to the operation of interfaces between the Accela-maintained 
software products and other software products or systems, even where such 
interfaces were provided or implemented by Accela; 


f) Services required to resolve or work-around conditions which cannot be reproduced in 
Accela’s support environment; 


g) Services which relate to tasks other than maintenance of Customer’s existing 
implementation and configuration of the Accela-maintained software products including, 
but not necessarily limited to, enhancing or adapting such products for specific operating 
environments; 


h) Services requested by Customer to implement software updates provided by Accela 
pursuant to this MA; and 


i) New or additional applications, modules, or functionality released by Accela during the 
term of this MA. 


 
3.2.2 Legacy Releases   Accela will provide maintenance support for the current release of each of 


its maintained software applications and for the release immediately preceding such current 
release.  All other releases are deemed to be “Legacy Releases”.  Accela will respond to 
maintenance requests concerning Legacy Releases only using currently-available information.  
Services requiring additional research, engineering-level support, or coding or programming by 
Accela will not be provided pursuant to this MA, but may be separately available at rates and on 
terms which may vary from those described herein. 


 
3.3 Warranty   Accela will commence and complete the maintenance obligations described in this MA in a 


good and workmanlike manner, consistent with the practices and standards of care generally-accepted 
within and expected of Accela’s industry, to ensure that the operation of the maintained software products 
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does not materially differ from documented specifications.  Accela may make repeated efforts within a 
reasonable time period to resolve maintenance requests.  When a maintenance request cannot be 
resolved, Customer’s exclusive remedy will be damages in an amount equal to the total of maintenance 
fees paid to Accela for the defective or non-conforming software products for the twelve (12) calendar 
months immediately preceding Customer’s maintenance request. 


 
3.4 Compensation 


 
3.4.1 Maintenance Fees   In exchange for the Maintenance Services described hereinabove, 


Customer will pay to Accela the amounts indicated in Exhibit A. 
 
3.4.2 Payment Terms   Amounts are quoted in United States dollars and do not include applicable 


taxes, if any.  Customer will be responsible for payment of all federal, state or provincial, and 
local taxes and duties, except those based on Accela’s income.  If Customer is exempt from 
certain taxes, Customer will provide Accela with an appropriate certificate of exemption.  
Customer will be invoiced for all amounts upon occurrence of the billing events described in 
Exhibit A.  The payment terms of all invoices are net thirty (30) calendar days from the dates of 
the invoices.  Accela may, at its sole discretion, suspend its obligations hereunder without 
penalty until payments for all past-due billings have been paid in full by Customer. 


 
4. Confidentiality 
 


4.1 Definitions   “Disclosing Party” and “Recipient” refer respectively to the party which discloses information 
and the party to which information is disclosed in a given exchange.  Either Accela or Customer may be 
deemed Disclosing Party or Recipient depending on the circumstances of a particular communication or 
transfer of information.  “Confidential Information” means all disclosed information relating in whole or in 
part to non-public data, proprietary data compilations, computer source codes, compiled or object codes, 
scripted programming statements, byte codes, or data codes, entity-relation or workflow diagrams, 
financial records or information, client records or information, organizational or personnel information, 
business plans, or works-in-progress, even where such works, when completed, would not necessarily 
comprise Confidential Information.  The foregoing listing is not intended by the Parties to be 
comprehensive, and any information which Disclosing Party marks or otherwise designates as 
“Confidential” or “Proprietary” will be deemed and treated as Confidential Information.  Information which 
qualifies as “Confidential Information” may be presented to Recipient in oral, written, graphic, and/or 
machine-readable formats.  Regardless of presentation format, such information will be deemed and 
treated as Confidential Information.  Notwithstanding, the following specific classes of information are not 
“Confidential Information” within the meaning of this Section: 


a) information which is in Recipient’s possession prior to disclosure by Disclosing Party; 
b) information which is available to Recipient from a third party without violation of this MA or 


Disclosing Party’s intellectual property rights; 
c) information disclosed pursuant to Subsection 4.4 below; 
d) information which is in the public domain at the time of disclosure by Disclosing Party, or which 


enters the public domain from a source other than Recipient after disclosure by Disclosing Party; 
e) information which is subpoenaed by governmental or judicial authority; and 
f) information subject to disclosure pursuant to a state’s public records laws. 


 
4.2 Confidentiality Term   The obligations described in this Section commence on the Effective Date and will 


continue until two (2) years following any termination or expiration of this MA (“Confidentiality Term”). 
 


4.3 Confidentiality Obligations   During the Confidentiality Term, Recipient will protect the confidentiality of 
Confidential Information using the same degree of care that it uses to protect its own information of similar 
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importance, but will in any case use no less than a reasonable degree of care to protect Confidential 
Information.  Recipient will not directly or indirectly disclose Confidential Information or any part thereof 
to any third party without Disclosing Party’s advance express written authorization to do so.  Recipient 
may disclose Confidential Information only to its employees or agents under its control and direction in 
the normal course of its business and only on a need-to-know basis.  In responding to a request for 
Confidential Information, Recipient will cooperate with Disclosing Party, in a timely fashion and in a 
manner not inconsistent with applicable laws, to protect the Confidential Information to the fullest extent 
possible. 


 
4.4 Publicity   During the term of this MA, including the term of any amendment hereto, Accela may publicly 


disclose its ongoing business relationship with Customer.  Such disclosures may indicate Customer's 
identity and the Accela product(s) and services provided or contracted to be provided to Customer. These 
disclosures may include press releases or other communications to media, display on Accela web sites, 
or use in other marketing activities, but will not include non-public information or indicate Customer's 
express endorsement of Accela's products or services without Customer's prior written authorization. 


 
5. Other Terms and Conditions 
 


5.1 Customer Obligations   As required, Customer will provide Accela with appropriate access to Customer’s 
facilities, data systems, and other resources.  If security restrictions impair such access, Customer 
acknowledges that some maintenance services hereunder may not be provided to Customer.  It is 
Customer’s sole responsibility to maintain current backup copies of its data and of its implementation of 
Accela’s software products.  If Customer’s failure to create proper backups substantially increases the 
difficulties of any remedial actions by Accela hereunder, Accela reserves the right to charge Customer 
for any extra work reasonably-attributable to such increased difficulty, as calculated at Accela’s then-
current time-and-materials rates. 


 
5.2 Proprietary Rights   The remedial methods, software updates, and product information provided to 


Customer pursuant to this MA are protected under the laws of the United States and the individual states 
and by international treaty provisions.  Accela retains full ownership in such items and grants to Customer 
a limited, nonexclusive, nontransferable license to use the items, subject to the terms and conditions of 
this MA and other agreements between Accela and Customer. 


 
5.3 Limitation of Liability   Accela provides no warranty whatsoever for any third-party hardware or software 


products. If a third-party product is supplied by Accela, no support for any third party product is provided, 
unless an addendum is attached hereto, identifying the product and specifying the terms and conditions 
of any support. Third-party applications which utilize or rely upon the application services may be 
adversely affected by remedial or other actions performed pursuant to this MA; Accela bears no liability 
for and has no obligation to remedy such effects.  Except as set forth herein, Accela provides all 
Maintenance Services “as is” without express or implied warranty of any kind regarding the character, 
function, capabilities, or appropriateness of such services or deliverables.  To the extent not offset by its 
insurance coverage and to the maximum extent permitted by applicable laws, in no event will Accela’s 
cumulative liability for any general, incidental, special, compensatory, or punitive damages whatsoever 
suffered by Customer or any other person or entity exceed the fees paid to Accela by Customer during 
the twelve (12) calendar months immediately preceding the circumstances which give rise to such claim(s) 
of liability, even if Accela or its agents have been advised of the possibility of such damages. 


 
5.4 Force Majeure   If either party is delayed in its performance of any obligation under this MA due to causes 


or effects beyond its control, that party will give timely notice to the other party and will act in good faith 
to resume performance as soon as practicable. 


 


SAMPLE







Maintenance Agreement (MA), Version 05262015 Page 5 of 6 


5.5 Dispute Resolution   This MA is governed by the laws of the State of California.  Any controversy or claim 
arising out of or relating to this MA, or the breach thereof, will be settled by arbitration administered by 
the American Arbitration Association under its Commercial Arbitration Rules, including the Emergency 
Interim Relief Procedures, and judgment on the award rendered by the arbitrator may be entered in any 
court having jurisdiction thereof.  The place of arbitration will be Santa Clara County, California.  Either 
party may apply to the arbitrator for injunctive relief until the arbitration award is rendered or the 
controversy is otherwise resolved.  Either party also may, without waiving any remedy under this MA, 
seek from any court having jurisdiction any interim or provisional relief that is necessary to protect the 
rights or property of that party, pending the arbitrator’s determination of the merits of the controversy.  
Each party will initially bear its own expenses and an equal share of the costs of the arbitration, but the 
prevailing party may be awarded its expenses, reasonable attorneys’ fees, and costs.  The failure of 
either party to object to a breach of this MA will not prevent that party from thereafter objecting to that 
breach or any other breach of this MA. 


 
5.6 Assignment   Accela may assign its rights and obligations hereunder for purposes of financing or pursuant 


to corporate transactions involving the sale of all or substantially all of its stock or assets.  Accela may 
subcontract with qualified third parties to provide portions of the Maintenance Services described 
hereinabove. 


 
5.7 Survival   The following provisions will survive the termination or expiration of this MA: Section 2.1, as to 


Customer’s obligation to pay any fees associated with a lapse in maintenance coverage upon resumption 
of such coverage; Section 3.3, as to limitation of remedy; Section 3.4 and all subsections thereof, as to 
Customer’s obligation to pay any fees accrued or due at the time of termination or expiration; Section 4 
and all subsections thereof; and Section 5 and all subsections thereof with the exceptions of Subsections 
5.1 and 5.4. 


 
5.8 Alternate Terms Disclaimed   The parties expressly disclaim any alternate terms and conditions 


accompanying drafts and/or purchase orders issued by Customer. 
 


5.9 Severability and Amendment  If any particular provision of this MA is determined to be invalid or 
unenforceable, that determination will not affect the other provisions of this MA, which will be construed 
in all respects as if the invalid or unenforceable provision were omitted.  No extension, modification, or 
amendment of this MA will be effective unless it is described in writing and signed by the Parties. 


 
ACCELA CUSTOMER 
 
 
By:  ___________________________________  By:  ____________________________________ 
(Signature)  (Signature) 


 
 ______________________________________   _______________________________________ 
(Print Name)  (Print Name) 


 
Its  ____________________________________  Its  ____________________________________ 
(Title)  (Title) 


 
Dated:  ________________________________  Dated:  _________________________________ 
(Month, Day, Year)  (Month, Day, Year) 


 
Exhibit Follows. 


END OF DOCUMENT 
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EXHIBIT A 
 


Deliverables Fees 


  


 Total of Fees  


 
Maintenance Fees are fixed-price deliverables for which full payment is due upon signing. 
 


END OF DOCUMENT 
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Addendum to Agreement 


Live-Production Maintenance Incident Handling 
 


 
The following incident handling and time frames are applicable only to a live-production environment. 
 
1 Incident Handling - Accela will provide an incident handling mechanism for Customer maintenance requests.  


The incident handling process will include the following: 
 
·   Ability to call, e-mail or use an Accela provided online tracking system. 
·   All incidents will be recorded into the tracking system. 
·   Customer will receive an e-mail with your case number. 
·   Customer Priority and Severity will be determined by the problem based upon the definitions below. 
·   Customer will designate contacts that will interface with Accela’s Customer Support Department. 


 
2 On Line Self Support - Accela will provide to Customer at no expense an online Knowledge Base and Online 


Self Support Site where Customer can research issues and questions, report maintenance incidents and 
download patches and other fixes.   


 
3 Case Handling – Case Handling defines the priority assigned to a specific maintenance request which 


therefore sets the order, timing and level of effort in resolving a case:   
 


A. Critical Severity –  
Definition:  System or application is non-functional or seriously affected and there is no reasonable 
workaround available, for example, business is halted.   
Response Time:   Accela will respond with confirmation of receipt of incident within 1 business hour and 
provide follow-up every 60 minutes when the Critical Incident is phoned into the Customer Resource Center. 
Resolution Time:   Upon confirmation of receipt, Accela begins continuous work on the problem and will put 
forth the effort to provide a workaround, fix, or estimated completion date within 72 hours after the problem 
has been diagnosed and/or replicated, or provided there is an agency representative available to assist with 
issue diagnosis and testing during the resolution process. 


 
B. High Severity -   


Definition:  System or application is affected and there is no workaround available or the workaround is 
impractical, for example, Customer cannot process payments or system response time is very slow.   
Response Time – Accela will respond with confirmation of receipt of incident within 4 business hours and 
provide follow-up every 48 hours. 
Resolution Time – Upon confirmation of receipt of incident, Accela will put forth the best effort to provide a 
workaround or fix or estimated completion date within 14 business days after the problem has been 
diagnosed and/or replicated. 


 
C. Moderate Severity - 


Definition:   System or application feature is non-functional and a convenient workaround exists, for 
example, non-critical feature is unavailable or requires additional user intervention.   
Response Time:   Accela will respond with confirmation of receipt of incident within 8 business hours and 
provide follow-up every 7 days. 
Resolution Time: Accela will put forth the best effort to provide a workaround or fix or estimated completion 
date within 21 business days after the problem has been diagnosed and/or replicated.   
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D. Low Severity - 


Definition:   System or application feature works, but there is a minor problem, for example, a field is 
mislabeled or a help file is missing.   
Response Time:   Accela will respond with confirmation of receipt of incident within 24 business hours and 
provide follow-up every 14 days. 
Resolution Time:   Resolution for the issue may be released as a patch set or be incorporated into a future 
release of the product. 


 
 
Contact Customer Support by Phone or E-mail  
 
  Hours:  M - F 4:00 AM - 6:00 PM Pacific Time  


Phone:  (888) 722-2352, Ext. 5    
  E-mail:  support@accela.com 
 
Escalation 
 


 Customer Support has escalation points in 
– Engineering 
– Data Conversions 
– Services 
– Account Management 


 


 Escalation to Customer Support Management 
– Chris Alderson 
– 888-722-2352, Ext.5 
– calderson@accela.com 


 
 


 
END OF DOCUMENT 
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Certifications and Licenses 
Our team’s applicable certifications and licenses include Woolpert’s certification to do business in the State of Nevada and our team 
members’ personal certifications. These are on the following pages. 
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Woolpert, Inc. certificate to do business in the State of Nevada 
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Project Management Institute Certification of Program Director Dave Feuer 
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Professional Engineer certification of Project Manager Dave Raffenberg 
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Certified ScrumMaster certificate of Integrations team member Dominik Medved 
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Attachment L 
Our completed Attachment L – Certification for Contracts, Grants, Loans, and Cooperative Agreements is on the following page. 
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Tab V. Attachment B – Technical Proposal 
Certification of Compliance with Terms and 
Conditions of RFP 
In this tab, we have included Attachment B – Technical Proposal Certification of Compliance with Terms and Conditions of RFP.  


Woolpert has reviewed the terms of the RFP and sample contract and generally finds the terms to be acceptable although Woolpert 
would like to have the opportunity to request the following clarifications or modifications if fortunate enough to be awarded a 
contract. Woolpert is open to discussing any alternatives and is confident that the parties will be able to agree on mutually 
acceptable terms. 
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Tab VI. Section 4 – System Requirements 
4.1 Vendor Response to System Requirements 
Vendors must explain in sufficient detail how the vendor will satisfy the Manufactured Housing Division’s project requirements 
described below and in Attachment O ~Requirements Matrix. If subcontractors will be used for any of the tasks, vendors must 
indicate what tasks and the percentage of time subcontractor(s) will spend on those tasks. 


Woolpert Team Response:  


Attachment O Requirements Matrix describes how the Civic Platform will satisfy the MHD requirements. Woolpert will not be using 
any subcontractors to deliver the configured solution. Our subcontractor Accela will only be used to setup the cloud-hosted 
environment because they manage the environment. 


4.2 Computing Platform 
The server and desktop environments at the Department of Business & Industry and MHD is Windows. For virtual environments 
VMWare is used.  


In terms of hosting applications, MHD is open both State hosted or vendor hosted solutions. MHD will evaluate the merits of each. 
The state hosting options include: 


• MHD hosting on one of their existing servers (or purchase new server); or 
• EITSD hosting on a virtual server in the state server farm facility. 


Systems hosted on State servers should run on a Windows Server environment. However, MHD is open to discuss other platforms. 


Woolpert Team Response:  


For the State’s cloud solution, Woolpert will leverage Accela’s long history of providing cloud 
solutions for governmental clients. The proposed primary cloud data center is Equinix—an 
industry leader for managing complex, mission critical solutions. Accela’s cloud facility located 
in San Jose, CA is 24/7/365 and has several certifications including SSAE 16, ISO, and LEED. 
Over 90% of all Internet routes pass through Equinix data centers. As outlined below, 
Equinix’s care and datacenter design provide unparalleled reliability and protection for the 
Accela Cloud solution: 


• 99.9% SLA for Accela’s Civic Platform 
• Thousands of vulnerabilities tested monthly by independent vendor 
• HP WebInspect part of development process 
• Veteran staff with multiple industry certifications (Oracle, Microsoft, VMWare, Java) 
• 25,000+ monthly man hours of development  
• Zero successful security attacks over history 
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On-Premise versus Accela Cloud 
 
Benefits of our Cloud solution include: 


• A reliable and cost effective solution for mission-critical business needs handled in the Civic Platform. 
• Load-balanced web servers to handle the needs of all users 
• Multiple middle tier application servers 
• Two node Oracle Real Application Cluster database 
• No single points of failure in any hardware device from the external firewalls through the backend database.  
• Redundant database backups (database is backed up five times daily) 
• Redundant archive log storage 
• Synchronized disaster recover site in the event of a site wide outage 


More information on Accela’s cloud is in Tab XII. Other Informational Material. 


4.3 Technical Requirements 
The following are some, but not all computing technical requirements: 


• The proposed vendor solution should be web-based and support standard commercial browsers.  


Woolpert Team Response:  


Yes. Accela’s Civic Platform is 100 percent web-based and web-enabled. The back office component of the Civic Platform supports IE 
11 and the latest stable version of Chrome, while Citizen Portal (the public-facing component) supports IE 11 and the latest stable 
versions of Chrome, Firefox, Safari, and Opera browsers. 


• The system must have robust security features that meet all state and industry security standards. This includes the encryption 
of sensitive data such as Personal Identifiable Information (e.g. SSNs). The system must support complex passwords and enforce 
periodic resetting of passwords.  


Woolpert Team Response:  
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Our team takes government IT security into high consideration when it comes to feature 
design and implementation. Accela has been working with government agencies for many 
years, with deployments and configurations throughout the world. They understand the 
unique complexities each government agency faces at a network security architecture level. 
Accela has customers with Civic Platform deployments across a wide range of network 
configurations (firewalls, routers, servers, clusters, etc.). This gives us the ability to truly 
understand how government network security factors into how software works behind the 
scenes. As Accela continues to grow their products and core architecture, knowledge of 
government security idiosyncrasies play into key design decisions made and how features are 
implemented in the product. They address system security and security at Accela’s hosting 
facility in the remainder of this response. 


System Security 
The Civic Platform uses industry standard practices to encrypt all data in transit and at rest to make sure that all client transactions 
are secure. Data at rest is encrypted using Oracle Transparent Data Encryption with AES-192. Accela currently supports TLS 1.0, 1.1, 
and 1.2 with strong encryption ciphers (256 bit is supported). Additionally, it stores all passwords in a one-way encrypted hash in the 
Civic Platform database. SHA is the encryption algorithm used to encrypt passwords. To authenticate users, the Civic Platform will 
encrypt the password entered by the user at login and compare the encryption hash to the password stored in the database. If the 
two values match, the user’s authentication is considered successful. 


All end user communication will be secured with industry standards obtained from a well-trusted, established, certificate authority. 
As such, all traffic leaving the client’s device will be encrypted. For consolidated management and to ease the burden of 
encryption/decryption on the servers’ processors, all SSL traffic will terminate at the load balancers behind the firewalls. 


User Security 
Accela’s Civic Platform provides a multi-level security system where the system administrator has full control on user access. This 
control on user access is granted based on a single user logon ID and grants that user specific rights and privileges to the system. 
Accela’s Civic Platform also allows system administrators to set up groups or roles and set security based on those such as read only, 
update or no access. Accela’s security goes beyond this setup to the functional level, allowing administrators to set security down to 
a specified function. For example, an Investigator may have read-only access in Land Management, but no access to "Add Fees". 
These rights and privileges can be extended to internal users, other departments, outside agencies, and even public citizens and 
applicants to safeguard the sanctity of system information. 


Individuals as well as groups can have one or more distinct security rights and system administrators can have universal rights and 
privileges or assign such rights to other designated and duly authorized users. These rights and privileges can be extended to internal 
users, other departments, outside agencies, and even public citizens and applicants to safeguard the sanctity of system information. 


User group security features include: 


• Each named user is explicitly part of one or more user groups  
o Each user group has specific, agency-configured access to functionality according to Functional ID (no access, full 


access, read only access) 
o There are hundreds of Function IDs that are separately configurable for each user group 
o User groups can be created to be very general and include a large number of people and can also be created to be 


very specific and include a small number of people (even one person)  
• Console display and other user interface elements are configurable so that named users are not presented with data or 


functionality that they are not entitled to access 
• Field level configurability is available at the agency, department, module, user, and field level for agency-defined custom 


fields. Other more subtle areas include: 


Accela has adopted NIST 
800-53 security 
compliance standards in 
response to FISMA 
requirements. No other 
vendor in this space offers 
this level of security 
compliance. 
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o Form Level: The ability to restrict read, write, create and/or delete access to entire forms/sections of the 
application such as preventing a user from viewing the Audit Log within the Permit module or not allowing a user 
to edit Inspections of any type. 


o Field Level: The ability to restrict read, write and/or masking at the individual field level of virtually any field in the 
system such as preventing a user from seeing the Risk Score for a particular Contractor or masking a Social Security 
Number. 


o Record Type: The ability to restrict read, write, create and/or delete access to individual Record Types (across all 4 
tiers of record type definition) such as the ability to restrict a Gas Customer Service Representative (CSR) from 
editing an Electrical Permit. 


o Attachment Categories: The ability to restrict read, write and/or delete rights to dependent on the Categorization 
of an attached document such as restricting the exposure of Transcripts attached to a Contractor License 
application to only those who need to review them. 


o Report Security: The ability to restrict the visibility and execution of reports such as limiting financial reports to 
only be run by those in Finance. 


o Workflow Security: The ability to define the management scope for individual Workflow Tasks; including the ability 
to adjust the access control based on the specific status of the Workflow Tasks. 


Securing Credit Card Payments 
All credit card payments processed through the Civic Platform are PCI-DSS v3.1 Level 4 compliant. Accela’s Civic Platform is currently 
self-assessed, scanned with Qualys, for compliance as required by PCI-DSS standards for thresholds of payment transactions. Accela 
constantly monitors the transaction levels in their Cloud-hosting facilities for each of their hosted customers, and should any 
customer exceed to transaction levels approved for Level 4 self-assessment, Accela would proceed to enlist the services of an 
independent, third party PCI-DSS assessor. 


While PA-DSS compliance is not required based on the services Accela provides and the fact that the Civic Platform does not store 
any credit card information, the solution can be and has been successfully deployed as a part of a PCI-DSS compliant hosting 
environment.  


Accela’s Civic Platform supports two methods of credit card processing, one being the “gateway” method and the other being the 
“redirect” method. Most payment processing providers offer both of these options, and each option has a direct effect on PCI-DSS 
compliance. In the gateway method, Accela supports the entry of required credit card information, which is then passed to the 
merchant account for processing. At no time does Accela store any credit card information as a part of the gateway method for 
credit card processing. By contrast, the redirect method redirects users to a third-party payment processing provider where all credit 
card information is collected and processed. This method pushes the PCI-DSS liability to the third-party payment processor and 
essentially makes Accela’s Civic Platform “out-of-scope” for PCI-DSS. 


The Civic Platform reduces its PCI liability by not storing any credit card numbers or expiration dates as a part of transactions 
managed through the solution. Additionally, no credit card or related data is ever passed in the clear. A tenet of PCI-DSS compliancy 
is that the system may not retain full magnetic stripe, card validation code or value (CAV2, CID, CVC2, CVV2), or personal 
identification number (PIN) block data. The Civic Platform limits financial transaction data stored to the last four digits of the credit 
card number and the authorization code. 


Security Scan 
For each major release, Accela performs a system-wide security scan to ensure product compliance and security at the application 
level. Accela addresses all critical and high severity vulnerabilities in the major release where the vulnerabilities first appear. Accela 
uses HP WebInspect and IBM AppScan to perform its security scans, producing an internal report. If an Accela customer uses a 
different security scanner or a different version of HP WebInspect, different vulnerabilities may appear. In these cases, Accela 
addresses critical and high severity vulnerabilities in one subsequent hot fix or service pack at a point prior to the implementation’s 
go-live. 
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Accela also regularly scans their production external links for vulnerabilities using OpenVAS. This third party open source tool and 
framework supports many forms of vulnerability testing like open ports, vulnerabilities, passwords, activated but unnecessary 
protocols, etc. 


Validation 
The Civic Platform is built using a security framework that safeguards against a web site security vulnerability known as 'page 
impersonation'. The 'page impersonation' security hack is when a hacker puts up a page that looks like one of your application pages 
(like the login page). The hacker lures users to their version of your page and then submits the data to your server for the user, but 
in the meantime captures any data the user enters. Hackers use this to gain access to accounts by sending out fake login pages to 
secure sites in attempts to phish for data. The security framework within the Civic Platform prevents this type of impersonation from 
occurring.  


Each page in the Civic Platform has a custom security token generated specific to the viewing user that must be present and 
validated when the page data is submitted to the Civic Platform. For example, when the Civic Platform login page is requested, a 
page level security token is generated for the viewing user and IP address, then embedded in the HTML response. Upon submittal of 
the login page the security token must exist, must be submitted within a specific time period, and must be valid for the submitting 
user. This level of security provides the highest level of protection against fraudulent activity.  


Hosting Facility Security 
Physical Security 
Accela’s primary cloud facility is located in San Jose, California, and operated by 
Equinix. Over 90% of all Internet routes pass through Equinix data centers. All Equinix 
facilities are outfitted with biometric palm scanners and require face- to-face verification 
with security personnel prior to entry. All personnel must present government issued 
identification and be on a preauthorized access list prior to gaining entry. All equipment is 
kept inside a biometrically secured private cage with onsite security personnel monitoring 
the cloud facilities 24/7 via indoor and outdoor video surveillance. Accela’s private cage 
includes a dedicated video camera monitored by security personnel. Equinix’s security and 
privacy policies are available at http://www.equinix.com/en_US/solutions/by-
services/colocation/standards-and-compliance/iso-certified-data-centers/ 


Accela Cloud Security 
Operated by Equinix in San Jose, California, Accela’s center provides superior physical, 
environmental, and logical security controls. This facility boasts a greater than 99.9 percent 
uptime during the past two years. The below table indicates Accela’s planned controls for 
different kinds of security threats.  


Accela’s Security Control by Threat 


Threat Accela Security Control 
Brute Force Attacks The Civic Platform allows an agency to 


define strict password requirements as well 
as lock the user account after a set number 
of failed login attempts. 


Performing an exhaustive search of all 
possible values for a security credential 
or attribute (such as a key, password or 
passphrase). 


System forces access to resources by HTTPS 
with 256 bit data encryption. Also, system 
uses servlet/HTTP module authentication 
function to ensure each request has a valid 
user authentication.  


 Multilevel user tracking 


 Detailed video tracking 
and archival 


 Access by authorized  
ticket only 


 5 layers of security prior to 
cage 


 Biometric hand scanners 
with pin codes 


 Two-factor remote 
authentication 


 4 Accela employees have 
access to cage 
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Threat Accela Security Control 
Bypass Firewall and IDS systems have checks that 


throttle the number of incoming 
connections requiring proper SYN/ACK 
communications. If those are not met, they 
tend to dynamically block that IP.  


Bypassing system security functions and 
mechanisms. 


System always changes session id during 
login/logout. System adds a token that is 
used for validating each request. 


Denial of Service All deployed host systems run Symantec 
Antivirus for scanning and removal of 
identified malicious software. 


Overloading the network and/or system 
resources.  


SSL certificates signed by GoDaddy and only 
available to Accela ensure that a Man in the 
Middle Attack is not successful. 


Hijack All data is stored in Equinix’s data center. 
Commandeering one side of an existing 
authenticated connection. 


Civic Platform features strong user access 
controls in which users and groups are 
assigned specific access criteria. Changing of 
such criteria requires authorization from 
system administrators and adheres to your 
organization’s policy on assigning user 
privileges.  


Malware  System adds a new token which is used for 
validating each request meaning token in 
captured request is no longer valid. 


Deploying malicious software developed 
for the purposes of doing harm to a 
computer system or network (such as 
viruses, Trojan horses, backdoors, and 
so on). 


IP spoofing is monitored by system firewalls. 
User spoofing is controlled with password 
controls. 


Man In the Middle Attacks  Only authorized users have access to the 
system. No others are authorized for system 
access. 


 


All data is stored in secured data centers that are both physically secure and remotely secure via two-factor authentication. Data is 
never made accessible to anyone but the client agency unless it is to previously agreed upon third party contractors directly 
performing work on behalf of Accela and/or the agency and who are under non-disclosure agreements. 


Procedures and Protocols 


Access to Systems 
Prior to having any type of physical or remote access to any system at the Cloud facility, users must first be authorized by the IT 
Manager or Director of IT (per the Hosted Production Access Security Policy). 


Acceptable Use Policies 
All users accessing any system at the Cloud facility must read and agree to the following conditions: 


• Users with remote desktop access will not download, install, remove, or update any software on any hosted system 







 NEVADA | REPLACEMENT OF THE MANUFACTURED HOUSING DIVISION’S CORE SYSTEMS 


State of Nevada 
April 19, 2016 27 


• Users will not use the server’s Internet browser(s) for any type of browsing activity that is outside the scope of work served 
by those systems 


• Users will not modify, create, or remove any local or domain accounts 
• Users will not escalate or further change any privileges granted to any user 
• Users will not power cycle or shutdown any remote server 
• Users will not stop, start, or restart any service or daemon  
• Users will not alter the configurations of deployed services without prior authorization from the Production Network 


Administrator, IT Manager, or Director of IT and without opening an IT Ticket for the change request 
• Users will not upload files to the server that are not essential to the work of the server 
• Users will virus scan all files they wish to upload to the server before deploying said files 
• Users will not attempt to gain access to any server(s) that they have not been authorized by the Production Network 


Administrator, IT Manager, or Director of IT to do so. 
• Users will not share their account credentials for hosted systems with anyone else including other Accela employees 
• Users will not use hosted systems to retrieve or view email  
• Users will not download files from the hosted systems to any other machine 
• Users will not attempt to mine, extract, or gather information from hosted systems outside the scope of their work 
• Users will immediately log off hosted systems once they have completed their work and do so using a proper mechanism 


(e.g., Start->Log Off rather than just “X-ing” out of a remote desktop session) 
• Users will not attempt to sniff or capture data from the Cloud network 
• Users will immediately report if they suspect their credentials have been stolen or otherwise compromised to the 


Production Network Administrator, IT Manager, or Director of IT 
• Users will not use any form of instant messaging on the Cloud servers 


Authorization Process 
Any user requesting access remotely to a system at the Cloud data center must first log a ticket with the IT Ticket system and assign 
that ticket to the Production group. Upon receipt of the ticket, the Production Network Administrator will review the ticket request 
and determine its validity. He will then contact the IT Manager and Director of IT with the request so that they can issue the final 
authorization. If the request is granted for remote access, the Production Network Administrator will ensure the following: 


• A unique username is created for the account 
• The default password will be unique for that user 
• The initial password must be set to require change upon first login by the user 
• The user will only be granted access to the requested resource and have the minimal level of permissions needed to 


perform his/her work 
• The user’s password will adhere to the default password policy 
• The user will receive the Hosted Systems Acceptable Use Policy and sign it. 
• Upon signature and receipt, the Production Network Administrator will scan the document and attach it to the original IT 


Ticket request. 
• The user’s account will only be active for as long as the ticket request requires. 


Periodic Review 
Once per quarter the Production Network Administrator will review the active accounts to verify that they are needed and will 
disable any unused accounts. If any employee is terminated, that user’s account will be immediately disabled, his group 
memberships and roles revoked, his password reset, and the account removed from the OU it belonged to and placed in the 
Terminated Accounts OU. 


Physical Access Policy 
Any user wishing to gain physical access to the Cloud data center must submit an IT Ticket specifying the need. All requests of this 
type are denied by default and it is only by authorization of the Director of IT that any employee or Accela-sponsored vendor can 
gain said access. If access is granted, the Production Network Administrator, the IT Manager, or the Director of IT must contact the 
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Cloud facility to open a ticket authorizing the user and the day and time of the visit. Upon 
arrival at the Cloud facility, the user must surrender a government-issued ID card that is 
verified with the hosting facility’s security personnel. No personal items may be taken in to 
the facility. The Cloud facility will issue the user a badge that is surrendered once the visit 
has concluded. The Cloud facility personnel will escort the user to Accela’s cage in the 
hosting area. Logs of the visit including video recordings are kept onsite at the Cloud facility. 
The ticket is closed and the user’s access privileges revoked upon completion of his 
assignment. 


No one is allowed to take any data from the hosted environments at any time without 
direct written consent of the Director of IT. Any hardware either removed or added from 
the Cloud facility must be logged thoroughly (including date and time, model, make, serial #, 
reason for removal).  


Password Policy 
All user accounts must meet the following password requirements: 


• 24 passwords remembered 
• Maximum password age = 42 days 
• Minimum password age = 1 day 
• Minimum password length = 7 characters 
• Password must meet complexity requirements  


Auditing 
All systems at the Cloud facility will record and capture both failed and successful login attempts. The central logging server will 
detect all failed login attempts and will send email notifications to the Production Network Administrator and IT Ticket system for 
review and analysis. The Production Network Administrator must then clear the log alert and take corrective action (including 
contacting the end user of the account). 


• The system must have user friendly reporting tools that allow knowledgeable users to extract the information they need from 
the system. 


Woolpert Team Response:  


Accela understands reporting can be one of the most difficult, time consuming functions – while critical and necessary for 
measuring, scheduling and determining business decisions. Accela’s Civic Platform includes 100+ standard reports. The reports are 
created in a fashion that are dynamic and adjust to the data that is being fed to the report/letter. 


The system can provide reports to be generated in multiple formats depending on the need including Hypertext Markup Language 
(.html), Adobe Acrobat Portable Document Format (.pdf), Microsoft Word (.doc), Rich Text Format (.rtf), delimited text by tab or 
comma, Microsoft Excel Spreadsheet format (.xls), and XML. Reporting tools provide services to format, spell check and design 
documents from simple to detailed designs. 


Accela’s Ad hoc Report Writer provides an easy point-and-click user interface and user-friendly views of the Civic Platform data, 
offering the State the ability to design, deploy and manage its own dashboards, reports and documents (i.e., form letters) without 
requiring any third party reporting tools. Due to its ease of use, report writers do not need specialized report-writing skills or an in-
depth knowledge of the Civic Platform data schema. A basic tabular report can be written in 15 minutes or less.  


In addition to Accela’s built-in Ad Hoc Report Writer tool, the Civic Platform also supports reports developed in the major report 
authoring tools on the market including Crystal Reports, Oracle Report and MS SQL Server Reporting Services (SSRS) as well as 
deploying MS Word documents for mail-merge reporting against data within Accela. These reports can be deployed throughout the 


Accela’s Ad Hoc report 


writer empowers novice 


users to easily create reports 


and documents in record 


time with an intuitive 


interface without specialized 


database or report writing 


skills. What would take a 


trained SSRS or Crystal 


report writer hours to write 


can now be accomplished in 


minutes, by any end user. 
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application seamlessly and do not require any additional software or services be deployed onto client/end user machines in order to 
run the reports from within the system. 


Customers are giving rave reviews, including: 


• “This is the most fun we have ever had working in Accela!” 
• “We had no idea it was this easy to develop our own reports.” 
• “Look at those charts…amazing!” 


Reports may be immediately published in the Civic Platform without the assistance of the IT team or administrative staff. Tabular 
reports automatically provide hyperlinks that allow users to launch and view related Record data in the Civic Platform from within a 
report. In addition to creating tabular reports, users may also create formatted forms and documents such as contracts, permits, 
rental agreements, etc. Comprehensive administrative functions are available for these reports, forms, and documents, such as 
controlling access to creating/running reports, controlling access to data views, managing report menu visibility, automated 
generation of reports, automated emailing of reports, automated saving of reports to a document management system, etc. 


Users can create, save, organize and maintain an unlimited number of reports from the Report Manager. Report parameters can be 
established, permissions assigned, and reports can be attached to screens and associated with workflow tasks (for example, “print 
permit” for a specific record). Report Manager manages the printing of all reports, including permits, documents, statistics, analytics, 
and form letters. Hard copy permits may be printed manually, as part of a workflow task, or as part of a batch process. Other types 
of reporting functionality include: 


• CSV Export – End users can export the contents of any List screen directly to an Excel™ spreadsheet for reporting and 
analysis activities. 


• Filters and Global Searches – Filters and Global Searches let end users see data they need to see, in the way they want to 
see it. This allows end users to do their jobs more effectively. Administrators configure role-based Filters, thus allowing end 
users to see only authorized data. Global Searches are dynamic queries that either administrators or end users can 
configure and save. For example, a call center agent may set up a Global Search for an Electrical Plan Check due within the 
next ten days. 


• Analytics –Analytics is a free app that leverages information from an agency’s Civic Platform database and displays trends 
and activities happening within an agency. The data can be displayed in graphical format allowing users to interact with it 
and drill into specific records for details. This app provides a number of ways for registered Civic Platform users to easily 
access the information they need via the Home screen, Watch Lists, Charts and Maps.  
 
iOS users reap the benefits of the solution’s tight integration with Esri's ArcGIS Server, enabling them to connect to their 
agency's map data, whether it is published from ArcGIS Server or supplied by Esri’s ArcGIS Online cloud infrastructure. Esri’s 
powerful maps have been infused into Analytics in two ways—via Esri base maps (such as street, satellite or topographic 
views); and map overlays, which can depict zoning impacts (e.g., color-coded city limits, special assessment districts, flood 
zones, school zones) as well as user-selected physical assets (such as hydrants, manholes or utility lines) on layers 
superimposed on the base map. 



http://www.arcgis.com/home/
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Accela’s Ad-Hoc Reporting Tool 
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Examples of Reports deployed within a Record List, Permit Form and Permit Documents List 
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Accela’s public-facing Citizen Portal provides additional time saving features by offering agencies the ability to publish reports to the 
web for both citizens and registered users. By using third party systems and those reporting tools in the system, the State will have 
immense opportunities to present data in a wide variety of formats for personal, administrative or publication purposes. 


The following search capabilities augment Accela’s reporting functionality: 


• Location-intelligent searching allows users to find records that are: 
o Within the map extent (visible geographic area) 
o Within a boundary (polygon) 
o Near a selected feature (asset, parcel, GIS object) 


 


Mapping Search Results 
 


• Soundex Search Support uses phonetic algorithms to account for misspellings, 
producing better search results when searching for records by contact name 
or address 


• Search for records with disabled record types 
• Application Specific Information (ASI) fields can be used to filter the Record 


List and My Tasks screen using Data Filters and Global Searches 
• Search for records, address, parcel, and owner data by template fields 
• Search multiple levels of related records hierarchy 
• Search for records using the record Expiration date range. 
• Search date ranges for certified businesses 
• Search by Doing-Business-As (DBA) as well as company name from Citizen Portal 
• Search for documents quickly using Global Search 


Only Accela provides agency 


staff and customers quick 


and easy access to data 


across the agency via our 


powerful global search 


capability with the industry’ s 


only data and document 


global indexing engine. 
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Global Search provides a one-stop-shop for searching on the Civic Platform. The search space is where you can save searches, 


go to recent searches and run advanced searches from a centralized place. 
 


 


Map-Based Global Search 
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• Search Contact records or records by Business Name/Organization name  
• Search Contact records by Business Name using Global Search 
• Search for Records by Record and Contact Activity data 
• Use the new Inspection Type value picker or Inspection Status drop-down list to locate inspections 


• The system must have full backup and recovery capabilities. 


Woolpert Team Response:  


Disaster recovery is an integral part of maintaining business continuity should a catastrophic 
outage occur. Accela is committed to giving its Cloud customers access to their respective data 
and sites in a timely fashion should such an unlikely outage occur. At a minimum, Accela keeps 
two weeks’ worth of backups available via the RMAN process for the Oracle database. Where 
possible, Accela strives to maintain longer backups of data up to one month. Database 
backups occur nightly and the backups are stored in two separate geographically distinct. All 
production databases run in archivelog mode and all archive logs are backed up nightly. Traffic 
between the datacenters is via an encrypted VPN tunnel. 


The hosted production database is mirrored using Oracle DataGuard to a geographically 
distinct failover site in Utah, managed by ViaWest. Great care, planning, and expense has been 
taken to ensure that no single points of failure occur within the cloud environment itself. All 
network and I/O paths are redundant and all services are available via load-balanced 
environments. Accela employs virtualization via VMWare vSphere that allows for dynamic migration of any failed virtual guests to a 
live physical host the moment an outage is detected. This ensures continuity of business services should a single physical server go 


 Second datacenter in 
Salt Lake City, Utah 


 Oracle DataGuard  


 Oracle Streams 


 Replication Technology 


 15 minute health checks 


 Annual data switchover 
testing 
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offline. Additionally, load-balanced pool members are isolated to different physical hosts further ensuring that a virtual service 
remains available even if a single pool member goes offline. 


A two-node Oracle Real Application cluster provides high availability for the key production Oracle databases. This cluster allows for 
both dynamic and manual relocation of key services insomuch that the associated web and business services can always connect to 
a live node. The cluster itself consists of physical servers that also use multipath I/O and aggregated NICs to ensure high availability. 


Database backups follow a standard weekly full/nightly incremental schedule using Oracle’s Backup and Recovery Manager (RMAN).  


In any scenario involving data loss, there are multiple paths that can be followed to recover the data. The first involves using Oracle’s 
flashback technology at either the query or table level. The second involves using the logical export to restore the data to a new 
database to export it. The third involves using RMAN to perform a point-in-time recovery of the data files and archive logs to an 
isolated cloned instance. The fourth involves using RMAN to perform a point-in-time recovery of the database proper (this being the 
most drastic). 


If a site-wide outage occurs that is projected to be sustained and lasting but the data itself within the datacenter is retrievable, 
Accela employees will transfer any outstanding archive logs to the physical standby site and activate the standby site as the primary 
cloud facility. External DNS entries will then be updated to reflect the failover site. 


• As a desired feature, the system should have API’s that will allow it to integrate with the OpenText, File 360 document 
management system in the future. Integration is not included in the scope for this project. 


Woolpert Team Response:  


Government agencies worldwide use the Civic Platform to store and manage their data, and to 
streamline their operations. Using Accela’s REST-based Construct APIs, developers can build 
innovative apps that bring core government functions such as permit applications, licensing, 
land, and asset management within the citizens’ easy reach. These apps create efficiencies for 
agency staff and increase engagement between citizens and government. Through Accela’s 
Construct API, clients can access Civic Platform data such as mobile and web applications. 
Clients can directly call the Construct API via HTTP requests or use Accela SDKs to interact with 
the Construct API in their native environment. 


 


 


Accela’s Construct has 
1,200+ registered 
developers using 350+ 
publicly available APIs. 
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We use this interface protocol to support Accela’s added capabilities – CivicData, mobile applications, GIS, IVR, and third party 
developed extension applications. 


Service Interface 
Development Platform • J2EE 


• .NET 


Architectural Framework(s) • J2EE 


Architectural Pattern(s) • MVC 
• Factory 
• Controller 
• Data Access 


Application Communication 
Technologies 


• Web Services (e.g., XML, SOAP, 
WSDL, UDDI, and HTTP) 


• Public Facing 
• Internal Facing 


System Integration Technologies • XML 
• JSON 
• Adaptors 
• Secure FTP 


 


In addition to the Construct API, Accela also provides the following other APIs: 


• GovXML – HTTP and XML based API providing record, inspection, APO services 
• Financial web service – SOAP web service providing financial services 
• Asset web service – SOAP web service providing asset services 
• Report web service – SOAP web service allowing a user to run a report in the Civic Platform 
• Generic Query web service – SOAP web service allowing a user to query data from the Civic Platform 


 
Furthermore, the Civic Platform uses the following web services to integrate with third party systems, making use of data or service 
from third party systems: 


• E-Payments gateway web service – perform server side gateway e-Payments from a third party payment provider* 
• External APO (XAPO) web service – retrieve APO data from a third party system 
• EDMS web service – upload/retrieve document to/from a third party document system 


4.4 Functional Requirements 
Refer to Attachment O – Requirements Matrix. Vendors must review and complete the Requirements Matrix and include it in your 
proposal. 


Vendors should also review Attachment N - MHD Operation and Information Technology Overview to have a full understanding of 
MHD’s requirements. The proposed system must support MHD’s core business processes, including: 
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• Permitting and Inspections 
• Titling  
• Licensing 
• Investigations 
• Mobile Home Parks 
• Lot Rent Subsidy 
• Education 


Woolpert Team Response:  


Our completed responses in Attachment O represent our proposed solution for the State, and support the spirit of MHD’s 
requirements in Attachment N. 


4.5 Security Standards 
4.5.1 System must meet State security standards for transmission of personal information as outlined in NRS 205.4742 and NRS 
603A. 


 


Woolpert Team Response:  


Accela meets this requirement. Accela is committed to continuing to meet and maintain NIST 800-53 (FISMA) and PCI-DSS 
compliance requirements. All Civic Platform presentation layers support TLS encrypted data transfer.  


4.5.2 Protection of sensitive information will include the following: 


4.5.2.1 Sensitive information in existing legacy applications will encrypt data as is practical. 


Woolpert Team Response:  


All data at rest in the Civic Platform is encrypted with a minimum of AES-192 encryption. 


4.5.2.2 Confidential Personal Data will be encrypted whenever possible. 


Woolpert Team Response:  


All data at rest in the Civic Platform is encrypted with a minimum of AES-192 encryption. 


4.5.2.3 Sensitive Data will be encrypted in all newly developed applications. 


Woolpert Team Response:  


All data at rest in the Civic Platform is encrypted with a minimum of AES-192 encryption. 


4.5.3 All information technology services and systems developed or acquired by agencies shall have documented security 
specifications that include an analysis of security risks and recommended controls (including access control systems and contingency 
plans).  
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Woolpert Team Response:  


Accela meets this requirement. HP Web Inspect results analyze any security risks. These include recommended controls and 
solutions to those risks in the analysis report. This is done for every major release of Accela. Accela is committed to continuing to 
meet and maintain the requirements of NIST 800-53 (FISMA) Access Control (AC) and Contingency Planning (CP) family of controls.  


4.5.4 Security requirements shall be developed at the same time system planners define the requirements of the system. 
Requirements must permit updating security requirements as new threats/vulnerabilities are identified and/or new technologies 
implemented. 


Woolpert Team Response:  


Accela meets this requirement. As threats are detected, they are given a threat level such as low, medium, high and critical. High and 
critical are addressed as they are discovered. If agencies prefer to use their own testing tool other than Web Inspect, Accela will 
review those results as well and address as needed using the same categorization. 


Security requirements are integrated in the product roadmap design and implementation phases and, consequently, is embedded 
into the Software Development Lifecycle (SDLC). Accela is committed to continue meeting and maintaining the requirements of NIST 
800-53 (FISMA) Configuration Management (CM) and System and Services Acquisition (SA) family of controls. 


4.5.5 Security requirements and evaluation/test procedures shall be included in all solicitation documents and/or acquisition 
specifications. 


Woolpert Team Response:  


Accela meets this requirement. Accela can provide the current specifications and test procedures as defined in 4.5.3. If the client 
chooses to utilize their own test procedures, they can be addressed as defined in 4.5.4 All software is scanned and evaluated for 
vulnerabilities/issues during development and is scanned externally monthly by a contracted 3rd party. 


4.5.6 Systems developed by either internal State or contracted system developers shall not include back doors, or other code 
that would cause or allow unauthorized access or manipulation of code or data. 


Woolpert Team Response:  


Accela meets this requirement.  Accela utilizes Web Inspect to ensure items like Back doors, Cross Site Scripting, DOS attacks, and 
SQL injection are not possible. Secure coding training is provided at a minimum on an annual basis and as deemed necessary by 
management and the Security & Compliance office. 


4.5.7 Security specifications shall be developed by the system developer for approval by the agency owning the system at 
appropriate points of the system development or acquisition cycle. 


Woolpert Team Response:  


Accela meets this requirement.   


4.5.8 All system development projects must include a documented change control and approval process and must address the 
security implications of all changes recommended and approved to a particular service or system. The responsible agency must 
authorize all changes. 


Woolpert Team Response:  


Accela meets this requirement. Security implications are reviewed and approved as part of Accela’s Quality Engineering processes. 
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4.5.9 Application systems and information that become obsolete and no longer used must be disposed of by appropriate 
procedures. The application and associated information must be preserved, discarded, or destroyed in accordance with Electronic 
Record and Record Management requirements defined in NRS and NAC 239, Records Management. 


Woolpert Team Response:  


Accela partially meets this requirement. Accela does not have a robust record retention program at this time. 


4.5.10 Software development projects must comply with State Information Security Consolidated Policy 100, Section 4.7, Software 
Development and Maintenance and State Standard 131, “Security for System Development”. 


 


Woolpert Team Response:  


Accela meets this requirement. Accela follows industry standard and best practice in software development, quality assurance, 
release and maintenance. As mentioned, vulnerability testing is done during development and monthly in the hosted environments. 


4.5.10.1 Separate development, test and production environments must be established on State systems. 


Woolpert Team Response:  


Accela meets this requirement. 


4.5.10.2 Processes must be documented and implemented to control the transfer of software from a development environment to a 
production environment. 
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Woolpert Team Response:  


Accela meets this requirement.  


4.5.10.3 Development of software and tools must be maintained on computer systems isolated from a production environment. 


Woolpert Team Response:  


Accela meets this requirement. 


4.5.10.4 Access to compilers, editors and other system utilities must be removed from production systems. 


Woolpert Team Response:  


Accela meets this requirement. Development tools are housed in Engineering environments, not Production. 


4.5.10.5 Controls must be established to issue short-term access to development staff to correct problems with production systems 
allowing only necessary access. 


Woolpert Team Response:  


Accela meets this requirement. 


4.5.10.6 Security requirements and controls must be identified, incorporated in and verified throughout the planning, development, 
and testing phases of all software development projects. Security staff must be included in all phases of the System Development 
Lifecycle (SDLC) from the requirement definitions phase through implementation phase. 


Woolpert Team Response:  


Accela meets this requirement. Security requirements are integrated in the product roadmap design and implementation phases 
and, consequently, is embedded into the Software Development Lifecycle (SDLC). Accela is committed to continue meeting and 
maintaining the requirements of NIST 800-53 (FISMA) Configuration Management (CM) and System and Services Acquisition 
(SA) family of controls. 


4.6 Requirements Matrix 
Vendor must: 


4.6.1 Present the platform requirements for efficient operation of the system; 


4.6.2 Review the requirements matrix carefully to insure that the proposed system design addresses all of the requirements; 


4.6.3 Tie each data element/function to the vendor’s project plan by task number; 


4.6.4 Respond to all of the requirements by properly coding and indicating how the requirement is satisfied. The proposed costs 
and project plan must reflect the effort needed to satisfy the requirements. 


Woolpert Team Response:  


We have completed Attachment O accordingly to our proposed solution for the State.  
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For those requirements not included in our Scope of Work, and marked as “No” in the Requirements Matrix, Woolpert estimates the 
level of effort to implement these requirements to be between $100,000 and $175,000 to fully implement them. There are 
economies of scale when implementing a group of requirements versus one requirement at a time, and it would not be effective for 
the State for Woolpert to provide a cost estimate on a requirement-by-requirement basis at this time. It is preferred that further 
discussion take place about these additional requirements prior to delivering a detailed estimate. 


In response to the State’s request in item 4.6.3, to tie each data element/function to the vendor’s project plan by task number, 
Woolpert’s Scope of Work will address all of the requirements part of Tab 1.0 General Enterprise and Tab 2.0 Permits & Inspections. 
No other requirements from the other tabs are planned in this initial Scope of Work due to budget constraints. 


Note: In relation to future versions of planned system enhancements or future product direction, the information contained in this 
material is not a commitment or legal obligation to deliver any of the features or functionality described herein. 


4.6.5 Identify, for each of the system requirements identified in the requirements matrix, whether it is: 


Vendor Response 


Condition Description 


S – Standard Function The proposed system fully satisfies the requirement as 
stated. The vendor must explain how the requirement is 
satisfied by the system. 


M – Modification Required The proposed system requires a modification to existing 
functionality to meet this requirement which requires a 
source code modification. The system will be modified to 
satisfy the requirements as stated or in a different format. 
The vendor must explain the modifications and include the 
cost of all modifications above and beyond the base cost in 
Attachment J, Project Costs. 


F – Planned for Future Release This functionality is planned for a future release. The 
vendor must explain how the requirement will be satisfied 
by the system and when the release will be available. 


C – Custom Design and 
Development 


The proposed system requires new functionality to meet 
this requirement which requires a source code addition. 
The vendor must explain the feature and its value, and 
include any cost above and beyond the base cost in 
Attachment J, Project Costs. 


N – Cannot Meet Requirement The proposed system will not satisfy the requirement. The 
vendor must explain why the requirement cannot be 
satisfied. 


O – Other Software If the requirement is to be satisfied through the use of a 
separate software package(s), vendors must identify those 
package(s) and describe how the functionality is integrated 
into the base system. 


Woolpert Team Response:  


See our response to 4.6.1. 
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4.6.6 Identify whether each requirement is in the firm fixed price included within the cost proposal. 


Woolpert Team Response:  


We have included costs in this proposal for all requirements marked with S – Standard Function. 


4.6.7 Describe how the proposed system meets the requirements specified within this RFP. 


Woolpert Team Response:  


Build better communities by moving from plan consideration to Certificate of 
Occupancy faster  
 
Accela, our partners, and the developer community have the capability to build, configure, deploy and 
manage civic solutions and applications. Accela Automation is the heart of Accela’s Civic Platform, and it is 
surrounded by a complete set of platform services that address development and customer lifecycles. 
Whether installed on premise or in the Cloud, the Civic Platform provides a complete infrastructure to 
automate and streamline civic processes related to Land Management, Licensing and Case Management, 
Asset Management, Finance & Administration, Environmental Health and Safety, Legislative 
Management, Recreation and Resource Management, Right of Way Management, and Citizen 
Relationship Management. For more details, visit http://www.accela.com/platform.  


 


Accela’s Civic Platform architecture allows the creation of cloud solutions to serve government, the business community and citizens 



http://www.accela.com/platform
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Accela Land Management 
Accela’s Land Management makes it easy for state, county and city agencies of all sizes to 
coordinate activities for the consideration and approval of land use and building permits, 
inspections and enforcement to meet your jurisdiction codes. The solution saves time, 
increases productivity and connects government agencies to the businesses, professionals 
and citizens they serve. 


Accela’s Land Management:  


1. Streamlines planning and development. Regulate the growth of your community and ensure that existing and proposed 
land use complies with zoning designations, building codes and other laws. Track and manage entitlements, historical and 
environmental issues, plan and departmental reviews from planning through certificate of occupancy. The Land 
Management Best Practice Templates allow an agency to deploy e-government services right out of the box, including pre-
configured workflows, data structures, fees, business logic, standard reports, and web forms. These templates are a 
culmination of over 33 years of experience of Accela working with government agencies to streamline and make 
government services more efficient. 


2. Simplifies the permit process. Manage your entire permitting process including application check-in, plan reviews, fee 
calculation and collection, inspections, sign-offs, task lists, and more. Easily manage both the proposed plan and the 
relationships to the project – including imposing restrictions on transactions, property or individuals until compliance 
measures and fees are satisfied. 


3. Engages your citizens 24/7/365 days of the year. Accela’s Citizen Portal and IVR capabilities provide quick and easy access 
to information about permits and inspections directly from any telephone, web browser, or mobile device. 


4. Visualizes information with built-in GIS capabilities, which deliver mapping and routing functionality to the enterprise. This 
overlays government data onto GIS maps, and allows customers to initiate and manage permit activities from a geospatial 
platform.  


5. Provides online access to save time for agency staff out in the field. Productivity apps, such as Analytics, Inspector, and 
Contractor Central, connect and equip agency field workers with the right mobile device for the job.  


For more details, visit http://www.accela.com/solutions/land.  


The flexible configuration of Land Management lets customers define and manage the sequence and requirements of the hundreds 
of steps involved in a workflow, including initial applications, plan reviews, code enforcement, fee calculation/collection, inspections, 
notices, and approvals. The solution manages all types of regulatory activities—one-time processes such as residential construction 
permitting and pesticide application permitting, or annually renewable activities such as elevator permits and air quality permitting.  


To read Land Management 


customer success stories, visit 


http://bit.ly/1OxdZqq  



http://www.accela.com/solutions/land

http://bit.ly/1OxdZqq
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Land Management Workflow 
 


 


 


Intake Form 
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In-Process Application 


 
 


 
In-Review Application 
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The Map Dashboard allows users to start transactions, review spatial data, view records, create new geometry, generate 


routes, and much more 
 
 


 
Map Dashboard Location Details 
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Using the Launchpad, Agency staff can quickly and easily jump to pages—such as records, reference data, and payment 


processing—from a single location. 
 
 


 
MyTasks Dashboard provides at-a-glance information, filters, and recent activity pertaining to records in a user’s task list. 
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Land Management Inspections List 


 


 


 
Land Management Inspection Details from Mobile Device 
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Land Management Inspection Results 


Accela Licensing and Case Management 
As a COTS (Commercial-Off-the-Shelf) solution that is part of our Civic Platform, our Licensing and 
Case Management solution provides an extensive array of functions to handle professional and 
business license processing through the early stages of pre-application and initiation through 
renewal. The solution incorporates all interim and other activities.  


For more details, visit http://www.accela.com/solutions/licensing. To watch how citizens can use Accela solutions to easily apply, 
renew and pay for their licenses online, visit http://bit.ly/1EaY60u.  



http://www.accela.com/solutions/licensing

http://bit.ly/1EaY60u
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1. Alerts and Holds 
2. Audits 
3. Contact and Entity management 
4. Continuing Education management 
5. Document handling 
6. Education Tracking 
7. Examination tracking 
8. Fee management 
9. Hearings 
10. Inspections/Investigations 
11. Performance metrics 
12. Privileges, specialties, amendments  
13. Renewal processing 
14. Reporting 
15. Scheduling 
16. Workflow 


 


 


 


 


 


 


 


License List in Accela’s Civic Platform 


Accela’s Licensing & Case 


Management Vertical 


Markets 


 Agriculture 


 Alcohol & Tobacco 


 Business Licensing 


 Education 


 Environmental 


 Financial & Banking 


 Health Professions & 
Facilities 


 Occupational and Trade 


 Professional Licensing 


 Recreation: Hunting and 
Fishing 


 Social Services 


 Weights and Measures 







 NEVADA | REPLACEMENT OF THE MANUFACTURED HOUSING DIVISION’S CORE SYSTEMS 


State of Nevada 
April 19, 2016 51 


License Application 
The Civic Platform can initiate licenses, renewals, inspections, complaints, and 
enforcement processes. These applications and case types can be applicant, field staff, 
end user and citizen- or applicant-initiated through various on-line and non-computer 
methods. Once input into the solution is complete, the solution configuration will engage 
automation and fully account for all needed processing, reviews, hearings, inspections, 
etc. governing the specific case type. License applicants are subject to the same 
application functionality and restrictions regardless of the application channel (POS, back 
office, phone, online). Applicants have the ability to attach any type of electronically 
formatted document with their initial application or at any time during the application 
process. The agency can specify what file type and size they will accept through the 
application. 


Data Capture Capabilities 
The Civic Platform includes all fields necessary to capture entity data as well as general information such as address and contact 
information. Once data is entered into the reference tables, the information can auto-populate without having to reenter it for 
future applications. This feature helps maintain data integrity by reducing the likelihood of data entry errors and increases staff 
efficiency. The solution can also eliminate duplicate records by merging them when discovered. In addition, entities have the ability 
to specify their preferred method of communication (e.g., email, fax, mailing address, phone number) for each communication type 
(e.g., legal, compliance, licensing) across license types. 


Upon application or other case submissions, the solution will automatically assign a unique ID (or allow manual assignment) that will 
permanently remain with the application/case. This license or case ID is searchable by any field or combination of fields. All entities 
also maintain a unique identifier. Entities can be linked to one or many licenses, permits, cases or records. The solution supports 
parent/child relationships for sub-licenses or cases and the attachment or linkage of other case types that have some user-
determinable association with the primary license/case. Through this linking feature, the solution integrates all related data in 
accordance with any business aspect (geography, address, applicant, facility use, other). 


Through our solution the agency can create, input, track, automate, and report on all data entered into the solution database. Data 
can also be utilized through interfaces created to external third-party systems. End users can create unlimited data fields to 
accommodate needs related to application and licensing data in relation to all regulated entities. Specifically, these fields can be 
uniquely applied to the applicable program or application level as governed by agency business rules. Data fields can exist in a wide 
variety of forms. These include simple text fields specific to a particular case type with options to set the type of data or value that 
can be entered (numerical, text, drop down, pick list, etc.) to assist with data accuracy and consistency. These include specification 
of the preferred method of communication desired by the applicant and applicable for each communication type. 


Renewals 
We understand that the regulatory licensing process does not stop at a license approval stage. Our Civic Platform provides all 
features necessary to handle the renewal processing including collection of fees, supporting documentation and required 
qualifications (examinations, training, etc.). For each renewal period, the solution offers the ability to utilize a new workflow set for 
capturing records associated with all tasks, approvals, assignments, successful examination results, or deficiencies. 


Through the configuration process, license renewals within the Licensing and Case Management solution can be fully automated. 
This can be done by batching renewals when they come due, sending email notifications in advance of license expirations, using 
email and letter reminders, facilitating online payment submissions through the web portal, importing exam results from third 
parties, etc., or automated to the extent necessary/prescribed. Every aspect of the agency licensing renewal activities can be 
controlled, configured and re-configured by agency staff. Configuration can be done at any point when any aspect of the renewal 
process is changed or modified. Licensees can receive specific logon IDs and create their own passwords, allowing them entry to the 
renewal process within Citizen Portal. Applicants can also designate their preferred method of contact.  


See how the New York 
Agency License Center’s 
embedded business wizard 
navigates applicants 
through the site to locate 
all necessary forms and 
information they need at 
www.vimeo.com/89786837. 



http://www.vimeo.com/89786837
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This process extends to public users through online access. Public users can initiate and complete their license renewal online as well 
as pay any fees associated with the renewal through this web portal. This entire process can occur within the agency, online, or a 
combination of both. For example, a public user can start their license renewal process by completing an application online. Then, 
they may visit the agency to provide supporting documents, pay the fees, and complete the transaction. Conversely, a customer can 
visit the agency to start the renewal process, and then opt to complete the transaction online. 


Many times licenses require continuing education or passage of an examination to keep the license current. The Education, 
Continuing Education, and Examination components of the Civic Platform can also be implemented with the license renewal process 
to ensure all requirements are met prior to license issuance or renewal. 


In terms of processing renewals, licensees have the same mechanisms available to them as those for Application Intake. Again, they 
can be completed online (through Citizen Portal), by mail, via fax (where payments are not required), or in person. Licensees can 
update information during the renewal stage. Once submitted, staff can associate the specific documents to the respective license. 
These electronic documents remain in the solution’s repository or in an interfaced Electronic Document Management System. 
Security configuration options limit who can access the native format of these documents. “Checklists” are available for 
configuration within the workflow subtasks. The web portal offers the licensee various information including requirements for 
renewals, continuing education sources, requirements specific to their license type, and information regarding privacy concerns. 
Where there is a need to change existing license information, the web portal can be configured to allow for these changes by the 
licensee.  


Acceptable payments for renewals include credit cards, debit cards, or e-checks. Configuration also allows for partial or full 
payments as governed by an agency’s business rules. For pro-rata licenses, the Business Rules Engine can be configured to indicate 
the exact amount of the license renewal fee based on time and other factors. All accepted payment transactions provide the 
licensee with a receipt. Citizen Portal provides a secure payment engine (PCI-DSS certified), and the solution does not store payment 
source information.  


Following an application renewal, the applicant can view all steps/activities undertaken by the agency to ensure successful renewal 
of the license. Should the license application be incomplete at the time of submittal the solution can be configured to notify the 
applicant of further information/documents required via status or disposition on the renewal task and/or by email notification 
(either manually or automatically). The renewal application also allows for designated mandated fields, whereby any 
incomplete/undesignated information within these fields will prevent the applicant from moving forward to the next submittal 
screen until information is complete. Using the web portal, any e-check submittals with insufficient funds (NSF) can activate 
payment failure notifications for both the back office user and the licensee. This task will then remain open until payment, along 
with any applicable penalties, are submitted. Staff can configure any fees, penalties or other charges for services that uniquely and 
specifically align to a given license type. 


Configuration allows for renewal information, such as grace period expiration method, penalty period, and renewal fee codes. The 
solution provides all necessary functions and features for renewal handling including. This might include continuing education 
tracking for approved providers and their courses, or designating the specific number of hours required for a specific period.  


Renewal notification can be configured within the Business Rules Engine to automatically notify licensees of upcoming key license 
expiration dates. As in the case of the initial application, a solution wizard exists on the web portal to assist end users in need of such 
automated assistance. Business rules will govern for any expiring license, but third party reporting engines can identify expired 
licenses allowing for appropriate business actions.  
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Electronic Document Review (EDR + Adobe Acrobat) 
Accela’s Electronic Document Review (EDR) provides a comprehensive enterprise document 
review and management solution for various types of regulatory documents – plans, 
architectural drawings, etc. – required to be submitted in support of a variety of projects, 
applications and renewals. Our Civic Platform delivers a complete end-to-end solution for 
tracking and managing the most critical regulatory functions – permitting, licensing, and more.  


Accela EDR is designed to enable review staff to incorporate document review and markup 
directly into the existing Civic Platform processes that automate, organize, and track reviews. 
This adds end-to-end management of electronic documents assuring adherence to agency 
policies and codes. Electronic Document Review is a fully integrated feature within the Civic 
Platform that leverages different technologies to the agency’s choice, enabling users to review regulatory documents faster and 
easier. For the State, we recommend the agency take advantage of Adobe Acrobat Pro, the classic plan review software that most 
Accela clients use to enjoy the full spectrum of benefits of Accela EDR.  


Primary features of Accela EDR include: 


1. Side-by-side comparison display 
2. Overlay comparison display with one document transparently overlaying the other 
3. Manage security profiles for users and to check-in and markup documents 
4. Manage resubmissions of documents and versioning  


Accela’s Civic Platform 
APIs and third party 
adapters allow agencies to 
use any electronic 
document review solution 
available in the 
marketplace.  
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5. Upload multiple documents simultaneously 
6. Alert internal users of resubmittals 
7. Alert public users that a document has been reviewed, approved, or require revisions 
8. Support hyperlinks to documents for one click access 
9. Provide configurable attribute fields by document type 
10. Store document comments in the Civic Platform and generate correction notices 
11. Assign documents to review outside of a workflow 


Side-by-Side and Overlay Displays 
User defined colors easily identify what has been added and what has been removed on each page. The user can isolate the objects 
they are looking for using the Differences tool bar. For example, users may view only differences, deleted objects, added objects, or 
objects both documents have in common. In Overlay mode, the user can tag differences to create placeholders that can be quickly 
revisited and examined more closely or to indicate where the annotations and revisions may be required. The multi-page documents 
viewing capability allows for easy transition between pages, comparison between documents where the pages do not align, and 
comparison of a single document against itself. Additional features include the ability to zoom, rotate, magnify, measure, and adjust 
resolution.  


 


Accela Civic Platform’s Electronic Document Review has been specifically engineered to support the comparison of large, multi-page PDF 
documents, a capability unparalleled in the industry 
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With Electronic Document Review, users can attach single or multiple PDF documents to a 
record, and then assign them for review to one or more reviewers, who are able to access 
and manage their assigned documents either via the record or via their individual My Tasks 
screen. Users can also use the Global Search screen to search for specific documents as 
needed. Attached PDF documents can be opened in Adobe Acrobat Pro directly from the 
Civic Platform. Once opened, users can utilize Acrobat Pro’s easy-to-use annotating tools to 
review, comment, and mark up documents.  


Accela provides a set of standard review stamps as a quick start feature, allowing users to 
stamp plans. When the review is done, the commentary and annotations are saved back to 
the Civic Platform application server. The toolbar provides configurable online access to ICC 
eCodes, the world’s primary source of regulatory design and construction compliance 
standards, as well as state and local codes as required, giving reviewers the ability to look up 
codes and regulations and use standard copy/paste functionality to cite regulations via 
annotations added to the PDF. To better manage the life cycle of documents, a Document 
Audit log is available. It records all changes made to attached documents, including the 
moment a document is attached to a record, as well as annotations and comments that have 
been added/modified and saved. 


For more details, visit http://www.accela.com/electronic-document-review. 


 


 


 


 


  


“There are environmental 
benefits, achieved by not 
having to print multiple 
copies of different 
versions of thick site 
development plans. 
Countless trips to the 
government center are 
also eliminated. Plans can 
be submitted via email 
around the clock, adding 
another layer of 
convenience for 
applicants. The new 
process is also much 
quicker, saving time due 
to a more coordinated 
city response. 


Government Technology -- 
Charlotte, NC Digitizes 


Commercial Planning Process 



http://www.iccsafe.org/Pages/default.aspx

http://www.iccsafe.org/Pages/default.aspx

http://www.accela.com/electronic-document-review

http://www.govtech.com/e-government/Charlotte-NC-Digitizes-Commercial-Planning-Process.html

http://www.govtech.com/e-government/Charlotte-NC-Digitizes-Commercial-Planning-Process.html

http://www.govtech.com/e-government/Charlotte-NC-Digitizes-Commercial-Planning-Process.html
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Accela Mobile  
With the widespread adoption of mobile devices, we offer mobile capabilities for iOS or 
Android-based smart phones and tablets to bring processing to the field through our cloud-
based Civic Platform.  


Our proven solutions for operational efficiency and civic engagement through mobile apps 
combine to provide extensibility by employing a dynamic cloud-based platform to support 
the needs of both agency employees and their user community. 


Accela Mobile is more than an application—it is a complete strategy central to our 
government-centric development efforts. Our mobile strategy is to develop role-specific 
productivity and engagement solutions for every role in government, on every platform, 
while allowing public agencies to leverage our Software Development Kit. The overall 
approach and maturity of our mobile strategy relative to all other vendors is evident based 
on the following: 


1. Accela is the only vendor in our market with role-specific apps publicly released for 
inspectors, code enforcement officials, work crews, contractors, and Executive/Department Managers. To see a current list of 
Accela’s mobile apps, visit http://www.accela.com/civic-apps. 
 
2. Accela is the only vendor in our market that has iOS and Android apps that all include a preview feature, allowing anyone 
to download apps from any of the major app marketplaces for testing purposes.  
 
3. Accela has an extremely aggressive development and release schedule. The iOS 
version of Accela’s Inspector app benefited from rapid releases, and works on the 
Android operating system. The ability to support rapid release schedules across multiple 
device operating systems is important as mobile hardware and software is continually 
evolving.  
 
4. Accela is the only vendor in our market with a published mobile application 
development kit allowing third party developers, including current clients, to develop 
custom mobile applications to work with our Civic Platform. We understand mobile 
applications are an environment supporting evolving creativity and innovation. Accela 
makes it easy for third party developers to build custom mobile apps that work against 
our Civic Platform. 
 
 
 


  


“Empowered citizens are 
increasing demand for 
more government 
transparency… ushering in 
the age of the citizens. 
Social and mobile 
technologies have recast 
citizens’ expectations for 
service…” 


The Age of The Citizen 
Forrester Report 


June 2014 


A Mobile Strategy should 
be a Priority 


“The average cost per 
transaction to provide a 
service online is $3.91 
compared to $17.11 to 
provide the service 
offline – a difference of 
$13.20 per transaction.” 


Center for Public Policy 
& Administration 


University of Utah 



http://www.accela.com/civic-apps

http://archive.unews.utah.edu/news_releases/egovernment-saves-utahns-time-and-money/

http://archive.unews.utah.edu/news_releases/egovernment-saves-utahns-time-and-money/

http://archive.unews.utah.edu/news_releases/egovernment-saves-utahns-time-and-money/
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Apps built on the Civic Platform 
The core of our software platform is powered by open source technologies, and Accela, developers, and partners are working 
together to build and deliver apps and services that improve productivity for professionals, address community issues, and connect 
and engage citizens with their governments. We are working with organizations like Code for America and Tumml to spur innovation 
and build a vibrant ecosystem around our platform.  


We make it easy for developers and partners to build, sell, and deploy mobile and social 
applications to engage industry professionals and citizens in their communities. With Accela’s 
Mobile Software Development Kit (SDK), we provide the ability for developers and partners to 
build, sell, and deploy mobile and social applications to engage industry professionals and 
citizens in their communities. This improves the quality of the applications and fosters usage.  


Developer Community  
Accela’s Developer Community includes people from across the nation—from individual developers, to software companies, to 
government IT professionals. They are actively developing and publishing apps for the Civic Platform, many of which are available 
today at app stores (right alongside the Accela-built apps). Each SDK includes:  


1. APIs 
2. Getting Started Guide 
3. Platform Libraries 
4. Accela Civic Platform Test Environments with recommended process configurations 
5. Sample Code 
6. Sample Apps 
7. Documentation 


 
 


Accela’s Mobile SDK can be downloaded at https://developer.accela.com/ after a quick and free registration process. 


Accela’s Construct has 
1,200+ registered 
developers using 350+ 
publicly available APIs. 



http://codeforamerica.org/

http://tumml.org/

https://developer.accela.com/
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Accela, developers and partners are working together to build and deliver apps and services that improve productivity for professionals, address 


community issues, and connect and engage citizens with their governments. 


Productivity Solutions 
Analytics App 
Accela provides a free Analytics app for iOS devices that allows agency staff to have real-time access to role-specific information on 
an iPad. The Analytics app leverages information from the Civic Platform database and displays trends and activities happening 
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within an agency. The data can be displayed in graphical format allowing users to interact with it and drill into specific records for 
details. The Analytics app provides a number of ways for registered Civic Platform users to easily access the information they need 
via the Home screen, Watch Lists, Charts and Maps:  


1. Home – The Home screen provides an integrated dashboard of key performance indicators including charts of activity over 
designated time periods, displays average and daily total values, and a map view showing the locations of permits, licenses 
and other records using color-coded push pins. 


2. Watch Lists – The Watch Lists screen allows creation of a customized list of specific items of interest. Lists can be easily 
modified or removed without affecting any back-end data. 


3. Charts – The Charts screen includes large, easy to read charts displaying application and inspection trends. Users can 
choose a timeframe of interest or other selection criteria to customize the display. Charts allow administrators to see how 
their organization is performing over time. Drop-down menus allow user-defined searches, and color-coded lines in the 
charts represent the various kinds of data selected, such as application trends and inspections workloads. 


4. Maps – The Maps screen displays locations of records on a map using color-coded pushpins to differentiate building 
permits, code enforcement cases, service requests, and business licenses. Map markers linked to the pushpins provide 
additional high-level record information.  


5. iOS users reap the benefits of the Civic Platform’s tight integration with Esri's ArcGIS Server. This connects to agency map 
data (published from ArcGIS Server or supplied by Esri’s ArcGIS Online cloud infrastructure). Esri’s powerful maps are 
infused into the Civic Platform in two ways—via Esri base maps (such as street, satellite or topographic views); and map 
overlays. The overlay can depict zoning impacts (e.g., color-coded city limits, special assessment districts, flood zones, 
school zones) as well as user-selected physical assets (such as hydrants, manholes or utility lines) in superimposed layers. 


 
Analytics’ rich mapping environment allows government managers and field-based workers to better understand the terrain, 
environment or other attributes affecting current projects. For instance, specific functions allow a fire captain to view maps showing 
hydrants and gas lines, a building inspector to utilize flood zones or topographic information, and a public works employee to see 
locations of manhole covers and storm drains. 



http://www.arcgis.com/home/
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Analytics App 


The Analytics app requires an Accela Mobile license. To learn more, visit http://www.accela.com/civic-apps?id=519.  


  



http://www.accela.com/civic-apps?id=519
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Inspector App 
Accela’s Inspector app provides permitting, licensing, and code enforcement professionals 
with functionality designed to perform onsite inspections or investigations using their 
smartphone or tablet. Integrated with the Civic Platform, Inspector connects mobile workers 
to their back-office accounts, enabling them to work from their desk, vehicle, or on site using 
their preferred device. Users can perform a complete onsite process – from initial inspection 
to submittal - and can also view and update their inspection details including checklists, 
attachments and comments.  


Inspector provides numerous capabilities for easy and efficient onsite inspection or 
investigation management, prior to synchronization with an agency’s Civic Platform solution, 
including:  


1. Comment Management – For faster access, the app enables inspectors to add 
custom comments and mark frequently used comments as favorites. The comments 
section also aggregates all comments entered in any section of the inspection or 
investigation. 


2. Image Annotation – Users can take photos, access existing images, and make simple annotations. They can add comments 
directly to the image. All this saves time and reducing the likelihood of errors in data collection. 


3. Geo-Centric Job List – In the map view, the job list automatically centers to the user’s current location and displays the 
nearest jobs on a map.  


4. Batch Updates to Checklist Items – Checklist items can be updated individually or in batches from the list view. The view 
can be changed to a detailed view to add more information such as comments, attachments or scores. 


5. Single-Click Calling – All phone numbers and locations can be accessed with a single click, enabling inspectors to quickly 
reach primary contacts or other relevant parties.  


6. Free Preview Mode – The app provides access to a simulated demo agency, allowing agency users to “test drive” the app 
and become familiar with its full range of functionality prior to using in a live setting.  


“We’ve found Inspector 
as simple to use and as 
intuitive as the iPad itself. 
It’s easy to comment and 
get results on inspections, 
and the app is very fast 
and responsive. Being 
able to take and attach 
pictures automatically 
saves our inspectors a lot 
of time in the field.” 


City of Oklahoma City, OK 
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Inspector Map screen on the iPad and iPhone 
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Accela Inspector on Android 


Inspector requires an Accela Mobile license. For more details, visit http://www.accela.com/civic-apps?id=515. Inspector for Android 
can be downloaded at the Google Play Store and for iOS at the Apple iTunes Store. Anyone can preview the app for free.  


Code Officer App 
Code Officer allows Code Enforcement Officers to do their jobs more efficiently while working in the field with their 
smartphone or tablet. Code Officer fully integrates with the Civic Platform and enables officers to view locations of 
cases on an Esri map containing agency-defined map layers, perform sweeps and track the paths on the map, 
create cases right from the app, view assigned cases, search for cases and inspections and add them to a list, and 
save searches for easy access. Top features include: 


1. Create a new case in the field 
2. Search cases and inspections 
3. Perform sweeps and track locations 
4. Enhanced map features 



http://www.accela.com/civic-apps?id=515

https://play.google.com/store/apps/details?id=com.accela.inspector

http://itunes.apple.com/us/app/accela-inspector/id492840294?mt=8&uo=4
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5. Utilize intuitive user interfaces optimized for touch 


 
Code Officer requires an Accela Mobile license. For more details, visit http://www.accela.com/civic-apps?id=517.  


 


 



http://www.accela.com/civic-apps?id=517
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Code Officer on the iPad and iPhone 


Engagement Solutions 


Contractor Central App 
As a free, added benefit to our Land Management solution, the Contractor Central app provides another way for agencies to speed 
up the inspection process. Following the same permissions configured for Land Management, this app benefits contractors by 
allowing them to: 


1. Schedule inspections from anywhere, in minutes 
2. See instant updates on inspections and projects 
3. Focus on the job at hand with quick access to a permit’s contacts, professionals, and dues 
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Contractor Central app 
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Permits and Schedule Inspection screens in Contractor Central 
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Contractor Central in the Google Play Store 
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Online and Offline Connectivity 
The application periodically checks for new data and if present retrieves it to the device. The type of data retrieved is determined by 
the configuration of the software and vary by work group or individual user. When a user submits new or updates to data, that data 
is transferred immediately. If a connection is not available, the update is queued and will be sent back to the Civic Platform as soon 
as a connection is established. This action does not require any additional steps by the end users. If the users is ever in doubt as to 
the status of an update, they can verify from the field device that the transaction was successful by looking at the transaction log, 
screenshot provided below. 


If a user plans to operate in offline mode, they can download data to the device and place the system in offline mode. This will allow 
the user to work with the data downloaded to the device or create new data while offline. Once placed back online, the system will 
process the transactions in the order made. 


Contractor Central requires an Accela Mobile license. For more details, visit http://www.accela.com/civic-apps/contractor-central. 
Contractor Central for Android can be downloaded at the Google Play Store and for iOS at the Apple iTunes Store. Anyone can 
preview the app for free. 


Citizen Portal 
Citizen participation and collaboration is now one of the most urgent needs facing our 
government. The ability to put processes online greatly assists this mission in two key ways—
by allowing applicants to take advantage of self-service and by increasing agency staff 
productivity. Another obvious advantage is the solution’s inherent ability to address 
budgetary concerns and help government do “more with less.” 


Accela has long been cognizant of the need for transparency and accountability. Through a 
self-service web portal and an open user interface, Citizen Portal extends government 
services to the public 24-hours a day by providing members of the public with online access to 
apply for land development applications, permits, licenses, schedule inspections, request 
services, and perform tasks from the convenience of their home, office or jobsite. This 
presents a useful way for public users to interact with your agency in an efficient manner. 


By configuring a custom welcome page and designing page flows that are intuitive, easy-to-
use, and come with agency defined context specific help agencies can better engage and 
connect with their public. This enables truly transparent government operations. Citizen Portal 
supports IE 11 and the latest stable versions of Firefox, Safari, Chrome, and Opera browsers. 


To watch how Palo Alto, CA empowers citizens by moving permitting and inspections online, visit http://bit.ly/1NcvdWA.  


 Allows customers to 
estimate the cost of a 
permit 


 Allows customers to save 
partially completed 
permits 


 Allows for the 
incorporation of multiple 
jurisdictions to 
participate with their 
own business rules under 
a prime agency 



http://www.accela.com/civic-apps/contractor-central

https://play.google.com/store/apps/details?id=com.accela.contractorcentral&hl=en

https://itunes.apple.com/us/app/contractor-central/id1031247781?mt=8

http://bit.ly/1NcvdWA
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Citizen Portal Dashboard 
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Advanced Search in Citizen Portal 


  







Part I A
Technical Proposal


Tab VII
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Tab VII. Section 5 – Scope of Work 
5.1 Vendor Response to Scope of Work 
5.1.1 Within the proposal, vendors must provide information regarding their approach to meeting the requirements described 
within Sections 5.4 through 5.13. 


Woolpert Team Response:  


Our approach to meeting the requirements is described toward the end of this section, starting with the “Woolpert Methodology” 
heading. Our approach for the State’s project will leverage our proven implementation methodology.  


We want to emphasize that our approach addresses all of these requirements using Woolpert’s proven implementation 
methodology. So the State can understand how our main Scope of Services tasks align to the requirements provided in the RFP, 
please see the following table below: 


State’s Scope of Work Requirements Proposed Task Numbers 
5.4: Planning and Administration PM.1: Develop Project Plan 


PM. 2: Create Monthly Status Report 
PM.3: Hold Monthly Status Meeting 
PM.4: Manage Project Schedule 
PM.5: Ongoing Project Management Tasks 
1.2: Hold Kickoff Meeting 


5.5: Task 1 – Review and Validate Requirements and Gap/Fit 
Analysis 


1.1: Develop Request for Information (RFI) 
1.3: Conduct Pre-Planning Discovery 
1.4: Familiarization Training 
1.5: Develop Global Configuration Standards 


5.6: Task 2 – System Design/Implementation Configuration 1.6: Install Accela Automation Suite 
2.1: Identify Prototype 
2.2: Prepare Baseline Prototype & Documentation 
2.3: Facilitate Prototyping Workshop and 
Documentation 


5.7: Task 3 – Setup and Configure / Build System 3.1: Evaluation of System Configuration Strategy 
3.2: Facilitate Full Analysis Workshops 
3.3: Complete Full Analysis Configuration Guide 
3.5: Complete Full Configuration Procedures Manual 
and Configuration 
3.6: Hold Security / Permissions Workshop 
4.2: Develop Reports 
4.3: Complete Integration 
4.4: Facilitate User Experience Design (UX) 


5.8: Task 4 – Data Migration 3.4: Perform Historical Data Conversion Analysis 
4.1: Complete Historical Data Conversion Development 


5.9: Task 5 – User Acceptance Testing 5.1: Conduct UAT 
5.10: Task 6 – Documentation 5.2: Facilitate Training 
5.11: Task 7 – Training 5.2: Facilitate Training 
5.12: Task 8 – Transition to Production 6.1: Transition to Customer Support 
5.13: Task 9 – Post Implementation Review  6.2: Post-Implementation Support 
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This table is repeated at the “Woolpert Methodology” section for convenience. 


5.1.2 If subcontractors will be used for any of the tasks, vendors must indicate what tasks and the percentage of time 
subcontractor(s) will spend on those tasks. 


Woolpert Team Response:  


Our subcontractor Accela will only be used to setup the cloud-hosted environment, since they manage this environment. They will 
be 100% responsible for this task, so they will spend 100% of the time completing it. This task is less than two days to complete. 


5.1.3 Vendor's response must be limited to no more than five (5) pages per task not including appendices, samples and/or 
exhibits. 


Woolpert Team Response:  


Our responses are within these limits. 


5.2 Deliverable Submission and Review Process 
Once the detailed project plan is approved by the State, the following sections detail the process for submission and review of 
deliverables during the life of the project/contract. 


5.2.1 General 


5.2.1.1 The contractor must provide one (1) master (both hard and soft copies) of each written deliverable to the appropriate State 
Project Manager as identified in the contract. 


5.2.1.2 Once a deliverable is approved and accepted by the State, the contractor must provide an electronic copy. The State may, 
at its discretion, waive this requirement for a particular deliverable. 


5.2.1.3 The electronic copy must be provided in software currently utilized by the agency or provided by the contractor. 


5.2.1.4 Deliverables will be evaluated by the State utilizing mutually agreed to acceptance/exit criteria. 


5.2.2 Deliverable Submission 


5.2.2.1 Prior to development and submission of each contract deliverable, a summary document containing a description of the 
format and content of each deliverable will be delivered to the State Project Manager for review and approval. The summary 
document must contain, at a minimum, the following: 


A.  Cover letter; 
B.  Table of Contents with a brief description of the content of each section; 
C.  Anticipated number of pages; and 
D.  Identification of appendices/exhibits. 


5.2.2.2 The summary document must contain an approval/rejection section that can be completed by the State. The summary 
document will be returned to the contractor within a mutually agreed upon time frame. 


5.2.2.3 Deliverables must be developed by the contractor according to the approved format and content of the summary 
document for each specific deliverable. 
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5.2.2.4 At a mutually agreed to meeting, on or before the time of delivery to the State, the contractor must provide a walkthrough 
of each deliverable. 


5.2.2.5 Deliverables must be submitted no later than 5:00 PM, per the approved contract deliverable schedule and must be 
accompanied by a deliverable sign-off form (refer to Attachment G ~ Project Deliverable Sign-Off Form) with the appropriate 
sections completed by the contractor. 


5.2.3 Deliverable Review 


5.2.3.1 General 


A.  The State’s review time begins on the next working day following receipt of the deliverable. 
B.  The State’s review time will be determined by the approved and accepted detailed project plan and the approved contract. 
C.  The State has up to five (5) working days to determine if a deliverable is complete and ready for review. Unless otherwise 
negotiated, this is part of the State’s review time. 
D.  Any subsequent deliverable dependent upon the State’s acceptance of a prior deliverable will not be accepted for review 
until all issues related to the previous deliverable have been resolved. 
E.  Deliverables determined to be incomplete and/or unacceptable for review will be rejected, not considered delivered and 
returned to the contractor. 
F.  After review of a deliverable, the State will return to the contractor the project deliverable sign-off form with the 
deliverable submission and review history section completed. 


5.2.3.2 Accepted 


A.  If the deliverable is accepted, the original deliverable sign-off form signed by the appropriate State representatives will be 
returned to the contractor. 
B.  Once the contractor receives the original deliverable sign-off form, the State can then be invoiced for the deliverable (refer 
to Section 8, Financial). 


5.2.3.3 Comments/Revisions Requested by the State 


If the State has comments and/or revisions to a deliverable, the following will be provided to the contractor: 


A.  The original deliverable sign-off form with an updated entry to the deliverable submission and review history section. 
B.  Attached to the deliverable sign-off form will be a detailed explanation of the revisions to be made and/or a marked up 
copy of the deliverable. 
C.  The State’s first review and return with comments will be completed within the times specified in the contract. 
D.  The contractor will have five (5) working days, unless otherwise mutually agreed to, for review, acceptance and/or rejection 
of the State’s comments. 
E.  A meeting to resolve outstanding issues must be completed within three (3) working days after completion of the 
contractor’s review or a mutually agreed upon time frame. 
F.  Agreements made during meetings to resolve issues must be documented separately. 
G.  Once an agreement is reached regarding changes, the contractor must incorporate them into the deliverable for 
resubmission to the State. 
H.  All changes must be easily identifiable by the State. 
I.  Resubmission of the deliverable must occur within five (5) working days or a mutually agreed upon time frame of the 
resolution of any outstanding issues. 
J.  The resubmitted deliverable must be accompanied by the original deliverable sign-off form. 
K.  This review process continues until all issues have been resolved within a mutually agreed upon time frame. 
L.  During the re-review process, the State may only comment on the original exceptions noted. 
M.  All other items not originally commented on are considered to be accepted by the State. 
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N.  Once all revisions have been accepted, the original deliverable sign-off form signed by the appropriate State 
representatives will be returned to the contractor. 
O.  The contractor must provide one (1) updated and complete master paper copy of each deliverable after approval and 
acceptance by the State. 
P.  Once the contractor receives the original deliverable sign-off form, the State can then be invoiced for the deliverable (refer 
to Section 8, Financial). 


5.2.3.4 Rejected, Not Considered Delivered 


If the State considers a deliverable not ready for review, the following will be returned to the contractor: 


A.  The original deliverable sign-off form with an updated entry to the deliverable submission and review history section. 
B.  The original deliverable and all copies with a written explanation as to why the deliverable is being rejected, not considered 
delivered. 
C.  The contractor will have five (5) working days, unless otherwise mutually agreed to, for review, acceptance and/or rejection 
of the State’s comments. 
D.  A meeting to discuss the State’s position regarding the rejection of the deliverable must be completed within three (3) 
working days after completion of the contractor’s review or a mutually agreed upon time frame. 
E.  Resubmission of the deliverable must occur within a mutually agreed upon time frame. 
F.  The resubmitted deliverable must be accompanied by the original deliverable sign-off form. 
G.  Upon resubmission of the completed deliverable, the State will follow the steps outlined in Section 5.2.3.2, Accepted, or 
Section 5.2.3.3, Comments/Revisions Requested by the State. 


Woolpert Team Response:  


We will adhere to the aforementioned processes. 


5.3 Project Kick-Off Meeting 
A project kick off meeting will be held with representatives from the State and the contractor after contract approval and prior to 
work performed. Items to be covered in the kick off meeting will include, but not be limited to: 


5.3.1 Deliverable review process; 
5.3.2 Determining format and protocol for project status meetings; 
5.3.3 Determining format for project status reports; 
5.3.4 Setting the schedule for meetings between representatives from the State and the contractor to develop the detailed 
project plan; 
5.3.5 Defining lines of communication and reporting relationships; 
5.3.6 Reviewing the project mission; 
5.3.7 Pinpointing high-risk or problem areas; and 
5.3.8 Issue resolution process. 


 


Woolpert Team Response:  


The Kick-off Meeting is documented in our Scope of Services as Task 1.2 and provided below. 


1.2: Hold Kick-Off Meeting 
As soon as is reasonably feasible, following receipt of the Written Notice to Proceed, the Woolpert Project Manager will work with 
the State Project Manager to schedule a Project Kick-Off Meeting. This meeting will be facilitated onsite at State facilities for the 
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purpose of: 1) establishing the necessary project management protocols to be adhered to by all stakeholders, 2) reviewing the 
State’s implementation goals and objectives with all team members, 3) identifying any State-owned source documentation 
necessary to support the project, 4) identifying all critical path schedule milestones, and 5) addressing any outstanding scope or 
schedule questions that State stakeholders may have. Said meeting shall be of a duration suitable for addressing each of the items 
previously listed. Development of the kick-off meeting agenda shall be the joint responsibility of Woolpert’s and the State’s Project 
Managers. 


Deliverables 


• On-site two (2) hour project kick-off meeting to include items in RFP outlined in 5.3. 


Assumptions 


• The activities discussed in this section will begin once a Written Notice-to-Proceed is received from the State  


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for the kick-off meeting 
• Coordinate and schedule meeting attendees 


 


5.4 Planning And Administration 
5.4.1 Objective 


To establish a clear, comprehensive project plan, processes and tools to effectively manage the project through to completion. Also, 
ensure effective collaboration between the contractor and stakeholders throughout the project. 


Woolpert Team Response:  


Our project plan will ensure effective collaboration / communication channels are defined between parties. 


5.4.2 Activities 


The awarded vendor must: 


5.4.2.1 MHD and the vendor work together to define the detailed project plan, schedule, deliverables, and roles and 
responsibilities.  


Woolpert Team Response:  


The Project Plan is documented in our Scope of Services as PM.1 and provided below. 


PM.1: Develop Project Plan  
Woolpert and the State will co-author a Project Plan document to more fully detail items that cannot be thoroughly defined prior to 
the execution of this Scope of Services. The Project Plan will be a living document that is expected to be updated as necessary 
throughout the project. Items included in the Project Plan will include: 


• Project Participants. Document will include contact information and the role(s) and general responsibility of each 
project participant.  
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• Budget Management and Invoicing. Document will include details about how the project fees will be managed for 
each phase / task and how the invoice will be presented such that it contains the information required for prompt 
payment by the State. 


• Schedule. Document will includes start dates, finish dates and durations for each major task, along with key 
milestones and key interdependencies that reflect the critical path. 


• Communication Plan. Document will detail how Woolpert and State project participants will communicate. 


• Quality Management Plan. Document will list all significant project deliverables and assign a Woolpert resource to 
perform QAQC prior to delivery to the State. 


• Document Transmittals. Document will define acceptable means for document transmittals between Woolpert and 
State project participants. 


• Risk Management / Issue Logging. Document will define how risk and issues will be recorded and managed to 
completion. 


Deliverables 


• Woolpert to create DRAFT and FINAL Project Plan document and submit them to the State Project Manager 


Assumptions 


• The activities discussed in this section will begin once a Written Notice-to-Proceed is received from the State  
• This Project Plan is a living document and may be updated during the project; Woolpert Project Manager will make 


updates to the document as part of the on-going project management tasks 


State Responsibilities 


• State to review and provide feedback on the DRAFT version of the Project Charter document 
• State to accept the FINAL version of the Project Charter document 


5.4.2.2 MHD and the vendor will also define the processes and tools to manage and control the project (including change control 
and communication plan). 


Woolpert Team Response:  


This will be defined in the Project Plan. 


5.4.2.3 MHD and the vendor will work together to develop a project risk management plan. 


Woolpert Team Response:  


This will be defined in the Project Plan. 


 


5.4.2.4 Vendor to participate in bi-weekly project status meetings with MHD and other stakeholders.  


Woolpert Team Response:  


We are happy to meet bi-weekly. 


5.4.2.5 Vendor to attend and participate in all other project related meetings. When appropriate the vendor will need to prepare 
materials and/or briefings for the meetings. 
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Woolpert Team Response:  


We have planned to participate in project related meetings defined in the Scope of Services. 


5.4.2.6 Vendor to provide written monthly project status reports to MHD. Contents must include: overall completions status in 
terms of MHD approved project plan and deliverable schedule, accomplishments during the period, problems encountered and 
proposed/actual resolutions, what is to be accomplished in the next reporting period, identification of schedule slippage and 
strategy for resolution, contractor staff assigned and their location and schedule, and state resources required for activities during 
the next time period. 


Woolpert Team Response:  


Monthly status reports are documented in our Scope of Services as PM.2 and provided below. 


PM.2: Create Monthly Status Report 
Woolpert will develop and submit a monthly status report to the State Project Manager. The format of the monthly status report will 
be discuss during the development of the Project Plan. 


Deliverables 


• Seventeen (17) Monthly Status Reports 


Assumptions 


• Project is assumed to be nine months. 


State Responsibilities 


• State to review and accept project status reports, or otherwise provide comments within a reasonable time frame 
 


5.4.3 Deliverables 


5.4 PLANNING AND ADMINISTRATION DELIVERABLES 


DELIVERABLE 
NUMBER DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S 
ESTIMATED 


REVIEW TIME 


(WORKING DAYS) 


5.4.3.1 Detailed Project Plan 5.4.2.1 10 


5.4.3.2 Defined processes for managing and 
controlling the project 5.4.2.2  N/A 


5.4.3.3 Risk management plan 5.4.2.3 5 
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5.4 PLANNING AND ADMINISTRATION DELIVERABLES 


5.4.3.4 Participation at all meetings  5.4.2.4 ~ 
5.4.2.5 


5 


5.4.3.5 Written monthly status reports 5.4.2.6 5 


 
Woolpert Team Response:  


Our Planning and Administration methods are included in our Scope of Services in the following tasks:  


• PM.1: Develop Project Plan 
• PM. 2: Create Monthly Status Report 
• PM.3: Hold Monthly Status Meeting 
• PM.4: Manage Project Schedule 
• PM.5: Ongoing Project Management Tasks 
• 1.2: Hold Kickoff Meeting 


5.5 Task 1 – Review And Validate Requirements and Gap/Fit 
Analysis 
5.5.1 Objective: 


5.5.1.1 To ensure the vendor has a clear understanding of MHD’s requirements, “map” the requirements to their system, identify 
gaps and identify options to address the gaps. If the vendor proposes a custom solution, this task will focus on the system design.   


5.5.2 Activities: 


5.5.2.1 The vendor will review relevant MHD artifacts (e.g. documentation, forms, reports, etc.) and interview key MHD staff to 
fully understand MHD’s operation and system requirements.  


Woolpert Team Response:  


Below is our response to completing the gap analysis.  


1.3: Conduct Pre-Planning Discovery 
 
Woolpert’s Project Manager and Senior Analyst will jointly facilitate a series of pre-planning discovery activities for the purposes of: 
1) receiving full demonstrations of the existing software systems; 2) reviewing the data and information provided in the RFI; 3); 
understanding the State’s overarching permitting and licensing objectives and strategies; 4) begin aligning the State’s stated 
technical and functional requirements with the governing project plan; and 5) identifying and documenting any performance 
metrics. 
 
Ultimately, we are utilizing this pre-planning discovery opportunity to engage the State’s management team and technical leads to 
define the target performance measures the implemented system will be required to support, and that we have a comprehensive 
understanding of the point of departure for the State. Additionally as part of this task, initial data migration preparation and 
integration discovery workshops will take place. 
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This will clearly establish the “roadmap” our project team and the State’s project participants will utilize to navigate the design, 
configuration, and deployment phases of the project. 
 
Following the workshops, Woolpert will develop and submit Pre-Planning Discovery Report that will serve as a gap analysis against 
the project requirements. Woolpert will review the State’s feedback on the report and make updates. One final version of the report 
will be submitted for State review and sign-off. 
 


Deliverables 


• Two and one half days (2.5) on-site for Pre-Planning Discovery Workshops focused on permitting, licensing and 
education, cash receipts and deposits, online services and payment processing 


• One (1) day off-site for Data Migration Analysis Workshops onsite 
• Data Migration Template for State to prepare source data 
• One (1) day off-site for Integration Discovery Workshop off-site 


• Pre-Planning Discovery Report (Gap Analysis) 


Assumptions 


• None. 


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for the meetings 
• Coordinate and schedule meeting attendees 


 
5.5.2.2 The vendor will document the gaps between MHD’s needs and what their software supports. They will also document 
options (including cost estimates) to address the gaps, including: custom development, process work-arounds, and utilization of 3rd 
party projects. 


Woolpert Team Response:  


Gaps will be documented in the Pre-Planning Discovery Report. 


5.5.2.3 The vendor will perform a thorough walk-through demonstration of their system showing how it supports MHD’s business 
processes, and explaining the various options to address the gaps in software functionality. Based on the results of the review, MHD, 
working with the vendor will make decisions on how the gaps will be addressed.     


Woolpert Team Response:  


Woolpert is planning to perform a walk-through of Accela’s Civic Platform solution. Please see our response below. 
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1.4: Provide Familiarization Training 
Woolpert will facilitate a series of on-site software demonstrations for the purpose of introducing the State’s project team members 
to the core functionality and features of the Accela Civic Platform. For many of the State’s project team members, this will be their 
first exposure to the Civic Platform. These demonstrations will provide an initial overview of the features and functions of the new 
software and will serve as a basis of on-going software training and knowledge transfer that will increase in frequency and 
complexity as the project progresses through the subsequent design, configuration and deployment phases. The on-site software 
demonstrations will be facilitated multiple times over one (1) day to accommodate project team member schedules. 


Shortly after completion of the on-site software demonstrations, a Woolpert Analyst will work with the State’s identified System 
Administrator to establish Sandbox log-ins for each identified project team member so that they may log into the system at their 
leisure to further explore the software capabilities. 


Deliverables 


• One (1) day Familiarization Training 


Assumptions 


• Software Demonstrations will be facilitated utilizing a Woolpert laptop 
• The Client's project manager will ensure site readiness and staff participation for the software demonstrations 
• The Client's project manager will provide a conference room or training room with a projector. During the software 


demonstrations, individual computers are not needed for the participants. The software functionality will be demonstrated 
from the instructor's computer. 


State Responsibilities 


• Client project manager to review and accept agenda for software demonstrations  
• Client project manager to schedule and accommodate the appropriate Client project team members such that they are 


available, without undue interruption, for the required number of days 
• Secure an appropriate training facility suitable for participants 
• Coordinate and schedule meeting attendees 


 
5.5.3 Deliverables 


5.5 Review and Validate Requirements and Gap/Fit Analysis 


DELIVERABLE 
NUMBER DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 
REVIEW TIME 


(WORKING DAYS) 
5.5.3.1 Gap analysis report, which includes 


description of gaps and options to address 
the gaps, including costs (one-time and 
ongoing). 


5.5.2.1 
5.5.2.2  


 


15 


5.6.3.2 Comprehensive walk-through of system, 
showing how it supports each of MHD’s 
core business processes and 
demonstrating how the gaps can be 
addressed.  
 


5.5.2.3 10 


 


Woolpert Team Response:  
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Our Review and Validate Requirements and Gap/Fit Analysis methods are included in our Scope of Services in the following tasks:  


• 1.1: Develop Request for Information (RFI) 
• 1.3: Conduct Pre-Planning Discovery 
• 1.4: Familiarization Training 
• 1.5: Develop Global Configuration Standards 


5.6 Task 2 – System Design/Implementation Configuration 
5.6.1 Objective: 


5.6.1.1 The objective of this task is to develop a design document that describes the system architecture, the software and 
hardware components. The design documentation should be to a level of detail that all project stakeholders can understand what 
will be developed/implemented. Note: For COTS solutions, this does not need to be an extensive document.   


5.6.2 Activities: 


5.6.2.1 Based on requirements and gap analysis, the vendor will develop system design specifications. This includes, but not limited 
to: 


A.  Overall system architecture, including technology that will be used (hardware & software), including any third-party 
products that will be used; 
B.  Configuration parameters, including, but not limited to: lookup values, event triggers, key data fields, user roles, user 
interface and screen navigation, list of key reports and description on how they will be developed, etc. ;  
C.  Description of administrative functions (technical and non-technical) MHD will need to perform for the ongoing support of 
the system; and  
D.  Description of security and backup and recovery methods and technology. 


Woolpert Team Response:  


Our Configuration Guide will include these requirements.  


5.6.3 Deliverables 


5.6 SYSTEM DESIGN/IMPLEMENTATION CONFIGURATION 


DELIVERABLE 
NUMBER DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 
REVIEW TIME 


(WORKING DAYS) 
5.6.3.1 System Design/Implementation 


Configuration 
5.6.2 


 
10 


 


Woolpert Team Response:  


Our System Design/Implementation Configuration methods are included in our Scope of Services in the following tasks:  


• 1.6: Install Accela Automation Suite 
• 2.1: Identify Prototype 
• 2.2: Prepare Baseline Prototype & Documentation 
• 2.3: Facilitate Prototyping Workshop and Documentation 
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5.7 Task 3 – Setup And Configure/Build System 
5.7.1 Objective: 


The objective of this task is to configure/customize/develop, test, and deliver a fully functional system that meets MHD’s 
requirements. Throughout this task, the vendor must work closely with MHD staff to verify the system will meet their requirements 
in an intuitive and efficient manner.  


Woolpert Team Response:  


To develop the System that meets the requirements and ultimately is used by the State, working closely with the MHD staff is 
paramount to success. This is already assumed in our approach.  


5.7.2 Activities: 


5.7.2.1 Establish development, test environments, training & production environments.  


Woolpert Team Response:  


Accela will set up the development, test environment, training and production environments. 


5.7.2.2 Configure/customize/develop system to meet MHD’s needs. 


A.  Configure/develop system components according to specifications. 
B.  Perform structured demonstrations/pilots/walk-throughs of system components to users at various stages this task to 
ensure the end product is on target. Prior to UAT, users need to see how the system will provide end-to-end support for all their 
business processes.  
C.  Adjust/modify system based on user feedback. If necessary, re-demonstrate system after making the changes.  
D.  The vendor will conduct thorough quality assurance testing of system and correct defects prior to delivering it for User 
Acceptance Testing (UAT) and production. The vendor will also ensure the system meets appropriate performance and throughput 
requirements.  
E.  Conduct walkthrough of entire system with users prior to UAT. 


Woolpert Team Response:  


The following tasks in the Scope of Services address these needs: 


• 2.1: Identify Prototype 
• 2.2: Prepare Baseline Prototype & Documentation 
• 2.3: Facilitate Prototyping Workshop and Documentation 
• 3.1: Evaluation of System Configuration Strategy 
• 3.2: Complete Full Analysis Configuration Guide 
• 3.5: Complete Full Configuration Procedures Manual Configuration 
• 3.6: Hold Security / Permissions Workshop 
 


Woolpert will be walking the users through the system throughout the project. 
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5.7.3 Deliverables 


5.7 BUILD AND IMPLEMENT SYSTEM 


DELIVERABLE 
NUMBER DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 
REVIEW TIME 


(WORKING DAYS) 
5.7.3.1 Configured working system – vendor to 


conduct demonstrations/ pilot/walk-
throughs of system components. 


5.7.2.1  
5.7.2.2 


 


TBD 


5.7.3.2 Deliver fully functional system that the 
vendor has fully tested. 


5.7.2.2 TBD 


5.7.3.3 Walk-through of entire system prior to 
UAT. 


5.7.2.2 E 10 


 


Woolpert Team Response:  


Our Build and Implement System methods are included in our Scope of Services in the following tasks: 


• 3.1: Evaluation of System Configuration Strategy 
• 3.2: Facilitate Full Analysis Workshops 
• 3.3: Complete Full Analysis Configuration Guide 
• 3.5: Complete Full Configuration Procedures Manual and Configuration 
• 3.6: Hold Security / Permissions Workshop 
• 4.2: Develop Reports 
• 4.3: Complete Integration 
• 4.4: Facilitate User Experience Design (UX) 


5.8 Task 4 – Data Migration 
5.8.1 Objective: 


The objective of this task is to migrate historical data from the existing legacy systems to the new system. 


5.8.2 Activities: 


5.8.2.1 The vendor shall work with MHD to develop a comprehensive data migration plan. The legacy systems will include the 
following systems: Permits Database (Access), Labels and Insignia Database (foxpro), Titling Database (foxpro), Licensing Database 
(foxpro), Parks Database (foxpro) and Investigations Database. Note: MHD will work with the vendor to develop a plan that is 
feasible, given limited funds. The plan must include at a minimum: 


A.  Map legacy data to the new system. MHD will provide staff knowledgeable of the existing systems. 


B.  Document business rules and program specifications for extracting legacy data, performing data cleansing, and loading it to 
the new system and validating it. 


Woolpert Team Response:  


Woolpert has included both analysis and execution of a data conversion for legacy permitting and inspection data as part of our 
Scope of Services, Task 3.4 and Task 4.1. 
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5.8.2.2 The vendor will work with MHD to define test cases for validating the migrated data.  


Woolpert Team Response:  


MHD will have a significant role in the data migration and Woolpert plans to work with MHD to ensure successful testing occurs. 


5.8.2.3 Migrate legacy data to the test environment for demonstrations and UAT. 


Woolpert Team Response:  


Migrating the permitting and inspection data is accounted for in our Scope of Services, Task 1.3: Conduct Pre-Planning Discovery. 


5.8.2.4 Migrate legacy data to the production environment prior to go-live. 


Woolpert Team Response:  


Migrating the permitting and inspection data to the production environment prior to Go-Live is accounted for in our Scope of 
Services under Task 5.3. 


5.8.3 Deliverables 


5.8 DATA MIGRATION 


DELIVERABLE 
NUMBER DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 
REVIEW TIME 


(WORKING DAYS) 
5.8.3.1 Detailed data migration plan. 5.8.2.1  


 
10 


5.8.3.2 Test cases for validating converted data 
(ensure accuracy of data migration). 


5.8.2.2 
5.8.2.3 


10 


5.8.3.3 Migrate data to test and production 
environments. 


5.8.2.4 10 


 


Woolpert Team Response:  


Our Data Migration methods are included in our Scope of Services in the following tasks:  


• 3.4: Perform Historical Data Conversion Analysis 
• 4.1: Complete Historical Data Conversion Development. 


5.9 Task 5 – User Acceptance Testing 
5.9.1 Objective: 


The objective of this task is to ensure the system meets MHD’s functional requirements. MHD, with the assistance of the vendor will 
develop a User Acceptance Test (UAT) Plan and test cases. The vendor will need to provide a fully functional system for UAT.  


Woolpert Team Response:  


The system will be functional prior to beginning UAT.  
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5.9.2 Activities: 


5.9.2.1 The vendor will provide a fully functional test environment and system prior to the start of UAT. This includes ensuring the 
database tables are properly populated to support all test cases, including daily, weekly, monthly, quarterly and annual processes.  


Woolpert Team Response:  


The system will be functional prior to beginning UAT. 


5.9.2.2 The vendor will provide training to the MHD team that so that they understand how to use the system prior to testing.  


Woolpert Team Response:  


UAT tester training is accounted for in Task 5.1 of the Woolpert Scope of Services. 


5.9.2.3 The vendor will review MHD’s UAT plan and test cases and provide constructive feedback on the approach and testing 
coverage.  


Woolpert Team Response:  


Reviewing MHD’s UAT Plan is accounted for in Task 5.1 of the Woolpert Scope of Services. 


5.9.2.4 Vendor will provide technical support throughout the UAT task and correct software defects, data issues, and other system 
issues in an expedient manner to keep testing on schedule.  


Woolpert Team Response:  


UAT support is accounted for in Task 5.1 of the Woolpert Scope of Services. 


5.9.3 Deliverables 


5.9 USER ACCEPTANCE TESTING 


DELIVERABLE 
NUMBER DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 
REVIEW TIME 


(WORKING DAYS) 
5.9.3.1 Test environment and fully functioning 


system, including test data (vendor to 
have performed comprehensive system 
testing). 


5.9.2.1  
 


NA 
 


5.9.3.2 Vendor training of UAT team so that they 
understand the system to a level 
necessary to complete UAT. 


5.9.2.2 
 


5 


5.9.3.3 Review of MHD’s UAT plan and cases. 5.9.2.3 NA 
5.9.3.4 Technical support and timely remediation 


of defects, data and system issues 
throughout the UAT. 


5.9.2.4 TBD 


 


Woolpert Team Response:  


A User Acceptance Testing plan is included in our Scope of Services in Task 5.1: Conduct User Acceptance Testing (UAT). 
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5.10 Task 6 – Documentation 
5.10.1 Objective: 


The objective of this task is to develop user and system documentation that will allow MHD to effectively utilize, operate and 
maintain the system. 


Woolpert Team Response:  


Accela has a large amount of user and system documentation already available on the Accela Community website. This 
documentation will be made available to the State. Additionally, Woolpert has planned to support the State to develop custom user 
and system documentation as part of Task 5.2.4 of the Woolpert Scope of Services. 


5.10.2 Activities: 


5.10.2.1 Vendor will develop user manual for system users, tailored to MHD’s terminology and business processes. 


Woolpert Team Response:  


Custom documentation is planned, up to the available hours, as part of Task 5.2.4 of the Woolpert Scope of Services. User manuals 
on general system navigation etc. already exist and will be provided to the State.  


5.10.2.2 Vendor will provide online user help that ties to the context of the specific area of the system (or function) that is in use.  


Woolpert Team Response:  


Online help is included within the software. 


5.10.2.3 Vendor will develop system administration/operations guide for MHD and state technical staff to operate and maintain the 
system. The includes, but not limited to: maintenance of user accounts and roles, configuring system parameters and business rules, 
security features, running of jobs, backup and recovery, building and running reports, setup of letter templates, etc. 


Woolpert Team Response:  


Accela has system / operations guides already available on the Accela Community website. This documentation will be made 
available to the State.  


5.10.3 Deliverables 


5.10 DOCUMENTATION 


DELIVERABLE 
NUMBER DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 
REVIEW TIME 


(WORKING DAYS) 
5.10.3.1 User manual. 5.10.2.1  


 
15 


5.10.3.2 Online help functionality and content. 5.10.2.2 
 


10 


5.10.3.3 System administration/operations guide. 5.10.2.3 10 
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Woolpert Team Response:  


A Documentation plan is included in our Scope of Services in Task 5.2 Facilitate Training. 


5.11 Task 7 – Training 
5.11.1 Objective: 


Develop and execute training for users, trainers and technical staff. Training will need to cover all key aspects of the system and 
presented in the context of how MHD staff performs their business processes.  


Woolpert Team Response:  


Our approach to training is included in our Scope of Services in Task 5.2. 


5.11.2 Activities: 


5.11.2.1 The vendor and MHD will work together to develop a training plan that describes the objectives, content and duration for 
each topic/module, as well as the delivery approach. 


Woolpert Team Response:  


Developing a Training Plan is included in our Scope of Services in Task 5.2.2. 


5.11.2.2 The vendor, working with MHD will develop training materials and scenarios. 


Woolpert Team Response:  


Custom documentation is planned, up to the available hours, as part of Task 5.2.4. 


5.11.2.3 The vendor will provide a training environment with a fully functional system that is populated with data necessary to cover 
the subject matter described in the training plan and materials.  


Woolpert Team Response:  


The training environment is part of hosted cloud environment.  


5.11.2.4 The vendor will conduct training which is tailored to MHD’s business processes. MHD is open to the train-the-trainer 
approach. 


Woolpert Team Response:  


End user training is planned in our Scope of Services in Task 5.2.5. 


5.11.3 Deliverables  


5.12 TRAINING 


DELIVERABLE 
NUMBER DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 
REVIEW TIME 


(WORKING DAYS) 
5.11.3.1 Training plan. 5.11.2.1  


 
5 
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5.12 TRAINING 
5.11.3.2 Training materials and scenarios. 5.11.2.2 


 
10 


5.11.3.3 Fully functional training environment with 
data. 


5.11.2.3 5 


5.11.3.4 Training. 5.11.2.4 10 
 


Woolpert Team Response:  


A Training plan is included in our Scope of Services in Task 5.2 Facilitate Training. 


5.12 Task 8 – Transition to Production 
5.12.1 Objective: 


The objective of this task is to migrate to the new production system and ensure a smooth transition for MHD’s operations. 


Woolpert Team Response:  


Migrating the System to the new production environment is planned in our Scope of Services in Task 5.3. 


5.12.2 Activities: 


5.12.2.1 The vendor and MHD will work together to develop a transition plan that will insure system availability to all users and 
minimize the impact to MHD’s operations. 


Woolpert Team Response:  


A cut over plan is included in our Scope of Services to minimize impact on MHD operations in Task 5.3. 


5.12.2.2 The vendor performs a final conversion from the legacy systems just prior to go live. The final data conversion will be 
scheduled to minimize the impact to MHD’s operations.  


Woolpert Team Response:  


The final conversion is planned in our Scope of Services in Task 5.3. 


5.12.2.3 The vendor will provide immediate technical support at least the first Three weeks of production to address any critical 
issues that may arise. Vendor will have staff available to monitor system and communicate with MHD staff.  


Woolpert Team Response:  


In the deliverables below MHD indicates technical support is needed for two weeks. We have allotted two weeks in our Scope of 
Services as part of Task 5.3 and 6.1. 
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5.12.3 Deliverables 


5.12 TRANSITION TO PRODUCTION 


DELIVERABLE 
NUMBER DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 
REVIEW TIME 


(WORKING DAYS) 
5.12.3.1 Production transition plan. 5.12.2.1  


 
5 


5.12.3.2 Final conversion of legacy data to new 
system. 


5.12.2.2 
 


10 


5.12.3.3 Technical support after go-live for at least 
two weeks. 


5.12.2.3 15 


 


Woolpert Team Response:  


A Transition to Production plan is included in our Scope of Services in Task 6.1 Transition to Customer Support. 


5.13 Task 9 – Post Implementation Review 
5.13.1 Objective: 


The objective of this task is to evaluate the new system from a functional and performance perspective approximately eight to ten 
weeks after completion of the production rollout.  


Woolpert Team Response:  


A post-implementation review is included in our Scope of Services in Task 6.1. 


5.13.2 Activities: 


5.13.2.1 The vendor and MHD will work together to develop a Post Implementation Review Plan (PIRP). 


5.13.2.2 MHD, working closely with the vendor, will execute the PIPR to validate that the production system meets MHD’s 
requirements and that the vendor is meeting their service level requirements. 


Woolpert Team Response:  


Executing the PIPR will be completed by Woolpert where Woolpert focuses on completing any remaining defects as defined in the 
UAT Plan. 


5.13.2.3 The vendor will resolve reported deficiencies in a timely manner.  


Woolpert Team Response:  


Woolpert will resolve reported deficiencies, during the two week support period, in a timeframe mutually agreed to between the 
State and Woolpert. We have every intention of ensuring a successful implementation.  
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5.13.3 Deliverables 


5.13 POST IMPLEMENTATION REVIEW 


DELIVERABLE 
NUMBER DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 
REVIEW TIME 


(WORKING DAYS) 
5.13.3.1 Post Implementation Review Plan. 5.13.2.1  


 
10 


5.13.3.2 Execute Plan. 5.13.2.2 
 


N/A 


5.13.3.3 Resolution of system and vendor 
operational issues. 


5.13.2.3 TBD 


 


Woolpert Team Response:  


A Post-Implementation Review Plan is included in our Scope of Services in Task 6.1 Transition to Customer Support. 


Woolpert Methodology 
As you will see, we have carefully thought through your project. Our Microsoft Project schedule is over 350 lines of tasks and sub-
tasks that matches up with our detailed implementation plan. We believe the best way to implement an IT project on time and 
within budget is with careful project planning rooted in the Project Management Institute’s standards.  
 
Woolpert has developed a six-phase approach to implementing content rich solution. Each of the six technical phases is executed in 
conjunction with continuous Project Management, Knowledge Transfer & Change Management, and Quality Management activities. 
Deliberate execution of each phase, with continuous client involvement and feedback enables Woolpert to ensure a successfully 
planned, designed, configured, and deployed asset management solution. Our solution is used and useful immediately upon “Go-
Live,” provides for the tools and resources needed to support current and planned asset management activities, and provides the 
means to continuously monitor and measure improvement activities. 
 
Each of our six phases is performed in order (other than Project Management, with specific task deliverables achieving client 
acceptance throughout the phase. The culmination of each phase is solidified by a Phase Acceptance and Close-out process that 
signifies delivery and acceptance of all of the Phase Tasks / Sub-Tasks and clears the way to proceed with the next subsequent 
phase. 
 
Each of the six phases, depicted in the following Implementation Phase diagram, is presented in detail in the subsequent sections of 
this section. 
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Implementation Phases 


While Woolpert’s Scope of Services provides our proven methodology for implementation to address all of the State’s requirements, 
the Scope of Services is focused on the general system requirements and permitting and inspections requirements. More 
specifically, our Scope of Services addresses Tab 1.0 General Enterprise and Tab 2.0 Permits & Inspections. Due to the budget, 
Woolpert could not find a way to include additional requirements. 


As part of the State’s RFP, the following requirements were requested as part of vendor submittals: 


• 5.4: Planning and Administration 
• 5.5: Task 1 – Review and Validate Requirements and Gap/Fit Analysis 
• 5.6: Task 2 – System Design/Implementation Configuration 
• 5.7: Task 3 – Setup and Configure/Build System 
• 5.8: Task 4 – Data Migration 
• 5.9: Task 5 – User Acceptance Testing 
• 5.10: Task 6 – Documentation 
• 5.11: Task 7 – Training 
• 5.12: Task 8 – Transition to Production 
• 5.13: Task 9 – Post Implementation Review 


 


We want to emphasize that our approach addresses all of these requirements using Woolpert’s proven implementation 
methodology. So the State can understand how our main Scope of Services tasks align to the requirements provided in the RFP, 
please see the following table below: 


State’s Scope of Work Requirements Proposed Task Numbers 
5.4: Planning and Administration PM.1: Develop Project Plan 


PM. 2: Create Monthly Status Report 
PM.3: Hold Monthly Status Meeting 
PM.4: Manage Project Schedule 
PM.5: Ongoing Project Management Tasks 
1.2: Hold Kickoff Meeting 
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5.5: Task 1 – Review and Validate Requirements and Gap/Fit 
Analysis 


1.1: Develop Request for Information (RFI) 
1.3: Conduct Pre-Planning Discovery 
1.4: Familiarization Training 
1.5: Develop Global Configuration Standards 


5.6: Task 2 – System Design/Implementation Configuration 1.6: Install Accela Automation Suite 
2.1: Identify Prototype 
2.2: Prepare Baseline Prototype & Documentation 
2.3: Facilitate Prototyping Workshop and 
Documentation 


5.7: Task 3 – Setup and Configure / Build System 3.1: Evaluation of System Configuration Strategy 
3.2: Facilitate Full Analysis Workshops 
3.3: Complete Full Analysis Configuration Guide 
3.5: Complete Full Configuration Procedures Manual 
and Configuration 
3.6: Hold Security / Permissions Workshop 
4.2: Develop Reports 
4.3: Complete Integration 
4.4: Facilitate User Experience Design (UX) 


5.8: Task 4 – Data Migration 3.4: Perform Historical Data Conversion Analysis 
4.1: Complete Historical Data Conversion Development 


5.9: Task 5 – User Acceptance Testing 5.1: Conduct UAT 
5.10: Task 6 – Documentation 5.2: Facilitate Training 
5.11: Task 7 – Training 5.2: Facilitate Training 
5.12: Task 8 – Transition to Production 6.1: Transition to Customer Support 
5.13: Task 9 – Post Implementation Review  6.2: Post-Implementation Support 


 


Project Management 
A project such as this one includes a variety of strategic, 
technical and organizational challenges that will need to 
be identified, analyzed, understood, and continually 
managed in order to ensure a successful outcome. 
Woolpert’s Project Management approach provides 
the resources and tools needed to successfully manage 
the project through all phases / processes, including:  


• Initiation: project authorizations and 
expectations 


• Planning: project definitions, objectives, 
deliverables, analysis of alternatives 


• Execution: coordination of resources, quality 
management, product and service delivery 


• Monitoring and Controlling: monitoring and measuring to identify variances and imitate corrective actions 
• Close-Out: acceptance of project deliverables and results 


To fulfill each of these objectives, Woolpert will employ the various project management tools described in the following sections: 


Project Life-Cycle Process Groups 
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PM.1: Develop Project Plan  
Woolpert and the State will co-author a Project Plan document to more fully detail items that cannot be thoroughly defined prior to 
the execution of this Scope of Services. The Project Plan will be a living document that is expected to be updated as necessary 
throughout the project. Items included in the Project Plan will include: 


• Project Participants. Document will include contact information and the role(s) and general responsibility of each 
project participant.  


• Budget Management and Invoicing. Document will include details about how the project fees will be managed for 
each phase / task and how the invoice will be presented such that it contains the information required for prompt 
payment by the State. 


• Schedule. Document will includes start dates, finish dates and durations for each major task, along with key 
milestones and key interdependencies that reflect the critical path. 


• Communication Plan. Document will detail how Woolpert and State project participants will communicate. 
• Quality Management Plan. Document will list all significant project deliverables and assign a Woolpert resource to 


perform QAQC prior to delivery to the State. 


• Document Transmittals. Document will define acceptable means for document transmittals between Woolpert and 
State project participants. 


• Risk Management / Issue Logging. Document will define how risk and issues will be recorded and managed to 
completion. 


Deliverables 


• Woolpert to create DRAFT and FINAL Project Plan document and submit them to the State Project Manager 


Assumptions 


• The activities discussed in this section will begin once a Written Notice-to-Proceed is received from the State  
• These Project Plan is a living document and may be updated during the project; Woolpert Project Manager will make 


updates to the document as part of the on-going project management tasks 


State Responsibilities 


• State to review and provide feedback on the DRAFT version of the Project Charter document 
• State to accept the FINAL version of the Project Charter document 


PM.2: Create Monthly Status Report 
Woolpert will develop and submit a monthly status report to the State Project Manager. The format of the monthly status report will 
be discuss during the development of the Project Plan. 


Deliverables 


• Nine (9) Monthly Status Reports 


Assumptions 


• Project is assumed to be nine months. 


State Responsibilities 


• State to review and accept project status reports, or otherwise provide comments within a reasonable time frame 
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PM.3: Hold Monthly Status Meeting 
Woolpert will facilitate regular Project Manager Status Meetings with the State Project Manager. The Woolpert Project Manager and 
other Woolpert project team members, as appropriate, will participate in regularly scheduled project status meetings with the State 
Project Manager and designees, as appropriate, for the purpose of reviewing project issues including: 1) activities, action items, and 
deliverables completed to date; 2) activities, action items, and deliverables in process or scheduled; 3) upcoming activities, action 
items, and deliverables; and 4) technical or contractual issues that require corrective action. Woolpert meeting participants will 
include Woolpert’s Project Manager and ad hoc team members, as required. State meeting participants will be as determined by the 
State Project Manager, or as requested by the Woolpert Project Manager. 


When feasible, Project Manager Status Meetings will be held onsite at State facilities in conjunction with other scheduled onsite 
tasks. Otherwise, Project Manager Status Meetings will be facilitated remotely using teleconference and web meeting tools. 


Deliverables 


• Woolpert to facilitate monthly project status meetings  
• Woolpert to author Meeting Minutes for each project manager meeting and to upload the minutes to project website 


Assumptions 


• Project is assumed to be nine months. 


State Responsibilities 


• State to schedule appropriate internal staff and provide facilities for on-site meetings and off-site conference calls 
• State to review and accept project status reports, or otherwise provide comments within a reasonable time frame 


• State to schedule meeting space and supporting technology peripherals suitable for on-site meetings 
• State to coordinate and schedule meeting 


attendees 


PM.4: Manage Project Schedule  
Project schedule coordination and management will be 
performed using Microsoft Project software. Project 
schedules and tasks will be monitored and adjusted as 
needed, depending upon the State’s priorities and ability to 
make its staff and facilities available at the appropriate 
times throughout the project. An updated project schedule 
delineating resources, scheduled tasks, and completed tasks 
will be maintained and available to all Woolpert and State 
project participants. 


Deliverables 


• Woolpert to maintain a project schedule in Microsoft Project and to update the project schedule with significant 
changes and percent completes on a regular basis 


Assumptions 


• Project is assumed to be seventeen months. 


State Responsibilities 


• State to participate in project schedule reviews on a regular basis 


Microsoft Project Gantt Chart 
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PM.5: Ongoing Project Management Tasks 
Woolpert will provide the following ongoing project management tasks, as defined in this Scope of Services, throughout the project. 


Project Administration  
Woolpert will provide the following general 
project management services: 


• Develop, in cooperation with the State’s 
Project Manager, a project plan and 
schedule; 


• Proactively manage and update project 
plan and schedule, as required, 
throughout the duration of the project. 
Project plan and schedule modifications 
will be facilitated upon common 
agreement between the State and 
Woolpert Project Managers in 
accordance with the issue control 
process detailed in the project plan; 


• Coordinate project events with the State Project Manager and Woolpert team members; 
• Author, edit, review, and distribute project documentation and technical reports as required; 
• Facilitate in-process review meetings with the State Project Manager, committees, management, and end-users as 


scheduled, and appropriate, throughout the duration of the project; 


• Maintain a secure project collaboration web site to post project schedule details, in-process tasks and responsible 
parties, technical documentation, as well as other project collaboration tools; 


• Perform miscellaneous project administration (e.g. arrange travel, internal project updates); and 
• Anticipate problem areas and propose and facilitate solutions 
• Internal Woolpert-resource coordination meetings will be held on a regular basis to ensure continuous communication 


about tasks in process, scheduled tasks, and any issues impacting a successful implementation. The Woolpert Project 
Manager will utilize these meetings to gather information from project team members required to manage on-going 
resource loading. 


• Monthly invoicing. 


Deliverables 


• Woolpert to provide on-going project management, including resource allocation and scheduling, invoicing and 
general consulting 


• Woolpert to provide a password protected project collaboration environment and issue log management 


Assumptions 


• The activities discussed in this section will begin once a Written Notice-to-Proceed is received from the State  
• Project is assumed to be nine months. 


State Responsibilities 


• Assemble a team of domain and technical experts and have representation of all divisions / departments / work 
groups / stakeholders involved throughout each project phase, as appropriate, of the project 


• Provide a point of contact for all project management issues and questions 


Woolpert's Project Collaboration Website 
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• Review, comment and accept draft project work plan within five days of document delivery 
• Schedule appropriate internal staff and provide facilities for onsite meetings and off-site conference calls 
• Review and accept project status reports, or otherwise provide comments within a reasonable time frame 


Phase 1 | Implementation Planning 
1.1: Develop Request for Information (RFI) 
Woolpert staff will conduct a desktop assessment of the State’s current information and historical databases available. This 
assessment will is preparation for the upcoming Pre-Planning Discovery Meetings to acclimate the Woolpert team with the State. 


Deliverables 


• RFI memorandum 
• Review RFI  


Assumptions 


• None.  


State Responsibilities 


• Provide data and information back to Woolpert within ten days. 


1.2: Hold Kickoff Meeting 
As soon as is reasonably feasible, following receipt of the Written Notice to Proceed, the Woolpert Project Manager will work with 
the State Project Manager to schedule a Project Kick-Off Meeting. This meeting will be facilitated onsite at State facilities for the 
purpose of: 1) establishing the necessary project management protocols to be adhered to by all stakeholders, 2) reviewing the 
State’s implementation goals and objectives with all team members, 3) identifying any State-owned source documentation 
necessary to support the project, 4) identifying all critical path schedule milestones, and 5) addressing any outstanding scope or 
schedule questions that State stakeholders may have. Said meeting shall be of a duration suitable for addressing each of the items 
previously listed. Development of the kick-off meeting agenda shall be the joint responsibility of Woolpert’s and the State’s Project 
Managers. 


Deliverables 


• On-site two (2) hour project kick-off meeting to include items in RFP outlined in 5.3. 


Assumptions 


• The activities discussed in this section will begin once a Written Notice-to-Proceed is received from the State  


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for the kick-off meeting 
• Coordinate and schedule meeting attendees 


1.3: Conduct Pre-Planning Discovery 
 
Woolpert’s Project Manager and Senior Analyst will jointly facilitate a series of pre-planning discovery activities for the purposes of: 
1) receiving full demonstrations of the existing software systems; 2) reviewing the data and information provided in the RFI; 2); 
understanding the State’s overarching permitting and licensing objectives and strategies; 2) begin aligning the State’s stated 
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technical and functional requirements with the governing project plan; and 4) identifying and documenting any performance 
metrics. 
 
Ultimately, we are utilizing this pre-planning discovery opportunity to engage the State’s management team and technical leads to 
define the target performance measures the implemented system will be required to support, and that we have a comprehensive 
understanding of the point of departure for the State. Additionally as part of this task, initial data migration preparation and 
integration discovery workshops will take place. 
 
This will clearly establish the “roadmap” our project team and the State’s project participants will utilize to navigate the design, 
configuration, and deployment phases of the project. 
 
Following the workshops, Woolpert will develop and submit Pre-Planning Discovery Report that will serve as a gap analysis against 
the project requirements. Woolpert will review the State’s feedback on the report and make updates. One final version of the report 
will be submitted for State review and sign-off. 
 


Deliverables 


• Two and one half days (2.5) on-site for Pre-Planning Discovery Workshops focused on permitting, licensing and 
education, cash receipts and deposits, online services and payment processing 


• One (1) day off-site for Data Migration Analysis Workshops onsite 
• Data Migration Template for State to prepare source data 
• One (1) day off-site for Integration Discovery Workshop off-site 
• Pre-Planning Discovery Report (Gap Analysis) 


Assumptions 


• None. 


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for the meetings 
• Coordinate and schedule meeting attendees 


 


1.4: Provide Familiarization Training 
Woolpert will facilitate a series of on-site software demonstrations for the purpose of introducing the State’s project team members 
to the core functionality and features of the Accela Civic Platform. For many of the State’s project team members, this will be their 
first exposure to the Civic Platform. These demonstrations will provide an initial overview of the features and functions of the new 
software and will serve as a basis of on-going software training and knowledge transfer that will increase in frequency and 
complexity as the project progresses through the subsequent design, configuration and deployment phases. The on-site software 
demonstrations will be facilitated multiple times over one (1) day to accommodate project team member schedules. 


Shortly after completion of the on-site software demonstrations, a Woolpert Analyst will work with the State’s identified System 
Administrator to establish Sandbox log-ins for each identified project team member so that they may log into the system at their 
leisure to further explore the software capabilities. 


Deliverables 


• One (1) day Familiarization Training 
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Assumptions 


• Software Demonstrations will be facilitated utilizing a Woolpert laptop 
• The Client's project manager will ensure site readiness and staff participation for the software demonstrations 
• The Client's project manager will provide a conference room or training room with a projector. During the software 


demonstrations, individual computers are not needed for the participants. The software functionality will be demonstrated 
from the instructor's computer. 


State Responsibilities 


• Client project manager to review and accept agenda for software demonstrations  
• Client project manager to schedule and accommodate the appropriate Client project team members such that they are 


available, without undue interruption, for the required number of days 
• Secure an appropriate training facility suitable for participants 
• Coordinate and schedule meeting attendees 


1.5: Develop Global Configuration Standards 
 
When implementing an enterprise information management system, hat will eventually serve the needs of multiple department or 
divisions, requirements global standards to ensure consistency across the organization and maintainability long term. Woolpert will 
hold a Global Configuration Standard Workshop that will address the following items: 
 


• Actions performed by staff 
• Process milestone names 
• In process statuses  
• Overall statuses 


 
Following the workshop, Woolpert will develop and submit Global Configuration Standard memorandum.  


Deliverables 


• Up to a one (1) day on-site for Global Configuration Standard Workshop  
• Global Configuration Standard DRAFT and FINAL memorandum 


Assumptions 


• None. 


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for meeting 
• Coordinate and schedule meeting attendees 


1.6: Install Accela Automation Suite (ACCELA-OWNED TASK) 
 
Accela will install the cloud-hosted site for development and testing. 


Deliverables 


• Installation of cloud-hosted site 
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Assumptions 


• As requested, this is an extremely minor percentage of the work in relation to the overall project. Accela is performing 
this task because they manage the hosted environment.  


State Responsibilities 


• Validate cloud-hosted site is functional 


1.7: Phase 1 Quality Control 
Woolpert technical resources, not regularly involved with this implementation will perform independent quality review of the work 
processes and deliverable products in accordance with the Woolpert Total Quality Plan. 


1.8: Phase 1 Close Out and Acceptance 
This is the Phase exit document that the State project manager signs indicating Woolpert has delivered services in accordance with 
the Scope of Work and Project Plan. The next section portion of the project will not begin until this portion has been approved by 
the State. 


Phase 2 | Analysis and Configuration Of Prototype 
2.1: Identify Prototype 
Based on the prior meetings, Woolpert will have a good understanding of the project requirements in context for how they can be 
implemented within Accela Automation (AA). As a result, both the State and Woolpert will need to collaborate to define what will be 
included within the prototype in preparation for the upcoming prototype configuration workshop, so that Woolpert can develop the 
baseline prototype in advance of the workshops. Woolpert will facilitate a conference call to define the boundaries of the prototype. 
Following the conference call, Woolpert will develop a memorandum of what will be included in the prototype and submit to the 
State as a record of the meeting. 


Deliverables 


• Up to a one (1) hour conference call to discuss the boundaries of the prototype 
• Memorandum documenting the decisions from the conference call 


Assumptions 


• None. 


State Responsibilities 


• Collaborate with Woolpert to define the boundaries of the prototype 
• Coordinate and schedule meeting attendees 


 


2.2: Prepare Baseline Prototype and Documentation 
Prior to facilitating the prototype workshop, Woolpert will prepare a baseline prototype for both permitting and inspections. An 
initial configuration guide will also be developed. It is expected the prototype will include: 
 


• Address, parcel and property owner information 
• Applicant, contact and professional info 
• Unique application form and table data 
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• Fee and payment processing 
• Process tracking 
• Inspection scheduling, recording inspection data and resulting  


 


Deliverables 


• Baseline Prototype 
• Initial Configuration Guide 


Assumptions 


• None. 


State Responsibilities 


• None. 


2.3: Facilitate Prototyping Workshop and Documentation 
The purpose of the prototyping workshop is to continue the evolution of the prototype to create a design that not only meeting the 
requirement of the State but also is considered a useable and user-friendly configuration that State subject matter experts believe 
will be adopted by the great organization. Woolpert will spend two days on-site facilitating prototyping workshops to address the 
following items: 
 


• Demonstrate the prototype and explain functionality 
• Discuss prototype functionality and compare to existing business process and systems 
• Discuss and document build modifications and design changes 
• Make minor configuration updates as time allows to enhance the effectiveness of the workshop 


 
Following the workshops, Woolpert will update the Configuration Guide, develop a Procedures Manual and update the configuration 
based on information gathering during the on-site workshops. The Configuration Guide will be organized as follows: 
 


• Attendees 
• Record Type information 
• Sequence Generators 
• Process Overview  
• Smart choice group 
• Application Specific Information 
• Application Specific Information table 
• Application Processing 
• Workflow Diagram 
• Workflow table 
• Task Specific Information 
• Overview of Fees 
• Fee schedule 
• Overview of Inspections 
• Inspection Details 
• Inspection Result Group 
• Reports Overview 
• Reports 
• Scripts Overview 
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• Scripts 
• Issues/Questions 
• Source Data 
• Acceptance Form 


 
The Procedures Manual is meant to guide staff through the prototype that has been configuration where Woolpert is seeking 
feedback. The Procedures Manual will include steps in text format. At this stage in the project, the prototype is by no means a 
complete and functional system, but rather a working system that requires feedback from the State in order to become a complete 
and functional system.  
 
Once the configuration has been updated, Woolpert will demonstrate the updated prototype to the State. The State should use the 
Procedure Manuals to step through the prototype on their own and document any concerns or areas of the configuration believe to 
not meet the project requirements. The State will have five (5) business days to review the prototype. It is expected the State will 
document any updates to a log on the project website. Woolpert will hold a meeting to review the State’s feedback and update the 
Configuration Guide and re-submit for review and acceptance. 


Deliverables 


• Up to two (2) days on-site for Prototyping Workshops 
• Update to Configuration Guide 
• Develop Procedures Manual 
• Updated Prototype Configuration 
• Demonstration of Updated Prototype 


Assumptions 


• None. 


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for the meeting 
• Coordinate and schedule meeting attendees 


2.4: Phase 2 Quality Control 
Woolpert technical resources not regularly involved with this implementation will perform independent quality review of the work 
processes and deliverable products in accordance with the Woolpert Total Quality Plan. 


2.5: Phase 2 Close Out and Acceptance 
This is the Phase exit document that the State project manager signs indicating Woolpert has delivered services in accordance with 
the Scope of Work and Project Plan. The next section portion of the project will not begin until this portion has been approved by 
the State. 


Phase 3 | Full Analysis and Configuration 
3.1: Evaluation of System Configuration Strategy 
Every good configuration is architected, so it can scale appropriately to the needs and requirements of the organization intending on 
utilizing it—the State’s prototype is no different. Both Woolpert and the State will talk through the architecture that has evolved and 
discuss the strategy for the Phase 3 | Full Analyst and Configuration. Following the conference call, Woolpert will develop a 
memorandum of what will be included in the prototype and submit to the State as a record of the meeting. 
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Deliverables 


• One (1) hour Configuration Strategy Conference Call 
• Meeting Minutes from Conference Call 


Assumptions 


• None. 


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for the meeting 


• Coordinate and schedule meeting attendees 


3.2: Facilitate Full Analysis Workshops 
 
Woolpert will facilitate the full analysis workshops. The workshops will address: 
 


• In depth review of existing paper forms and databases 
• Discuss business process improvements that use functionality available through the software 
• Detailed discussion of system design 
• Discuss system validation and automation 


 
In support of the analysis workshops, Woolpert will have the current version of the prototype available to help facilitate ideas and 
approaches to the configuration – this is also part of the overall iterative learning process. Upon completion of the analysis 
workshops, Woolpert will update the Configuration, Configuration Guide and Procedures Manual.  
 
At the end of the workshops, there will be a set of action items for the State team members. Woolpert will prepare a detailed list of 
action items and submit them to the State Project Manager. Woolpert expects to have gathered enough information to configure 
approximately 90% to 100% of the State permitting and inspection requirements. 


Deliverables 


• One (1) day on-site for permitting and inspection analysis workshop 


Assumptions 


• The activities discussed in this section will begin once a Written Notice-to-Proceed is received from the State  


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for the kick-off meeting 
• Coordinate and schedule meeting attendees 


3.3: Complete Full Analysis Configuration Guide 
Following the analysis workshops, Woolpert will develop a Configuration Guide to incorporate a configuration design to address all 
of the permitting and inspection requirements. Woolpert will submit the Configuration Guide to the State for review and 
acceptance. An approved Configuration Guide will be used to perform a detailed historical data conversion analysis on the data 
mapping documentation and data views developed by the State along updating the Configuration and creating a full Procedures 
Manual. 
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Deliverables 


• Configuration Guide 


Assumptions 


• The activities discussed in this section will begin once a Written Notice-to-Proceed is received from the State  


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for the kick-off meeting 
• Coordinate and schedule meeting attendees 


3.4: Perform Historical Data Conversion Analysis 
 
In the previous data conversion meetings as part of Pre-Planning Discovery, Woolpert provided a tutorial of the Data Mapping 
Document template, so the State understands their responsibilities as part of the data conversion analysis. As part of this task, 
Woolpert will validate the Data Mapping Document developed by the State that is inclusive of both source and destination mapping 
for permitting and inspections data. Woolpert will provide feedback to the State on the data mapping document. 
 
With a completed Data Mapping Document, the State will develop the SQL views. Woolpert will provide support to the State to 
develop the SQL views. This task is considered complete once Woolpert validates every source field in the SQL views corresponds to 
a source field in the Data Mapping Document. 
 


Deliverables 


• Review Data Mapping Document and provide feedback 
• Sixteen (16) hours of support to develop SQL views 


Assumptions 


• Client Legacy Data will be converted to either Oracle or Microsoft SQL Server database format 
• Client will make available appropriate staff members with adequate business and technical knowledge to develop the Data 


Mapping document.  
• Data conversion analysis is inclusive of legacy permitting and inspection data only. Additional databases will need to be 


assessed and converted in a future phase due to budget constraints. 


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for meetings 
• Coordinate and schedule meeting attendees 
• Development of the base SQL view scripts to ensure data is prepared in the appropriate format for the mapping and 


migration processes 


3.5: Complete Full Configuration Procedures Manual and Configuration  
 
Woolpert will update the AA configuration to match the approved Configuration Guide and develop a Procedures Manual that steps 
State user through the entire developed configuration. Woolpert will submit both the Configuration and Procedures Manual to the 
State for review. 
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Deliverables 


• Procedures Manual 
• Configuration 


Assumptions 


• Procedures Manual and Configuration will address permitting and inspection requirements only 


• Validation that the requirements are within the configuration is expected by the State. If a requirement is missing, 
Woolpert will immediately update the Configuration Guide, Procedures Manual and Configuration. If a defect is 
discovered, it will be added to the issue log, prioritized and addressed during User Acceptance Testing (UAT).  


• Address, parcel and owner data required by the State to evaluate the configuration will be loaded by the State. 


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for internal meetings to review the 
documentation and configuration 


• Coordinate and schedule meeting attendees 


3.6: Hold Security / Permissions Workshop 
 
AA has a lot of flexibility when it comes to system security and permissions. Woolpert will facilitate a two (2) hour workshops to 
finalize the security and permissions for the completed configuration. This workshop will address the following items: 
 


• Review User and User Group template 
• Review standard user group permissions (counter staff, reviewers, inspectors, finance, supervisors and administrators) 
• Document adjustments to the standard user groups to meet the agency needs  
• Identify record securities and restrictions based on user groups and record statuses 


 
At the completion of the workshop, Woolpert will update the Configuration Guide and Configuration. The State will have a chance to 
validate the security and permissions has been setup according to the documented specifications during UAT. 


Deliverables 


• Two (2) hour Security and Permissions Workshop 
• Updated Configuration Guide 
• Updated Configuration 


Assumptions 


• None. 


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for the meeting 


• Coordinate and schedule meeting attendees 


3.7: Phase 3 Quality Control 
Woolpert technical resources, not regularly involved with this implementation will perform independent quality review of the work 
processes and deliverable products in accordance with the Woolpert Total Quality Plan. 
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3.8: Phase 3 Close Out and Acceptance 
This is the Phase exit document that the State project manager signs indicating Woolpert has delivered services in accordance with 
the Scope of Work and Project Plan. The next section portion of the project will not begin until this portion has been approved by 
the State. 


Phase 4 | Advanced Functionality 
4.1: Complete Historical Data Conversion Development 
 
Woolpert will provide base SQL scripts that mimic the structure of the data mapping views. Information that will not be migrated 
includes all data not defined in the Data Mapping Document. 
 
The typical Migration Process will be executed up to three (3) times for the entirety of the project. 
 


• First Execution will occur after all data in the Data Migration Specification Document has been mapped and system 
configuration is complete 


• Second Execution will occur prior to User Acceptance Testing 
• Third and Final Execution will occur during system Go-Live activities 


Deliverables 


• Migration of data to the Accela Civic Platform environment per the Data Migration Specification Documents 


Assumptions 


• State will convert all legacy data sources from FoxPro, Microsoft Access and Excel to either MSSQL or Oracle 
• State will perform all data mapping exercises through VNC connection to Woolpert remote desktop 
• State will make available appropriate staff members with adequate technical ability and knowledge to develop SQL scripts 


used to transform and load data 


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for ad-hoc meetings 
• Coordinate and schedule meeting attendees 


4.2: Develop Reports 
 
The State will be responsible for developing any custom Report Specifications and Reports. Woolpert will provided a day and half 
(1.5) of Report Specification and Development training to the State. 


Deliverables 


• 1.5 days of Report Specification and Report Development Training 


Assumptions 


• State staff that participating in the training should be proficient Crystal Report writers already 


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for meeting 
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• Coordinate and schedule meeting attendees 


4.3: Complete Integration 
Based on the information gathered during the Integration Discovery Workshop, Woolpert will draft a Software Requirements 
Specification (SRS) for the Wells Fargo Adapter. The SRS document will provide: 
 


• A vision for the application integration 
• High-level system architecture diagrams 
• Assumptions learned 
• Data mapping tables 
• Lists of functionality requirements and their priorities  


• Detailed application workflows 
• Detailed integration requirements – this section will further expand upon the functional and technical requirements 
• Use case narratives (where applicable) 


 
Once the draft SRS documents have been developed, Woolpert will submit them to the State Project Manager for review. 


Deliverables 


• SRS Document 
• Developed Integration 
• Tested Integration 


Assumptions 


• Development will be preceded by a requirements-gathering phase, conducted by Woolpert, and requiring the participation 
of the State. Information elicited during this phase will be used to compile a detailed Software Requirements Specification. 
This phase may uncover a number of assumptions and/or requirements that were not known during the writing of this 
document. Bringing these assumptions and requirements to light will require revision of the estimates made in this 
document. 


• The integration will consist of a "Payment Adapter". A payment adapter is a set of custom web pages and services that 
allow Accela to use different payment gateways without requiring modification to the base Accela software. Instead, Accela 
is directed to use a custom adapter, instead of the built-in payments system, through Accela configuration. 


• The payment adapter will support payments made through Accela Citizen Access. 
• The payment adapter will leverage the Accela ePayments SDK to reduce development time. 
• A version of the Accela ePayments SDK is available from Accela that is compatible with the versions of Accela Civic Platform 


(including Accela Citizen Access) running in the Accela cloud. Historically, Accela has released different versions of the 
ePayments SDK for different versions of the solution. 


• Comprehensive API documentation describing the Wells Fargo Payment Gateway that the State of Nevada will be using for 
this integration will be available. 


• A technical resource for addressing eventual questions related to developing with the Wells Fargo Payment Gateway will be 
made available. 


• A non-production version of the State of Nevada's Accela implementation will be available for use during the development 
and testing phase. 


• A non-production version of the Wells Fargo Payment Gateway will be available for use during the development and testing 
phase. 


• Because the client is the State of Nevada, with a population in excess of 2.8 million, it is recognized that the payment 
adapter may experience episodic heavy traffic. It is assumed that the payment adapter will need to be robust and 







 NEVADA | REPLACEMENT OF THE MANUFACTURED HOUSING DIVISION’S CORE SYSTEMS 


State of Nevada 
April 19, 2016 109 


responsive, and not become a bottleneck even during peak times. This introduces code complexity and increases 
development time.  


• The integration will be written in Microsoft .NET C#, using .NET Framework 4.5 or later. 
• The payment adapter will be implemented as one or more Microsoft IIS-hosted ASP.NET websites. The website(s) will host 


the web services and web pages that comprise the components of the payment adapter. The function of these components 
will be to handle HTTP requests coming from the Wells Fargo Payment Gateway. Successful payments received by the 
payment adapter will be entered into a queue. A separate process will be responsible for moving payments from the queue 
and into Accela.  


• The process responsible for moving payments from the queue and into Accela will be implemented as a Windows service. 
This additional complexity is viewed as warranted because the successful exchange of financial transaction information 
between the Wells Fargo Payment Gateway and Accela Civic Cloud/Accela Citizen access is considered mission-critical. This 
separation of concerns (payment received by the payment adapter vs. payment inserted into Accela by the windows 
service) will provide quick response times to requests coming from the Wells Fargo Payment Gateway, while allowing for 
robust relay of payment information to Accela in a sequential, orderly manner. 


• The payment adapter will leverage Microsoft SQL Server to provide the queue functionality used by the payment adapter 
and related windows service. During testing and deployment, a recent version of MS SQL Server (SQL Server 2012 or later) 
will be available and accessible.  


• The payment adapter will leverage Microsoft SQL Server to provide logging facilities for the payment adapter. 
• The client will provide separate test and production environments for testing and eventual rollout of the payment adapter. 


The contractor will not be involved in procuring, configuring, deploying, testing, or administering test or production web 
servers or database servers to support this integration. 


• Encryption will be handled at the transport layer. HTTP over SSL is viewed as sufficiently secure to provide an encrypted 
channel between Accela, the Wells Fargo Payment Gateway, and the Payment Adapter. Payloads will not be encrypted or 
decrypted at the application level. 


• The client will be responsible for procuring and applying SSL certificates to servers in their environment. 
• If additional security is required, this will be handled at the network layer. For instance, it may, from a security standpoint, 


be desirable for the payment adapter to accept Wells Fargo Payment Gateway requests only from a specific IP address, or 
range of IP addresses. If this functionality is desired, it will be handled through firewall configuration, but would not be a 
feature of the payment adapter. 


• Responsibility for long-term monitoring and maintenance of the payment adapter will ultimately be the responsibility of the 
client. For example, logging functionality will be provided by the payment adapter, but it will be the client's responsibility to 
monitor those logs. 


• The payment adapter as described does not include any log or queue monitoring functionality. The payment adapter will 
use log and queue tables for processing, but the assumption here is that any custom visual interface that allows users to 
interact with the system is beyond the scope of this effort. 


• The payment adapter as described does not include any log or queue reporting functionality. While it will make use of 
logging and queue tables, the estimates in this document do not include estimates for reporting engine selection, report 
creation, and report deployment. Reporting requirements vary greatly from client-to-client: Some clients have an existing 
reporting engine and skilled staff, and would prefer to develop their own reports; other clients have no reporting engine in 
place, and do not have the resources to select and implement a reporting engine, and begin developing reports.  


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for meetings 
• Coordinate and schedule meeting attendees 


4.4: Facilitate User Experience Design (UX) (STATE-OWNED TASK) 
 
Like all aspects of the solution, the user interface (UI) is also highly configurable. Woolpert will conduct a workshop to evaluate 
changes to the UI to support the permitting end users. The UI workshop will address: 
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• Section order and field layouts on the application form 
• Display order and width of table columns 
• Alternate labels for standard fields 
• Record summary screen layout 


Following the workshop, Woolpert will update the UI or provide remote consultation to the State, as required. 


Deliverables 


• Up to ten (10) hours of UI support off-site 


Assumptions 


• The State will make any UI updates after the ten hours have been use 


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for a meeting 
• Coordinate and schedule meeting attendees 


4.5: Phase 4 Quality Control 
Woolpert technical resources, not regularly involved with this implementation will perform independent quality review of the work 
processes and deliverable products in accordance with the Woolpert Total Quality Plan. 


4.6: Phase 4 Close Out and Acceptance 
This is the Phase exit document that the State project manager signs indicating Woolpert has delivered services in accordance with 
the Scope of Work and Project Plan. The next section portion of the project will not begin until this portion has been approved by the 
State. 


Phase 5 | Deployment 
5.1: Conduct UAT 
The focus of system testing efforts is to thoroughly test the newly installed / configured solution and ensure all delivered 
functionality configured by Woolpert is properly functioning. 


The State will take the lead in developed Testing and Acceptance Plan (TAP). The Plan will derive its focus from the previously 
prepared, and approved, Configuration Guide. Functional metrics that the System must successfully achieve prior to being promoted 
to the State’s production environment will be defined. The TAP will include test scenarios designed to step Testers through the User 
Acceptance Testing (UAT) process will be developed as part of this plan. Final plan contents will be per common agreement between 
the State testing team and Woolpert and will serve as the “script” for testing and approving the system configuration. 


Once the UAT Plan has been approved by all parties and tester training has been delivered, the State testing team will undertake the 
UAT activities defined within the plan – and only those activities defined within the UAT Plan that is part of the overall Project Plan. 
Woolpert will provide one (1) week of on-site UAT support following by an additional week off-site to test both the configuration 
and integration. Additionally, upon the completed testing, and at specific in-testing milestones defined within the plan, Woolpert 
will make the required configuration updates / modifications / corrections to achieve testing acceptance. 


Client testers will “step” through test scripts defined within the Testing and Acceptance Plan. The test scenarios will be marked as 
either “pass” or “fail” with appropriate notes and screen shots provided to Woolpert for resolution. Testing and related 
configuration updates will continue until acceptable performance is achieved as defined within the UAT Plan. During testing, a 
regular scheduled phone or in person meeting will be held to review issues and resolutions, as needed. 
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Deliverables 


• Meeting to review UAT Plan to include at minimum UAT acceptance criteria, entrance and exit criteria and process to 
be used 


• Support UAT as needed. One (1) week on-site and one (1) week off-site 


Assumptions 


• State will correct any defects associated with the system configuration originally configured by the State and not by 
Woolpert 


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for meetings 
• Coordinate and schedule meeting attendees 
• Set-up and administer adequate testing facilities 
• Manage the testing process 
• Coordinate and schedule testing participants 
• Testing participants shall actively participate in testing activities 


5.2: Facilitate Training 


5.2.2: Develop Training Plan 
 
Woolpert will hold a Training Plan Workshop with the goal of developing a comprehensive training plan to serve the needs of both 
administrators and end users. The Training Plan Workshop will address and validate the following: 
 


• Training facilities available 
• Trainers to be identified 
• Grouping of end users by role 
• Identification of the number of classes and subject areas 


 
Following the workshop, Woolpert will develop the Training Plan document and submit to the State for review and acceptance. 
 


Deliverables 


• Up to one (1) half day for Training Plan Workshop 
• Training Plan 


Assumptions 


• None 


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for meetings 
• Coordinate and schedule meeting attendees 
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5.2.3: Conduct Administration Training 
 
In accordance with the specific courses identified in the Training Plan, Woolpert will conduct Administrator Training. Woolpert has 
allocated sixteen (16) hours for administrator training. 


Deliverables 


• Kickoff meeting agenda 
• On-site project kick-off meeting (half day) 


Assumptions 


• The activities discussed in this section will begin once a Written Notice-to-Proceed is received from the State  


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for the kick-off meeting 


• Coordinate and schedule meeting attendees 


5.2.4: Develop Training Documentation 
Accela has available end user training documentation to address the out-of-box functionality and system navigation; however, like 
every Accela implementation, there will be unique business processes configured in the System. As a result, custom training 
documentation is required to bridge the gaps for end users. Woolpert has allocated twenty (20) hours to develop and support the 
development of custom training documentation. It is highly encouraged the State participate in the development of the training 
documentation. When the State chooses to participate in this task, ultimately the full transition and knowledge transfer approach is 
complete from the project implementation methodology. Woolpert has found that what has helped organizations truly embrace 
new technology is finding key designated staff to support their designated Divisions, Departments or Sections without having to rely 
on a consultant like Woolpert—this is our goal for every organization we work with. 


Deliverables 


• Up to twenty (20) hours of support to develop custom training documentation off-site. 


Assumptions 


• Any training documentation not completed within the allotted time will be the responsibility of the State to complete.  


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for meetings 
• Coordinate and schedule meeting attendees 


5.2.5: Conduct End User Training 
 
In accordance with the specific courses identified in the Training Plan, Woolpert will conduct End User Training. Woolpert has 
allocated twenty-four (24) hours for end user training. 


Deliverables 


• Up to twenty-four (24) hours of end user training on-site 
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Assumptions 


• None 


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for meetings 
• Coordinate and schedule meeting attendees 


5.3: Hold Go-Live 
A successful Go-Live is the most important part of the project, assuming we have a configured system and the integration meets the 
State’s requirements. We have a carefully well-thought approach to Go-Live unique to the industry. 
 
First, we will meet with the State and develop a Cut Over Plan. This plan will be a list of all activities that must occur in a particular 
order with designated assignees. MHD will have a chance to review and provide feedback on the cutover plan. Following the 
completion of the cutover plan, both Woolpert and MHD will perform a joint dress rehearsal. The dress rehearsal gives all parties a 
chance to run thru the cutover plan in a simulated way prior to the actual Go-Live. 
 
The actual Go-Live date will not be scheduled until a successful dress rehearsal is completed. 
 
Woolpert will provide on-site System Go-Live support in order to assist with the successful start-up of the System. During this time, 
Woolpert’s Senior Systems Analyst will assist the State’s end users and system administrators with site-specific configuration issues. 
Additional coaching and supplemental training services will also be provided during this time. 
 
In preparation for go live, Woolpert’s Senior Systems Analyst will work on-site with the State’s Project Manager and IT support staff 
to ensure that all terminals requiring access to the System application(s) are tested for connectivity; all terminals requiring the ability 
to print documents are tested for connectivity; and all system user accounts are tested for login ability. Additionally, as part of the 
go-live preparation activities, Woolpert’s Senior Systems Analyst will migrate the configured and approved System database from 
the Development environment to the Production environment and re-run data migration scripts, if necessary. During this time a 
Senior Developer will work with the Senior Systems Analyst to migrate the system integrations (i.e., Wells Fargo Adapter) to the 
production environment. 
 
During the first week of live System operations, Woolpert’s Senior Systems Analyst will provide the on-site support required to coach 
new users and provide detailed technical systems support. This support will occur between the hours of 8:00 am and 5:00 pm local 
time Monday through Friday of the first week of production. Scheduling variances can be facilitated by Woolpert to accommodate 
MHD staff schedules. 
 


Deliverables 


• Go-Live preparation activities including developing Cut Over Plan and executing it, final data migration and final system 
migration to Production environment 


• Dress Rehearsal off-site (if necessary) 
• One (1) week of Go-live support on-site (first of two weeks of technical support after Go-Live) 


Assumptions 


• The activities discussed in this section will begin once a Written Notice-to-Proceed is received from the State  
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State Responsibilities 


• MHD’s project manager and IT support staff should equally assist in administering the Go-Live tasks to make sure it is clear 
to the end users that the State is internally capable of supporting the newly deployed System solution. The State system 
administrators and IT support staff will benefit from learning basic System troubleshooting routines during this time. 


5.4: Phase 5 Quality Control 
Woolpert technical resources, not regularly involved with this implementation will perform independent quality review of the work 
processes and deliverable products in accordance with the Woolpert Total Quality Plan. 


5.5: Phase 5 Close Out and Acceptance 
This is the Phase exit document that the State project manager signs indicating Woolpert has delivered services in accordance with 
the Scope of Work and Project Plan. The next section portion of the project will not begin until this portion has been approved by 
the State. 


Phase 6 | Post-Implementation Support 
6.1: Transition to Customer Support 
 
Following the successful Go-Live, Woolpert will support the State for an additional week remotely prior to holding a meeting with 
Accela Customer Support and key State staff to transition the State to Accela for long term support associated with the software 
maintenance support contract. As part of the transition, any remaining defects that were not Go-Live critical will be addressed by 
Woolpert and a plan to address these types of defects, in accordance with the severity definitions as part of the UAT Plan, will be 
provided as part of the memorandum. 
 


Deliverables 


• One (1) week of remote support (second of two weeks of technical support after Go-Live) 
• Meeting to transition to Accela Customer Support 
• Memorandum of findings and a plan to address any remaining defects 


Assumptions 


• None  


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for meetings 
• Coordinate and schedule meeting attendees 


6.2: Post-Implementation Support 
Approximately eight to ten weeks following Go-live, Woolpert will come on-site for a day to evaluate the use of the system and meet 
with key staff. Any time not spent in meetings will be spent helping make configuration updates to “fine tune” the System. Following 
the on-site meeting, Woolpert will develop a memorandum of any findings for the State to consider to ensure a successful 
implementation long term. During this same trip, both the Project Manager and the Senior Systems Analyst will hold a Project 
Closeout Meeting with the State. 


Deliverables 


• Up to one (1) day on-site meeting to evaluate the use of the System 
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• Memorandum of Findings 
• Project Closeout Meeting on-site 


Assumptions 


• None  


State Responsibilities 


• Schedule meeting space and supporting technology peripherals suitable for meetings 
• Coordinate and schedule meeting attendees 
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Tab VIII. Section 6 – Company Background 
and References 
6.1 Vendor Information 
6.1.1 Vendors must provide a company profile in the table format below. 


Woolpert Team Response:  


Question Response 
Company name: Woolpert, Inc. 
Ownership (sole proprietor, partnership, etc.): Corporation 
State of incorporation: Ohio 
Date of incorporation: 7/2/2004 
# of years in business: 105 
List of top officers: • Stephen P. Phipps, president/chief 


executive officer 
• Scott P. Cattran, chief of operations 
• Josh Heid, CPA, chief financial 


officer/treasurer 
Location of company headquarters: Dayton, Ohio 
Location(s) of the company offices: Arlington, VA 


Atlanta, GA 
Mounty Pleasant, SC 
Charlotte, NC 
Chesapeake, VA 
Oakbrook Terrace, IL 
Cincinnati, OH 
Cleveland, OH 
Columbia, SC 
Columbus, OH 
Dallas, TX 
Dayton, OH 
Englewood, CO 
Florence, KY 
Fairview Heights, IL 
Greenville, SC 
Indianapolis, IN 
Miami, FL 
Winter Park, FL 
Scottsdale, AZ 
Pittsburgh, PA 
Reedley, CA 
Richmond, VA 
St. Louis, MO 


Location(s) of the office that will provide the services 
described in this RFP: 


Denver, CO 


Number of employees locally with the expertise to 
support the requirements identified in this RFP: 


4 
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Question Response 
Number of employees nationally with the expertise to 
support the requirements in this RFP: 


13 


Location(s) from which employees will be assigned for 
this project: 


Denver, Colorado 
Reedley, California 
Cincinnati, Ohio 


 


6.1.2 Please be advised, pursuant to NRS 80.010, a corporation organized pursuant to the laws of another state must register 
with the State of Nevada, Secretary of State’s Office as a foreign corporation before a contract can be executed between the State of 
Nevada and the awarded vendor, unless specifically exempted by NRS 80.015. 


6.1.3 The selected vendor, prior to doing business in the State of Nevada, must be appropriately licensed by the State of Nevada, 
Secretary of State’s Office pursuant to NRS76. Information regarding the Nevada Business License can be located at 
http://sos.state.nv.us. 


Woolpert Team Response:  


Question Response 


Nevada Business License Number: C20160304-0100 


Legal Entity Name: Woolpert, Inc. 


 


Is “Legal Entity Name” the same name as vendor is doing business as? 


 


Yes X No  


 


6.1.4 Vendors are cautioned that some services may contain licensing requirement(s). Vendors shall be proactive in verification 
of these requirements prior to proposal submittal. Proposals that do not contain the requisite licensure may be deemed non-
responsive. 


Woolpert Team Response:  


Our team has been providing these services for many years. We are licensed to perform every task involved with the State’s project.  


6.1.5 Has the vendor ever been engaged under contract by any State of Nevada agency?  


Woolpert Team Response:  


Yes  No X 
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6.1.6 Are you now or have you been within the last two (2) years an employee of the State of Nevada, or any of its agencies, 
departments, or divisions? 


Woolpert Team Response:  


Yes  No X 


 


Woolpert Team Response:  


Neither Woolpert nor our subcontractor Accela employ any current State of Nevada employees or any person who has been an 
employee of the State of Nevada agency within the past two years.  


6.1.7 Disclosure of any significant prior or ongoing contract failures, contract breaches, civil or criminal litigation in which the 
vendor has been alleged to be liable or held liable in a matter involving a contract with the State of Nevada or any other 
governmental entity. Any pending claim or litigation occurring within the past six (6) years which may adversely affect the vendor’s 
ability to perform or fulfill its obligations if a contract is awarded as a result of this RFP must also be disclosed. 


Does any of the above apply to your company? 


Woolpert Team Response:  


Yes  No X 


 


6.1.8 Vendors must review the insurance requirements specified in Attachment E, Insurance Schedule for RFP 3238. Does your 
organization currently have or will your organization be able to provide the insurance requirements as specified in Attachment E. 


Woolpert Team Response:  


Yes  No X 


 


Woolpert does not have a technology errors and omissions liability policy. See our exception to this requirement in Attachment B, 
Technical Proposal Certification of Compliance with Terms and Conditions of RFP. 
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6.1.9 Company background/history and why vendor is qualified to provide the services described in this RFP. Limit response to no 
more than five (5) pages. 


Woolpert Team Response:  


Woolpert delivers dynamic consulting and design services worldwide 
to clients who require architectural/engineering assistance, 
technology integration, or a combination of both. Our clients range 
from nationwide military programs to small towns, and from college 
campuses to private industry. We solve clients’ problems through 
results-focused consulting, creative yet practical design, and the 
appropriate use of technology.  


Our clients—whether in the private sector or federal, state and local 
government—benefit from Woolpert’s professional expertise over a 
wide range of services in design, geospatial and IT management. 
Specific services that Woolpert provides include: 
architectural/engineering design, design-build, aviation design, energy 
solutions, sustainable design, planning, surveying, photogrammetry and 
mapping, remote sensing, information management, enterprise asset 
and maintenance management systems, Geographic Information Systems (GIS), permitting, watershed management, 
water/wastewater design and analysis, and regulatory compliance. Our multi-office, multi-disciplinary capability distinguishes us 
from other firms. With more than 600+ professionals in 24 offices across the United States, the firm has the relevant experience, 
professional expertise, technical support, and quality review personnel to complete virtually any assignment in the given timeframe. 


Woolpert Headquarters 
The headquarters of Woolpert is located in Dayton, Ohio at the following address: 


4454 Idea Center Boulevard 
Dayton, Ohio 45430-1500 
937.461.5660 
937.461.0743 fax 
www.woolpert.com 


Woolpert History 
Woolpert’s history spans a century of client satisfaction. Founded in 1911, the firm’s original services included civil engineering, land 
surveying, and landscape engineering performed by founder Charlton D. Putnam. In 1931, a partnership was established in the name 
of Putnam & Woolpert. 


In 1938, the firm began engineering projects funded by the Rural Electric Cooperative under the Rural Electrification Administration. 
The company rapidly expanded and in 1942 became known as the Ralph L. Woolpert Company, Consulting Engineers. 


Services added in the 1960s and 1970s included community development, photogrammetry, airport planning and design, park 
planning, landscape architecture, traffic engineering, and environmental studies. In 1979, the firm’s name was changed to Woolpert 
Consultants. Soon afterward, Woolpert began providing GIS and architectural services. In 1997, the firm became a limited-liability 
partnership, and the name was changed to Woolpert LLP. In 2005, Woolpert converted to a corporation and changed its name to 
Woolpert, Inc.  


Woolpert Headquarters, Dayton, Ohio 







 NEVADA | REPLACEMENT OF THE MANUFACTURED HOUSING DIVISION’S CORE SYSTEMS 


State of Nevada 
April 19, 2016 121 


Office Locations 
With 24 offices located across the United States, Woolpert has design and geospatial/IT professionals within easy reach of every 
project location in the country. In fact, our project managers have experience with clients as near as across the street and as far as 
the other side of the world. Woolpert’s regional and project office locations are: 


 


Project location has never been a barrier to our successful performance of a project, whether in the United States or overseas. By 
using the latest in communication technologies, Woolpert successfully manages projects throughout the world, including North 
America, Europe, Central America, and South America. We use the best qualified resources regardless of location.  


Qualifications 
Woolpert has established ourselves as a key system integrator in the marketplace that repeatedly delivers on its promises of a 
successful software implementation. Because we implement and have experience with a variety of best-of-breed permitting 
solutions, our proven approach to enterprise system implementations follows industry-accepted best practices for both program 
management and technical implementation tasks and addresses the full life-cycle of an enterprise information system 
implementation from planning and design, to development and deployment, to training, systems integration, data migration and 
support. Through our many years of implementing large-scale technology solutions, we have achieved a level of expertise in the 
analyses, development, and implementation of project plans and technical solutions that ensure our clients’ project goals are 
achieved on time and within budget. 


In Woolpert’s Information Technology and Management Consulting market, we help our clients manage their 
infrastructure assets—water, wastewater, stormwater, road, rail, land, building, fleet and power—through 
innovative planning and information technology solutions. We do this by providing consulting services that 
help clients focus on strategic planning to better manage their infrastructure assets. Our technology services 
include implementing and integrating Enterprise Geographic Information Systems (GIS), EAM and CMMS, 
permitting, and facilities management systems with other key decision support systems. 


Our Information Technology and Management Consulting practice members are asset management and permitting (compliance) 
experts. Our infrastructure management and organizational management domain expertise positions us to uniquely understand 
the entire life-cycle of enterprise asset management and the best practices that drive optimized asset performance. This enables 
our team to deliver the technology solutions that holistically support your organization’s over-arching asset management, 
compliance and sustainability objectives. We map our methods and outputs to noted national and international standards for asset 
management, including the British Standards Institute’s PAS 55 – a set of detailed asset management specifications applicable to 
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organizations that operate and maintain physical assets as a means of achieving their overall business objectives. Woolpert’s 
alignment with these specifications (currently in the process of achieving certification as ISO 55000) positions us to assist our clients 
in achieving ISO certification for asset management best practices. 


Woolpert has successfully implemented dozens of public sector permitting systems. Technology is at the core of Woolpert’s service 
profile. With more than 40 years focused on information technology, and more than 1000 government projects completed, we have 
the experience and the knowledge to bring success to our clients 


6.1.10 Length of time vendor has been providing services described in this RFP to the public and/or private sector. Please provide a 
brief description. 


Woolpert Team Response:  


Woolpert has been providing clients with the services described in the State’s RFP for well over twenty years. Software solution 
implementations are one of our core competencies and we continually invest in keeping ourselves at the front of the pack. 


6.2 Subcontractor Information 
6.2.1 Does this proposal include the use of subcontractors? 


Woolpert Team Response:  


Yes X No  


 


6.2.1.1 Identify specific subcontractors and the specific requirements of this RFP for which each proposed subcontractor will 
perform services. 


Woolpert Team Response:  


Woolpert has selected Accela, Inc.—a professional firm with outstanding credentials and expertise—as part of the Woolpert Team. 
Accela will provide the software and hosting environment for the State’s project. 


Accela will provide the Civic Platform software solution to meet the State’s requirements. Please find our completed requirements 
matrix in Attachment O located in Tab XI. Requirements Matrix. 


6.2.1.2 If any tasks are to be completed by subcontractor(s), vendors must: 


A.  Describe the relevant contractual arrangements; 


B.  Describe how the work of any subcontractor(s) will be supervised, channels of communication will be maintained and 
compliance with contract terms assured; and 


C.  Describe your previous experience with subcontractor(s). 


Woolpert Team Response:  


Our subcontractor will not be completing any tasks for the State’s project. Accela will provide the software and hosting environment 
only. 


• Accela proposes to provide subscription software licenses, and maintenance services after Production Go-Live.  
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• Subscription licensing entitles an agency to “rent” the software and license users in the Accela Cloud, with the ability to 
scale up as internal demand increases. Rather than an agency having to purchase potentially up to eight server software 
components and specific number of user packs, the complete Accela Civic Platform is included with the base subscription.  


• Annual maintenance is calculated based on the number of named user licenses purchased per module and per add-on 
product. Included in annual maintenance and support are product upgrades (released annually) as well as unlimited 
support from Accela’s Customer Support, which provides telephone support from 4:00 a.m. to 6:00 p.m. PT. Accela’s 
Customer Support team also provides on-line and real-time assistance via web meetings for customers with an active 
maintenance agreement. More information about Accela’s customer support is in Tab XII. Other Informational Material.  


For more details, please see the samples of the standard Subscription and Maintenance agreements in Tab IV. 


6.2.1.3 Vendors must describe the methodology, processes and tools utilized for: 


A.  Selecting and qualifying appropriate subcontractors for the project; 


Woolpert Team Response:  


The Woolpert Team has been constructed based on corporate capabilities and proven performance. Customers rate our selected 
subcontractors as quality performers and have given them additional work and/or letters of commendation to document their 
performance.  


In addition, Woolpert and Accela have a long-standing successful relationship. Woolpert has a proven track record for delivering the 
Accela Civic Platform solution for more than 50 clients with our partner Accela. As such, Woolpert has completed more Accela 
implementations than any other Accela Business partner. 


B.  Incorporating the subcontractor's development and testing processes into the vendor's methodologies; 


Woolpert Team Response:  


As our subcontractor will only be providing the software and hosting environment for this project, incorporating their development 
and testing processes into our methodologies will be unnecessary.  


C.  Ensuring subcontractor compliance with the overall performance objectives for the project; and 


Woolpert Team Response:  


As our subcontractor will not complete any of the tasks in the RFP, they will not be involved in meeting performance objectives for 
the project.  


D.  Ensuring that subcontractor deliverables meet the quality objectives of the project. 


Woolpert Team Response:  


Our subcontractor will not take part in any of the deliverables for the State’s project; therefore, this is not applicable.  


6.2.1.4 Provide the same information for any proposed subcontractors as requested in Section 6.1, Vendor Information. 


Woolpert Team Response:  


Our subcontractor’s information is below. 
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6.1.1 Vendors must provide a company profile in the table format below. 


Woolpert Team Response:  


Question Response 
Company name: Accela, Inc. 
Ownership (sole proprietor, partnership, etc.): Corporation 
State of incorporation: California 
Date of incorporation: October 1981 
# of years in business: 34 
List of top officers: Maury Blackman - President and CEO 


John Alves - CFO 
Jerald Lo - CTO 
Jeff Tung - COO 
Max Schnoedl - Executive VP, Operations 
Rob Cassetti - Senior VP, Sales and Marketing 
Lee Ann Slinkard - Senior VP, Services 
Kris Trujillo - VP, Products 


Location of company headquarters: San Ramon, CA 
Location(s) of the company offices: San Ramon, CA 


San Francisco, CA 
San Jose, CA 
New York, NY 
Ronkonkoma, NY 
Portland, OR 
Boston, MA 


Location(s) of the office that will provide the services 
described in this RFP: 


San Ramon, CA (Accela Customer Support) 


Number of employees locally with the expertise to 
support the requirements identified in this RFP: 


0 


Number of employees nationally with the expertise to 
support the requirements in this RFP: 


2 (Kim Bruce and Chris Alderson) 


Location(s) from which employees will be assigned for 
this project: 


San Ramon, CA (Accela Customer Support) 


 


6.1.2 Please be advised, pursuant to NRS 80.010, a corporation organized pursuant to the laws of another state must register 
with the State of Nevada, Secretary of State’s Office as a foreign corporation before a contract can be executed between the State of 
Nevada and the awarded vendor, unless specifically exempted by NRS 80.015. 


6.1.3 The selected vendor, prior to doing business in the State of Nevada, must be appropriately licensed by the State of Nevada, 
Secretary of State’s Office pursuant to NRS76. Information regarding the Nevada Business License can be located at 
http://sos.state.nv.us. 


Woolpert Team Response:  


Accela, Inc. is licensed by Nevada’s SOS to conduct business in the State. 
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Question Response 


Nevada Business License Number: NV20141641164 


Legal Entity Name: Accela, Inc. 


 


Is “Legal Entity Name” the same name as vendor is doing business as? 


 


Yes X No  


 


6.1.4 Vendors are cautioned that some services may contain licensing requirement(s). Vendors shall be proactive in verification 
of these requirements prior to proposal submittal. Proposals that do not contain the requisite licensure may be deemed non-
responsive. 


Woolpert Team Response:  


Our team has all the necessary licensing to perform the services in the State’s RFP. 


6.1.5 Has the vendor ever been engaged under contract by any State of Nevada agency?  


Woolpert Team Response:  


Yes  No X 


 


6.1.6 Are you now or have you been within the last two (2) years an employee of the State of Nevada, or any of its agencies, 
departments, or divisions? 


Woolpert Team Response:  


Yes  No X 


 


6.1.7 Disclosure of any significant prior or ongoing contract failures, contract breaches, civil or criminal litigation in which the 
vendor has been alleged to be liable or held liable in a matter involving a contract with the State of Nevada or any other 
governmental entity. Any pending claim or litigation occurring within the past six (6) years which may adversely affect the vendor’s 
ability to perform or fulfill its obligations if a contract is awarded as a result of this RFP must also be disclosed. 


Does any of the above apply to your company? 


Woolpert Team Response:  


Yes X No  
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If “Yes”, please provide the following information. Table can be duplicated for each issue being identified. 


Question Response 


Date of alleged contract failure or 
breach: 


March 2011 


Parties involved: Accela, Inc. and the State of South Carolina 


Description of the contract failure, 
contract breach, litigation, or 
investigation, including the products or 
services involved: 


In March 2011, due to new administrative 
direction and agency-wide reorganization, the 
State of South Carolina terminated its contract.  


Amount in controversy: N/A 


Resolution or current status of the 
dispute: 


See description above. 


If the matter has resulted in a court 
case: 


Court Case Number 


N/A N/A 


Status of the litigation: Resolved/closed 


 


6.1.8 Vendors must review the insurance requirements specified in Attachment E, Insurance Schedule for RFP 3238. Does your 
organization currently have or will your organization be able to provide the insurance requirements as specified in Attachment E. 


Woolpert Team Response:  


Yes  No X 


Our team’s exceptions to the insurance requirements are identified on Attachment B, Technical Proposal Certification of Compliance 
with Terms and Conditions of RFP.  


Upon contract award, we will provide our Certificate of Insurance. 


6.1.9 Company background/history and why vendor is qualified to provide the services described in this RFP. Limit response to no 
more than five (5) pages. 


Woolpert Team Response:  


Accela was incorporated in California in 1981 and is a privately held corporation with its headquarters in San Ramon, California. To 
meet growing global demand, the company employs 600+ technology professionals and maintains business offices in the United 
States, United Arab Emirates, and Australia. Accela’s Civic Platform is implemented in virtually all U.S. states, as well as in Canada, 
Puerto Rico, Australia, New Zealand, and the United Arab Emirates. Throughout its 33-year history, Accela has served over 2,100 
separate agencies and thousands of their departments with the Civic Platform, including agencies that range in size from Nogales, AZ 
to the States of:  


• California 
Watch Maury Blackman, Accela 


CEO, explain how the Civic 


Platform benefits government 


at http://bloom.bg/1EjnJRC  



http://bloom.bg/1EjnJRC
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• District of Columbia 
• Maryland 
• Massachusetts 
• Michigan 
• Mississippi 
• Montana 
• New York 
• New Mexico 
• North Carolina 
• Oregon 
• Virginia 
• Washington 


The Accela platform also serves the Cities of New York, Atlanta, San Francisco, Seattle, Oakland, Washington, D.C., as well as federal 
agencies such as the U.S. Forest Service, the U.S. Fish & Wildlife Service, Internal Revenue Service, and National Park Service.   


  


 


In 1999, Accela launched Accela Automation—a Web-enabled enterprise platform. For the last 15 years, Accela’s focus has been 
delivering advanced web-based solutions to back-office and field-based government workers, featuring:  


• Strong mapping integration (Esri GIS), mobility apps, online citizen services, and integrated voice response (IVR) 
• On Premise or Cloud deployments 
• Perpetual License or Subscription-based pricing models 
• Multi-Tenant and regional solutions 
• Multi-lingual and internationalized solutions 
• Established strategic partnerships with industry leaders including, but not limited to Adobe, Apple, Avolve, Cisco, Esri, 


Hewlett Packard, Intel, Microsoft, Oracle, Selectron and Woolpert 
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Accela has consistently been first to market with groundbreaking technology for government, including: 


• First Web-based enterprise platform 
• First cloud applications 
• First fully customizable web interface 
• First 508-compliant product 
• First internationalized product 
• First iPhone app 
• First tablet/PC app 
• First free Open Data Platform with CivicData 


6.1.10 Length of time vendor has been providing services described in this RFP to the public and/or private sector. Please provide a 
brief description. 


Woolpert Team Response:  


As described in our response to 6.1.9, Accela has been providing solutions for government for 34 years. 


6.2.1.5 Business references as specified in Section 6.3, Business References must be provided for any proposed subcontractors. 


Woolpert Team Response:  


Woolpert and Accela are citing the same five required references as we worked collectively as a team for the referenced clients. See 
Tab VIII. Section 6 – Company Background and References for our team’s reference information. 


  


See how Accela is advancing civic 


engagement at 


http://www.accela.com/company/


  



http://www.accela.com/company/blog

http://www.accela.com/company/blog
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6.2.1.6 Provide the same information for any proposed subcontractor staff as specified in Section 6.4, Vendor Staff Skills and 
Experience Required. 


Woolpert Team Response:  


6.4.1 Project Manager Qualifications 


The Project Manager assigned by the awarded vendor to the engagement must have: 


6.4.1.1 A minimum of four (4) years of project management experience, within the last ten (10) years, in government or the private 
sector; 
6.4.1.2 A minimum of three (3) years of experience successfully implementing solutions similar to the solution proposed by the 
vendor for this project.  
6.4.1.3 A minimum of two (2) years of experience with systems analysis and design; 
6.4.1.4 A minimum of two (2) years of experience with systems development and implementation; 
6.4.1.5 Completed at least one (1) project within the past three (3) years that involved designing business processes and 
procedures and developing new systems to support the new business processes; and 
6.4.1.6 Completed at least one (1) project within the past three (3) years that involved communication and coordination of 
activities with external stakeholders. 


Woolpert Team Response:  


This is not applicable for our subcontractor as our proposed project manager will be an employee of Woolpert.  


6.4.2 Technical Lead Qualifications 


The technical lead assigned by the awarded vendor must have: 


6.4.2.1 A minimum of three (3) years of experience successfully implementing systems similar to the system proposed for this 
project. 
6.4.2.2 A minimum of four (4) years of experience in systems development, design and programming of automated systems; 
6.4.2.3 A minimum of four (4) years of experience developing systems using a relational database; 
6.4.2.4 A minimum of two (2) years of experience developing Internet applications; 
6.4.2.5 A minimum of two (2) years of experience managing systems architecture and systems development projects; and 


Woolpert Team Response:  


This is not applicable for our subcontractor as our proposed technical lead will be an employee of Woolpert. 


6.4.3 Implementation Lead Qualifications 


The implementation lead assigned by the awarded vendor must have: 


6.4.3.1 A minimum of three (3) years of experience managing the implementation of new business processes and procedures and 
new automated systems to support the new business processes; 
6.4.3.2 A minimum of two (2) years of experience managing the implementation of Internet applications; 
6.4.3.3 Completed at least one (1) project within the past three (3) years that involved the procurement, receipt and make ready of 
computer equipment and software; and 
6.4.3.4 Completed at least one (1) project within the past three (3) years that involved a phased implementation where systems 
activities were coordinated between the old and new system environments. 
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Woolpert Team Response:  


This is not applicable for our subcontractor as Woolpert will be providing implementation services. 


6.4.4 Individual Team Member Qualifications 


Each member of the awarded vendor's project team must meet at least one (1) of the qualifications below. In addition, the 
aggregation of the individual qualifications of the team members must cumulatively meet all of the following requirements. These 
requirements are: 


6.4.4.1 Two (2) years of experience within the last six (6) years analyzing and modeling business processes and defining user 
requirements; 
6.4.4.2 Two (2) years of experience within the last five (5) years designing online interfaces using the tools proposed for this 
project; 
6.4.4.3 Three (3) years of experience within the last five (5) years implementing systems similar to the system proposed for this 
project; 
6.4.4.4 Three (3) years of experience within the last five years developing secure Internet applications using the tools proposed for 
this project; and 
6.4.4.5 Completed at least one (1) project within the past three (3) years that involved development of course outlines and 
materials and organizing and conducting classes to support the implementation of new business processes and systems. 


Woolpert Team Response:  


This is not applicable for our subcontractor as Accela will not be completing any tasks for the State’s project. Accela will provide the 
software and hosting environment only. 


6.2.1.7 Staff resumes for any proposed subcontractors as specified in Section 6.5, Vendor Staff Resumes. 


Woolpert Team Response:  


Our resumes are provided in Tab IX – Attachment I – Proposed Staff Resumes. 


6.2.1.8 Vendor shall not allow any subcontractor to commence work until all insurance required of the subcontractor is provided to 
the vendor. 


Woolpert Team Response:  


Woolpert will abide by this requirement. 


6.2.1.9 Vendor must notify the using agency of the intended use of any subcontractors not identified within their original proposal 
and provide the information originally requested in the RFP in Section 6.2, Subcontractor Information. The vendor must receive 
agency approval prior to subcontractor commencing work. 


Woolpert Team Response:  


Woolpert will abide by this requirement. 
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6.2.1.10 All subcontractor employees assigned to the project must be authorized to work in this country. 


Woolpert Team Response:  


No Accela employees are assigned to the actual project. Chris Alderson (Customer Support Manager) and Kim Bruce (State of NV 
Account Manager) are authorized to work in this country and are US nationals. 


6.3 Business References 
6.3.1 Vendors should provide a minimum of five (5) business references from similar projects performed for private, state and/or 
large local government clients within the last four (4) years. 


6.3.3 Vendors must provide the following information for every business reference provided by the vendor and/or subcontractor: 


The “Company Name” must be the name of the proposing vendor or the vendor’s proposed subcontractor.  


Woolpert Team Response:  


Reference #: 1 


Company Name: Woolpert, Inc. and Accela, Inc. 


Identify role company will have for this RFP project 
(Check appropriate role below): 


X VENDOR X SUBCONTRACTOR 


Project Name: City of Reno, Accela Consulting Services 
Primary Contact Information 


Name: Michael Telliano 
Street Address: PO Box 1900 
City, State, Zip: Reno, NV 89523 
Phone, including area code: 775.745.3546 
Facsimile, including area code: N/A 
Email address: tellianom@reno.gov  


Alternate Contact Information 
Name: N/A 
Street Address: N/A 
City, State, Zip: N/A 
Phone, including area code: N/A 
Facsimile, including area code: N/A 
Email address: N/A 


Project Information 
Brief description of the project/contract 
and description of services performed: 


The team provided professional consulting 
services for the City of Reno as required to 
successfully implement Accela’s Civic Platform per 
the requirements set forth by the City. These 
services included: 


• Project Initiation 
• Project Management and Administration 
• Business Analysis 
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• System Setup 
• System Configuration 
• Data Conversion 
• Report Development 
• System Training 
• System Testing and Acceptance 
• Go-Live Assistance 


The following functions were implemented for the 
City:  


• Permitting and inspection 
• Seals 
• Licensing 
• Titling 
• Parks  
• Public online lookup of records. 
• Support online payment and issuance of 


permits 


Accela maintained effective backup and recovery 
infrastructure for the client.  


Original Project/Contract Start Date: December 2005 
Original Project/Contract End Date: December 2012 (includes 7 years of maintenance) 
Original Project/Contract Value: $909,153 
Final Project/Contract Date: December 2012 (includes 7 years of maintenance) 
Was project/contract completed in time 
originally allotted, and if not, why not? 


Yes 


Was project/contract completed within or 
under the original budget / cost proposal, 
and if not, why not? 


Yes 


 


Reference #: 2 


Company Name: Woolpert, Inc. and Accela, Inc. 


Identify role company will have for this RFP project 
(Check appropriate role below): 


X VENDOR X SUBCONTRACTOR 


Project Name: City of Denver Accela Resource Augmentation 
Primary Contact Information 


Name: Robert Belton 
Street Address: 1435 Bannock St 
City, State, Zip: Denver, Colorado 80202 
Phone, including area code: 720.913.5232 
Facsimile, including area code: N/A 
Email address: robert.belton@denvergov.org 


Alternate Contact Information 
Name: N/A 
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Street Address: N/A 
City, State, Zip: N/A 
Phone, including area code: N/A 
Facsimile, including area code: N/A 
Email address: N/A 


Project Information 
Brief description of the project/contract 
and description of services performed: 


This project with the City of Denver is for reporting 
services. 


The following functions were implemented for the 
client:  


• Permitting and inspection 
• Licensing 


 
Accela maintained effective backup and recovery 
infrastructure for the client. 


Original Project/Contract Start Date: 4/30/2015 
Original Project/Contract End Date: $536,960 
Original Project/Contract Value: 4/30/2016 
Final Project/Contract Date: Not complete until the end of the month. 
Was project/contract completed in time 
originally allotted, and if not, why not? 


Yes, it is currently under budget. 


Was project/contract completed within or 
under the original budget / cost proposal, 
and if not, why not? 


4/30/2016 


 


 


Reference #: 3 


Company Name: Woolpert, Inc. and Accela, Inc. 


Identify role company will have for this RFP project 
(Check appropriate role below): 


X VENDOR X SUBCONTRACTOR 


Project Name: City of Oklahoma City-Accela Work Order 
Primary Contact Information 


Name: Stan Reichert 
Street Address: 100 N Walker Ave. 
City, State, Zip: Oklahoma City, OK 73102 
Phone, including area code: 405.297.3886 
Facsimile, including area code: 405.297.3021 
Email address: stan.reichert@okc.gov 


Alternate Contact Information 
Name: N/A 
Street Address: N/A 
City, State, Zip: N/A 
Phone, including area code: N/A 
Facsimile, including area code: N/A 
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Email address: N/A 
Project Information 


Brief description of the project/contract 
and description of services performed: 


For the City of Oklahoma City, Woolpert is 
providing implementation support services to 
analyze the business processes, create a to-be 
business process document. Also, upon approved 
review of the to-be business process document by 
stakeholders, the Woolpert team will configure 
and build the Work Zone record type, if required. 
 
Accela maintained effective backup and recovery 
infrastructure for the client. 


Original Project/Contract Start Date: 5/26/2015 
Original Project/Contract End Date: 5/29/2016 
Original Project/Contract Value: $19,780 
Final Project/Contract Date: In progress 
Was project/contract completed in time 
originally allotted, and if not, why not? 


In progress 


Was project/contract completed within or 
under the original budget / cost proposal, 
and if not, why not? 


In progress 


 


Reference #: 4 


Company Name: Woolpert, Inc. and Accela, Inc. 


Identify role company will have for this RFP project 
(Check appropriate role below): 


X VENDOR X SUBCONTRACTOR 


Project Name: City of Torrance Accela Implementation / Accela Automation Work 
Management System Software, Phase II 


Primary Contact Information 
Name: Stephen Lavey 
Street Address: 3031 Torrance Blvd. 
City, State, Zip: Torrance, CA 90503 
Phone, including area code: 310.618.2567 
Facsimile, including area code: N/A 
Email address: SLAVEY@TorranceCA.gov 


Alternate Contact Information 
Name: N/A 
Street Address: N/A 
City, State, Zip: N/A 
Phone, including area code: N/A 
Facsimile, including area code: N/A 
Email address: N/A 


Project Information 
Brief description of the project/contract 
and description of services performed: 


Woolpert implemented the Accela Asset 
Management system (AMS) software application 
to meet the City’s Water, Wastewater, 







 NEVADA | REPLACEMENT OF THE MANUFACTURED HOUSING DIVISION’S CORE SYSTEMS 


State of Nevada 
April 19, 2016 135 


Stormwater, Parks, and Comm business 
requirements. Woolpert also analyzed datasets for 
migration and performed a pilot migration. 


The following functions were implemented for the 
City:  


• Permitting and inspection 
• Licensing 
• Parks  
• Support online payment and issuance of 


permits 
 
Accela maintained effective backup and recovery 
infrastructure for the client. 


Original Project/Contract Start Date: 5/1/2015 
Original Project/Contract End Date: 12/31/2016 
Original Project/Contract Value: $399,600 
Final Project/Contract Date: 12/31/2016 
Was project/contract completed in time 
originally allotted, and if not, why not? 


Currently on track for completion prior to contract 
expiration. 


Was project/contract completed within or 
under the original budget / cost proposal, 
and if not, why not? 


Currently on track based on delivery milestones. 


 


Reference #: 5 


Company Name: Woolpert, Inc. and Accela, Inc. 


Identify role company will have for this RFP project 
(Check appropriate role below): 


X VENDOR X SUBCONTRACTOR 


Project Name: City of Virginia Beach, VA Accela Implementation 
Primary Contact Information 


Name: Jolilda Saunders 
Street Address: 2405 Courthouse Drive, Bldg. 2, Room 115 
City, State, Zip: Virginia Beach, VA 23456 
Phone, including area code: 757.385.4621 
Facsimile, including area code: N/A 
Email address: JSaunder@vbgov.com 


Alternate Contact Information 
Name: N/A 
Street Address: N/A 
City, State, Zip: N/A 
Phone, including area code: N/A 
Facsimile, including area code: N/A 
Email address: N/A 


Project Information 
Brief description of the project/contract 
and description of services performed: 


The city of Virginia Beach is an existing Accela 
client that is looking to expand on their investment 
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in Accela Automation. This project involves 
implementing Accela Automation, Accela Mobile 
Office, Accela Citizen Access, and Accela GIS for 
the City of Virginia Beach Planning Department. 
 
Accela maintained effective backup and recovery 
infrastructure for the client. 


Original Project/Contract Start Date: 1/10/2014 
Original Project/Contract End Date: 4/26/2016 
Original Project/Contract Value: $690,609 
Final Project/Contract Date: 1/1/2016 
Was project/contract completed in time 
originally allotted, and if not, why not? 


No – additional testing time was requested by the 
City. 


Was project/contract completed within or 
under the original budget / cost proposal, 
and if not, why not? 


Yes 


 


6.3.4 Vendors must also submit Attachment F, Reference Questionnaire to the business references that are identified in Section 
6.3.3.  


6.3.5 The company identified as the business references must submit the Reference Questionnaire directly to the Purchasing 
Division.  


6.3.6 It is the vendor’s responsibility to ensure that completed forms are received by the Purchasing Division on or before the 
deadline as specified in Section 10, RFP Timeline for inclusion in the evaluation process. Reference Questionnaires not received, or 
not complete, may adversely affect the vendor’s score in the evaluation process.  


6.3.7 The State reserves the right to contact and verify any and all references listed regarding the quality and degree of 
satisfaction for such performance. 


Woolpert Team Response:  


We have submitted Attachment F, Reference Questionnaire to our business references that are identified in Section 6.3.3. We also 
requested that these references submit the completed questionnaires directly to the State’s Purchasing Division. 


We welcome the State to contact any of these references regarding the quality of and satisfaction with our work. 


6.4 Vendor Staff Skills and Experience Required 
6.4.1 Project Manager Qualifications 


The Project Manager assigned by the awarded vendor to the engagement must have: 


6.4.1.1 A minimum of four (4) years of project management experience, within the last ten (10) years, in government or the private 
sector; 
6.4.1.2 A minimum of three (3) years of experience successfully implementing solutions similar to the solution proposed by the 
vendor for this project.  
6.4.1.3 A minimum of two (2) years of experience with systems analysis and design; 
6.4.1.4 A minimum of two (2) years of experience with systems development and implementation; 
6.4.1.5 Completed at least one (1) project within the past three (3) years that involved designing business processes and 
procedures and developing new systems to support the new business processes; and 
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6.4.1.6 Completed at least one (1) project within the past three (3) years that involved communication and coordination of 
activities with external stakeholders. 


Woolpert Team Response:  


Our proposed Project Manager for the State’s project is Dave Raffenberg, PE, IAM. Mr. Raffenberg’s previous experience as a 
government Project Manager has provided him with a wealth of knowledge in managing projects similar to the State of Nevada’s. In 
addition, he has the following qualifications and experience:  


• 20 years’ experience in managing projects in the public and private sector 
• 5 years’ experience in successfully implementing the Accela solution 
• 18 years’ experience with systems analysis and design 
• 18 years’ experience with systems development and implementation 
• Completed 9 projects within the past three years that involved designing business processes and procedures and 


developing new systems to support the new business processes 
• Completed 9 projects within the past three years that involved communication and coordination of activities with external 


stakeholders 


6.4.2 Technical Lead Qualifications 


The technical lead assigned by the awarded vendor must have: 


6.4.2.1 A minimum of three (3) years of experience successfully implementing systems similar to the system proposed for this 
project. 
6.4.2.2 A minimum of four (4) years of experience in systems development, design and programming of automated systems; 
6.4.2.3 A minimum of four (4) years of experience developing systems using a relational database; 
6.4.2.4 A minimum of two (2) years of experience developing Internet applications; 
6.4.2.5 A minimum of two (2) years of experience managing systems architecture and systems development projects; and 


Woolpert Team Response:  


Jason Jackson is our proposed Technical Lead for the State’s project. He has the following qualifications and experience:  


• 8 years’ experience in successfully implementing systems similar to the system proposed for this project 
• 8 years’ experience in systems development, design and programming of automated systems 
• 8 years’ experience with developing systems using a relational database 
• 8 years’ experience developing Internet applications 
• 8 years’ experience managing systems architecture and systems development projects 


6.4.3 Implementation Lead Qualifications 


The implementation lead assigned by the awarded vendor must have: 


6.4.3.1 A minimum of three (3) years of experience managing the implementation of new business processes and procedures and 
new automated systems to support the new business processes; 
6.4.3.2 A minimum of two (2) years of experience managing the implementation of Internet applications; 
6.4.3.3 Completed at least one (1) project within the past three (3) years that involved the procurement, receipt and make ready of 
computer equipment and software; and 
6.4.3.4 Completed at least one (1) project within the past three (3) years that involved a phased implementation where systems 
activities were coordinated between the old and new system environments. 


Woolpert Team Response:  
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Chris Godwin is our proposed Implementation Lead for the State’s project. He has the following qualifications and experience:  


• 3 years’ experience managing the implementation of new business processes and procedures and new automated systems 
to support the new business processes 


• 3 years’ experience managing the implementation of Internet applications 
• 9 completed projects within the past three years that involved the procurement, receipt and make ready of computer 


equipment and software 
• 9 completed projects within the past three years that involved a phased implementation where systems activities were 


coordinated between the old and new system environments 


6.4.4 Individual Team Member Qualifications 


Each member of the awarded vendor's project team must meet at least one (1) of the qualifications below. In addition, the 
aggregation of the individual qualifications of the team members must cumulatively meet all of the following requirements. These 
requirements are: 


6.4.4.1 Two (2) years of experience within the last six (6) years analyzing and modeling business processes and defining user 
requirements; 
6.4.4.2 Two (2) years of experience within the last five (5) years designing online interfaces using the tools proposed for this 
project; 
6.4.4.3 Three (3) years of experience within the last five (5) years implementing systems similar to the system proposed for this 
project; 
6.4.4.4 Three (3) years of experience within the last five years developing secure Internet applications using the tools proposed for 
this project; and 
6.4.4.5 Completed at least one (1) project within the past three (3) years that involved development of course outlines and 
materials and organizing and conducting classes to support the implementation of new business processes and systems. 


Woolpert Team Response:  


Woolpert’s greatest strength is in our project management and production personnel—highly trained professionals who work 
efficiently as a team on all aspects of an implementation project. Our methods use the talents and creative energy of proven 
performers who have been involved in every area of implementation projects for many years. 


A summary of our team’s qualifications is provided in the table below. The qualifications and timeframes referenced in the table are 
the requirements listed in Section 6.4.4 Individual Team Member Qualifications of the RFP. Note that our individual team members 
and our team as a whole exceed the basic requirements listed in the RFP. 
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          Required Qualifications 


 
2 years 


analyzing and 
modeling 
business 


processes and 
defining user 
requirements 
within the last 


six (6) years 


2 years 
designing online 
interfaces using 


the tools 
proposed for 
this project 


within the last 
five (5) years 


3 years 
implementing 


systems similar 
to the system 
proposed for 
this project 


within the last 
five (5) years 


3 years 
developing 


secure Internet 
applications 


using the tools 
proposed for 
this project 


within the last 
five (5) years 


Completed at 
least 1 project 
that involved 


development of 
course outlines 
and materials 
and organizing 
and conducting 


classes 
within the past 
three (3) years 


Dave Feuer, PMP, IAM 
     


Dave Raffenberg, PE, 
IAM      


Jason Jackson 
     


Chris Godwin 
      


Orlando Mora 
      


Terylin Sizemore 
      


Caleb Wade 
      


Victor Staggs 
      


Dominik Medved, CSM 
      


 


6.5 Vendor Staff Resumes 
A resume must be completed for each proposed individual on the State format provided in Attachment I, Proposed Staff Resume, 
including identification of key personnel per Section 14.3.19, Key Personnel. 


Woolpert Team Response:  


We have assembled a team of professionals who, on both the national and local levels, demonstrate the highest degree of expertise 
available. 


Resumes for the Woolpert Team are provided in Tab IX – Attachment I – Proposed Staff Resumes. 


Our organizational chart for the State’s project is below.  
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6.6 Preliminary Project Plan 
Our preliminary project plan is in Tab X of this submittal. 


6.7 Project Management 
Vendors must describe the project management methodology and processes utilized for: 


6.7.1 Project integration to ensure that the various elements of the project are properly coordinated; 


6.7.2 Project scope to ensure that the project includes all the work required and only the work required to complete the project 
successfully; 


Woolpert Team Response:  


Effective project management begins with the project plan. Proper planning helps project managers divide their projects into 
manageable phases and tasks that are closely monitored to ensure schedules are met. Project plans contain work breakdown 
structures, fee budgets, schedules, project team organizations and quality standards for the project. All team members receive 
copies of the plans and amendments, and they review the plans with their project manager.  


Because the plan is essentially a map for the project, project managers monitor, evaluate and amend their plans throughout the 
project. Monitoring a project’s progress against its plan keeps both the project team and the client up-to-date. Frequent and 
consistent monitoring also reveals scheduling, staffing and budgeting problems that may arise unexpectedly. Our project managers 
consult with the State and the project team, and use the company’s Resource Allocation Tool to monitor progress. 
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6.7.3 Time management to ensure timely completion of the project. Include defining activities, estimating activity duration, 
developing and controlling the project schedule; 


Woolpert Team Response:  


At the earliest opportunity, we begin a dialogue with you to clearly identify your expectations. We ask questions and actively listen 
so we can understand. We want to know the purpose of this project, why this project is required and how it fits within your 
organization. We also want to know its relationship with other projects. 


Once you’ve selected us as your consultant, the discussion continues. Before a contract is signed, we talk with you about the details 
of the project scope, schedule and budget to dig deeper, going beyond what’s described in the RFP. We discuss all of the various 
interpretations of and assumptions about the project in order to understand and meet your expectations. 


We utilized Microsoft Project to develop the work breakdown (WBS) structure, activities durations and work effort. We have 
developed a detailed scheduled already for your project and proposed this schedule of activities in our response. Based on this plan, 
once we received notice-to-proceed, we can allocate resources and effectively monitor and track the project during execution. The 
schedule is baselined so that opportunity to save time and lost time can be tracked and the project’s critical path can be managed.  


6.7.4 Management of contractor and/or subcontractor issues and resolution process; 


Woolpert Team Response:  


We use a project issues log to identify and document any issues that arise during the project. We document the nature of the 
problem and who is responsible for solving it. The log is an excellent tool for keeping issues from falling through the cracks. 


6.7.5 Responding to and covering requested changes in the project time frames; 


Woolpert Team Response:  


Identifying client expectations and clearly defining tasks at the start of every project help us to prevent change orders. However, 
should the State request any change orders, Woolpert has more than 600 professional and technical personnel and has the capacity 
to cover virtually any requested changes within the project timeframe. 


6.7.6 Responding to State generated issues; 


Woolpert Team Response:  


Communication is key in effectively addressing any issues that arise. Please see our response in Section 6.7.9 to view our 
Communication Plan. This plan along with our issues log described in Section 6.7.4 will allow us to respond effectively to the State’s 
concerns. 


6.7.7 Cost management to ensure that the project is completed within the approved budget. Include resource planning, cost 
estimating, cost budgeting and cost control; 


6.7.8 Resource management to ensure the most effective use of people involved in the project including subcontractors; 


Woolpert Team Response:  


Our Project Manager sets hourly budgets for each task to correspond with the work plan, and on a weekly basis, our managers 
monitor the schedule and budgets. 
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To meet your budget, Woolpert employs effective project management and a talented, experienced project team. From the 
beginning of every effort, our project manager works with you to identify your expectations and help you determine the scope of 
the work. With this essential information, the project manager creates a detailed work plan that includes work breakdown 
structures, budgets, schedules and project team organization. This preparation and planning helps us divide projects into 
manageable phases and tasks that can be accomplished over short periods of time and effectively monitored. 


Our project manager is responsible for bringing together the right resources—personnel and equipment—to deliver services on time 
and within budget. To accomplish this, the project manager confers with our technical staff managers and uses Woolpert’s online 
Resource Allocation Tool. The tool shows staff resources and active projects tied to a timeline for all projects firmwide. Individual 
team members are selected based on training, experience and work commitments in order to match the specific project 
requirements, budget and schedule. 


On a weekly basis, the project manager closely monitors all aspects of project performance, with particular emphasis on quality, 
budget and schedule. Progress is measured against the project milestones established at the beginning of the effort. The project 
manager keeps the State informed of the progress through regularly-scheduled meetings (in-person, over the phone and online), 
email and progress reports. 


6.7.9 Communications management to ensure effective information generation, documentation, storage, transmission and 
disposal of project information; and 


Woolpert Team Response:  


For every project we work on, Woolpert establishes a Communication Plan:  


• In this plan, we describe the flow of communication among all members of the project team. Team members include 
the State of Nevada, Woolpert and any other organization involved in the work. 


• As part of project protocols, we identify points of contact and those who have the authority to make project decisions 
for the State of Nevada. 


• Our tools for effective communication include regularly-scheduled meetings (in-person, over the phone and online), e-
mail, progress reports and monthly invoices.  


• If requested, we create a secure project management website, designed specifically for the State of Nevada and the 
project. The website gives you the convenience of the Internet to check on the status of a project, upload or download 
files, manage documents and keep track of project-related activities. 


6.7.10 Risk management to ensure that risks are identified, planned for, analyzed, communicated and acted upon effectively. 


Woolpert Team Response:  


For every project, Woolpert establishes a Risk Management Plan as a part of the larger Project Plan:  


• A risk management plan asks, “What could possibly go wrong with this project?”  
• Once we ask the question, we explain how we’ll manage the risks throughout the project to successfully complete the 


work. 
• We continue to discuss the risks with you throughout the project. 
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6.8 Quality Assurance 
Vendors must describe the quality assurance methodology and processes utilized to ensure that the project will satisfy State 
requirements as outlined in Section 5, Scope of Work of this RFP. 


Woolpert Team Response:  


Quality Assurance is process-oriented and is used by Woolpert professionals to execute the right processes/procedures, with the 
right people, and at the right time in order to meet the listed quality expectations. With our Quality Assurance reviews we monitor 
our entire Woolpert QMP to measure the integrity and effectiveness of each step within the overall continuous improvement 
process. Our Quality Assurance efforts focus on the following seven areas:  


Work Processes and Procedures 
• Review the documented work processes and procedures to keep them updated and accurate 
• Create new work processes and procedures, as needed, to improve quality 
• Maintain an on-going training program with staff on the processes and procedures 


Client Quality Requirements 
• Communicate with the client throughout a project (before, during, and after) to define quality requirements and determine 


if they are being met 
• Make adjustments in work processes and procedures to meet client quality requirements related to services and 


deliverables 


Quality Policy and Objectives 
• Verify that the Quality Policy and Objectives are relevant to the work that is being performed for our clients 
• Modify the Quality Policy and Objectives if they are not in alignment with our company strategy and client’s expectations 


QMP Leadership 
• Conduct periodic performance reviews with the Quality Management Officer and QMP Champions to make sure the goals 


of the program are being met 
• Make changes to the QMP leadership group if goals are not being met 


Resource Allocation 
• Hire the right people and train them to be effective in their roles 
• Conduct periodic performance reviews with staff, prepare development plans for continuous improvement, and make 


quality a performance measurement 
• Determine, by a collective decision of the Discipline Leaders, Practice Leaders, Team Leaders, and Project Managers, which 


qualified staff members will participate on the project 
• Maintain up-to-date technology and provide the proper work space for project teams to be successful on assignments 
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Project Plans 
• Before starting an assignment, the Project Managers will prepare a 


Project Plan that includes the following components: scope, schedule, 
budget, roles/responsibilities, communications, Quality Control, and risk 
management.  


• The Project Plan will be reviewed and approved by the Woolpert Market 
Directors. 


• Project Managers will determine all required resources (suppliers, 
outside consultants, and technology) to complete the project 
successfully. 


• All work will go through Quality Control procedures before being released 
to the client. 


Client Satisfaction Surveys 
• Client Satisfaction Surveys will be used to help monitor and measure 


quality expectations and results. 
• The surveys will identify the quality of the services provided and the 


deliverables submitted to the client. 
• The QMP Officer and Champions will collect and analyze the results and 


make recommendations for improvements. 
• Remedial action to improve quality will occur, and nonconforming 


projects will be documented to prevent reoccurrences. 


6.9 Metrics Management  
Vendors must describe the metrics management methodology and processes utilized to satisfy State requirements as outlined in 
Section 5, Scope of Work of this RFP. The methodology must include the metrics captured and how they are tracked and measured. 


Woolpert Team Response:  


Within the Plan, it is expected that both Woolpert and the State will collaborate on acceptance criteria for key milestones in the 
project to ensure the State requirements are met.  


6.10 Design and Development Processes  
Vendors must describe the methodology, processes and tools utilized for: 


6.10.1 Analyzing potential solutions, including identifying alternatives for evaluation in addition to those suggested by the State; 


Woolpert Team Response:  


Accela is composed of various design teams from those that concentrate on proven technologies in the marketplace to those that 
concentrate on the end user experience. It is the melding of the knowledge of these teams that significantly contributes to the 
advancements that the company makes every year in its major release. Accela regularly schedules internal meetings and other 
interchanges of these individual and collective groups to envision, review and present the benefits and ease of use to our clients in 
all of its technology being proposed. Significant testing and collaborative analytical sessions take place on virtually every single 
release aspect. Accela also fosters and accepts recommendations of potential solutions, involving functionality and features, from 
every single one of its clients. These recommendations undergo the same level of consideration given to those aspects that arise 
from our own internal specialists. The evaluation of functionality and alternative functionality is a mainstay of the early duties 
performed during an implementation where our business experts meet with your business experts. Resultant and accepted 
technologies and advancements to the software ultimately become of benefit to each one of our clients. 
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6.10.2 Developing a detailed operational concept of the interaction of the system, the user and the environment that satisfies the 
operational need; 


Woolpert Team Response:  


A great portion of our response provided directly above similarly applies here. Operational needs are goals that realistically must be 
met from client to client. However, how these needs are met encompasses the definition, analysis and testing of these needs against 
the system and under the specific user interface that seamlessly integrates all aspects of our solutions. Only when such aspects are 
considered by appropriate teams at Accela is the software ready to be absorbed into the operation of all of our client sites through 
planned releases. 


6.10.3 Identifying the key design issues that must be resolved to support successful development of the system; and 


Woolpert Team Response:  


The output of MHD’s analysis sessions will include To-Be documentation, identifying MHD’s specific configuration. This output (e.g., 
forms, fields, fees, tools) are all contained within the Civic Platform’s administration toolset (workflow, agency custom fields, agency 
custom fees, etc.). 


6.10.4 Integrating the disciplines that are essential to system functional requirements definition. 


Woolpert Team Response:  


From an implementation perspective, this integration of disciplines needed to participate in defining specific requirements occurs as 
a by-product of the interchanges that take place during the requirements definition portion of an implementation. To advance that 
discussion, many years ago Accela developed Best Practice Templates (BPTs) that are an extensive set of requirements representing 
“best practices” and which to a great extent exist at the majority of our client sites. The consideration of BPTs has substantially 
reduced the traditional integration discussions that occur as part of every implementation by providing our clients with proven ways 
of doing business that are already inherently integrated into the entire Civic Platform. 


6.11 Configuration Management  
Vendors must describe the methodology, processes and tools utilized for: 


6.11.1 Control of changes to requirements, design and code; 


Woolpert Team Response:  


Requirements will be documented in the Configuration Guide as part of Configuration Management. The Configuration Guide, along 
with all documentation, will be stored on the project website. The project website has change control functionality that will allow 
versioning to be used. For the configuration, there will be a DEV environment and each update to the Configuration Guide will lead 
to configuration updates to the configuration within DEV.  


6.11.2 Control of interface changes; 


Woolpert Team Response:  


Woolpert uses Subversion (SVN) to manage project artifacts for development and system integration work both for clients and 
internal use. Subversion is a centralized version control system (VCS) released under an open source license. Woolpert’s SVN server 
is hosted locally on Woolpert network and managed by Woolpert’s IT. 
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6.11.3 Traceability of requirements, design and code; 


Woolpert Team Response:  


A Traceability Matrix will be created on the project website and managed throughout the project. 


6.11.4 Tools to help control versions and builds; 


Woolpert Team Response:  


Woolpert uses Central Desktop for document control and Subversion for custom software code control. 


6.11.5 Parameters established for regression testing; 


Woolpert Team Response:  


Any custom software has a corresponding use case that describes the business purpose for the requirement.  


6.11.6 Baselines established for tools, change log and modules; 


Woolpert Team Response:  


Microsoft Project is used to baseline the schedule. Status reports along with a change control log on the project website will also be 
utilized.  


6.11.7 Documentation of the change request process including check in/out, review and regular testing; 


Woolpert Team Response:  


Woolpert proposes the following process be used for change requests: 


This section defines how changes to the original objectives and/or deliverables defined in the contracted Statement of Work will be 
handled. Both Woolpert and the Client recognize that changes are a normal part of the project life cycle. Woolpert believes that 
managing change to project scope, cost, and schedule are critical to a project’s success and employs a comprehensive approach to 
change control. Woolpert’s established change control process is documented as follows: 


Any project team member (Client or Woolpert) may initiate a Change Request whenever there is a perceived need for a change that 
will affect the desired or anticipated outcome of the work or any element of the project. The project team member will use a 
Change Control Notice (CCN) form as appropriate for the change: 


• Agreement to a Change Request signifies agreement to a change in overall costs, functionality, time scales, or other identified 
project impact. 


• Changes will be identified and communicated by/to the respective Project Managers by any of the prescribed communication 
channels. Change Requests may be introduced via verbal conversation or other form of communication but must be supported 
by the appropriate CCN document. 


• All CCN’s will be signed by both the Client and Woolpert Project Managers to indicate acceptance of the changes. 
• All project participants should understand that time is of the essence when initiating, reviewing, negotiating, and approving 


Change Requests, as any delays to work in progress caused by a CCN may impact the overall project schedule and budget. 
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All request changes should be managed from their initiation through to their completion (acceptance or rejection) within the agreed 
upon timeframe as documented in the Project Plan, from the start of the process. If the Client and Woolpert project managers 
cannot reach common agreement on the request change within this time frame, the issue will be elevated to the next level of 
management (both Client and Woolpert) for resolution. During the resolution process, all downstream project tasks potentially 
impacted by the requested change will be placed on hold until such time that resolution is achieved. 


The following workflow diagram graphically depicts the above detailed process: 


 
Figure 8: Change Control Process 


 


Each Change Control Notice (CCN) will clearly document the following: 


• Date 
• Change Control Number 
• CCN Initiated By 
• Original Scope of Services (language from the original scope that is being considered for change) 
• Proposed Change (narrative of the proposed change(s) being sought) 
• Schedule Impact (details about the proposed change(s) impact to the overall project schedule 
• Fee Impact (details on the proposed change(s) impact to the project budget) 
• Risk Assessment (narrative discussion about the risks the proposed change(s) will introduce to the project and the ways in 


which said risk will be mitigated) 
• Acceptance Signatures (Woolpert and Client project managers) 


6.11.8 Documentation of the change control board and change proposal process; and 


Woolpert Team Response:  


We have provided relevant documentation that can be leveraged by a change control board and change control process for 6.11.7. 


Change Control Process 
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6.11.9 Change log that tracks open/closed change requests. 


Woolpert Team Response:  


Per above response, a change log will be used and stored on the project website. 


6.12 Peer Review Management  
Vendors must describe the methodology, processes and tools utilized for: 


6.12.1 Peer reviews conducted for design, code and test cases; 


Woolpert Team Response:  


Woolpert takes peer reviews seriously. We have developed a Quality Management Process (QMP) that is adhered to throughout the 
company. Our QMP also follows best practices in the industry and is very much tied to the Project Management Body of Knowledge. 
Quality control checklists are developed and specifically tied to deliverables and independently reviewed by qualified staff that are 
not participating in the project. 


6.12.2 Number of types of people normally involved in peer reviews; 


Woolpert Team Response:  


Typically one to two people are involved in a peer review. 


6.12.3 Types of procedures and checklists utilized; 


Woolpert Team Response:  


The procedures and checklists vary by deliverable. Essentially, checklists are developed to ensure both the quality of the document 
and content meet the Scope of Work and Woolpert’s internal expectations.  


6.12.4 Types of statistics compiled on the type, severity and location of errors; and 


Woolpert Team Response:  


Accela has error checking and reporting built into it that is leveraged by our Analysts during the project. Errors have been tracked in 
prior projects, but for a commercial-off-the-shelf product like Accela it is not planned for this project. A key statistic that will be 
tracked is the number of records completed and by whom. To ensure success the State core team must work with the system during 
the configuration design. 


6.12.5 How errors are tracked to closure. 


Woolpert Team Response:  


How errors are tracked to closure will be tracked in our Project Plan, specifically the UAT Plan. 
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6.13 Project Software Tools 
6.13.1 Vendors must describe any software tools and equipment resources to be utilized during the course of the project including 
minimum hardware requirements and compatibility with existing computing resources as described in Section 3.4, Current 
Computing Environment. 


Woolpert Team Response:  


Key project management tools are Microsoft Project and Woolpert’s Enterprise Resource Planning software, Deltek. Our technical 
team leverages a host of technical software include Microsoft Visio, SQL Server, Oracle, Crystal Reports, SQL Server Reporting 
Services and .NET. 


6.13.2 Costs and training associated with the project software tools identified must be included in Attachment J, Project Costs. 


Woolpert Team Response:  


No costs or training is being passed onto the State for this project for the project software tools identified.  
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Tab IX. Attachment I – Proposed Staff Resumes 
Our team’s resumes are provided on the following pages in the State-requested format. 
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PROPOSED STAFF RESUME 
 


A resume must be completed for all proposed contractor staff and proposed subcontractor staff. 
COMPANY NAME: Woolpert, Inc. 


   Contractor �   Subcontractor 
Name: Dave Feuer, PMP, IAM  Key Personnel 
Classification: PMP, IAM # of Years in Classification: 6, 1 


Brief Summary of 
Experience: 


Dave Feuer leads a group of Information Management (IM) experts in 
designing and implementing successful asset management, permitting and 
licensing, and code enforcement solutions for municipal clients using a 
refined process, proven to help businesses reach optimal performance. Dave is 
responsible for strategic planning and collaboration, staff management, and 
resource allocation to ensure clients receive maximally effective IM solutions. 


# of Years with Firm: 8 
RELEVANT PROFESSIONAL EXPERIENCE 


Required Information: 
 
MMYYYY to Present: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


05/2015 to Present 
Woolpert, Inc. 
City of Oklahoma, Oklahoma 
Stan Reichert 
100 N Walker Ave., Oklahoma City, OK 73102; 
405.297.3886 
stan.reichert@okc.gov 
Project Manager 
Woolpert is providing implementation support services to 
analyze the business processes, create a to-be business 
process document. 
Accela solution 


Required Information: 
 
MMYYYY to MMYYYY: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


09/2013 to 10/2015 
Woolpert, Inc. 
City of Kettering, Ohio 
Drew Miller 
3600 Shroyer Rd, Kettering, OH 45429; 
drew.miller@ketteringoh.org 
937.296.2470 
Project oversight 
This project included upgrading Permits Plus to Accela 
Automation, the implementation of the Asset Management 
Module, and associated add-on products. 
Accela solution 


EDUCATION 


Institution Name: 
City: 
State: 
Degree/Achievement: 
Certifications: 


University of Miami School of Business 
Miami 
Florida 
Master of Science, Computer information Systems 
N/A 
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Institution Name: 
City: 
State: 
Degree/Achievement: 
Certifications: 


University of Miami School of International Studies 
Miami 
Florida 
Master of Arts, International Studies/Geography and Regional Studies 
N/A 


Institution Name: 
City: 
State: 
Degree/Achievement: 
Certifications: 


University of Colorado 
Boulder 
Colorado 
Bachelor of Arts, International Studies and German Double Major 
N/A 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 
Environments: N/A N/A 
Hardware: N/A N/A 
Software: Accela, Cityworks, EnerGov, Microsoft Office 18 
Tools: N/A N/A 
Databases: N/A N/A 


REFERENCES 


Minimum of three (3) required, including name, title, 
organization, phone number, fax number and email 
address 


Stan Reichert, IT Project Manager 
Oklahoma City, OK 
405.297.3886 
405.271.5254 (fax) 
Stan.reichert@okc.gov  
 
Robert Belton, Manager of Enterprise 
Applications 
City and County of Denver, CO 
720.913.5232 
N/A 
robert.belton@denvergov.org 
 
Drew Miller, Administrative Systems Manager 
City of Kettering, OH 
937.296.2470 
N/A 
drew.miller@ketteringoh.org 
 
 


 
  







 NEVADA | REPLACEMENT OF THE MANUFACTURED HOUSING DIVISION’S CORE SYSTEMS 


State of Nevada 
April 19, 2016 154 


PROPOSED STAFF RESUME 
 


A resume must be completed for all proposed contractor staff and proposed subcontractor staff. 
COMPANY NAME: Woolpert, Inc. 


   Contractor �   Subcontractor 
Name: Dave Raffenberg, PE, IAM  Key Personnel 
Classification: PE, IAM # of Years in Classification: 2, 1 


Brief Summary of 
Experience: 


Mr. Raffenberg has experience in value offered project management of 
geospatial information systems, including Accela integration and 
implementation within the local utility ecosystem. Extensive working 
knowledge of utility administration and practices, utility engineering, 
planning, and design and construction.  


# of Years with Firm: 4 
RELEVANT PROFESSIONAL EXPERIENCE 


Required Information: 
 
MMYYYY to Present: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


05/2015 to 12/2016 
Woolpert, Inc. 
City of Torrance, California 
Stephen Lavey 
3031 Torrance Blvd., Torrance, CA 90503; 310.618.2567 
SLAVEY@TorranceCA.gov 
Solution engineer 
Woolpert implemented the Accela Asset Management system 
(AMS) software application to meet the City’s Water, 
Wastewater, Stormwater, Parks, and Comm business 
requirements. 
Accela solution 


Required Information: 
 
MMYYYY to MMYYYY: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


9/2013 to 10/2015 
Woolpert, Inc. 
City of Kettering, Ohio 
Drew Miller 
3600 Shroyer Rd, Kettering, OH 45429; 
drew.miller@ketteringoh.org 
937.296.2470 
Project Manager 
This project included upgrading Permits Plus to Accela 
Automation, the implementation of the Asset Management 
Module, and associated add-on products. 
Accela solution 


EDUCATION 


Institution Name: 
City: 
State: 
Degree/Achievement: 
Certifications: 


University of Tennessee 
Knoxville 
Tennessee 
Master of Science, Industrial Engineering 
N/A 


Institution Name: Marietta College 
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City: 
State: 
Degree/Achievement: 
Certifications: 


Marietta 
Ohio 
Bachelor of Science, Petroleum Engineering 
N/A 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 
Environments: Windows / Unix 25 / 5 
Hardware: Dell, IBM / Compaq 25 / 5 


Software: 
Accela Automation, ESRI ArcGIS, Javascript, PHP, 
VBA 7 


Tools: Crystal Reports, TOAD, MS Project 7 
Databases: Oracle, MS Access 17 


REFERENCES 


Minimum of three (3) required, including name, title, 
organization, phone number, fax number and email 
address 


Drew Miller, Administrative Systems Manager 
City of Kettering, OH 
937.296.2470 
N/A 
drew.miller@ketteringoh.org 
 
Stephen Lavey, Systems Analyst 
City of Torrance, CA 
310.618.2567 
N/A 
SLAVEY@TorranceCA.gov 
 
Robert Parker, Information System Analyst 
City of Corvallis, OR 
541.766.6916 
N/A 
Robert.parker@corvallisoregon.gov 
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PROPOSED STAFF RESUME 
 


A resume must be completed for all proposed contractor staff and proposed subcontractor staff. 
COMPANY NAME: Woolpert, Inc.  


   Contractor �   Subcontractor 
Name: Jason Jackson  Key Personnel 
Classification: N/A # of Years in Classification:  


Brief Summary of 
Experience: 


Mr. Jackson provides hardware, software, and professional services to private 
and public agencies. Jason has several years of experience in the building and 
construction business that has allowed him to be successful in the 
implementation of Accela software.  


# of Years with Firm: 8 
RELEVANT PROFESSIONAL EXPERIENCE 


Required Information: 
 
MMYYYY to Present: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


05/2015 to 12/2016 
Woolpert, Inc. 
City of Torrance, California 
Stephen Lavey 
3031 Torrance Blvd., Torrance, CA 90503; 310.618.2567 
SLAVEY@TorranceCA.gov 
Senior technical support 
Woolpert implemented the Accela Asset Management system 
(AMS) software application to meet the City’s Water, 
Wastewater, Stormwater, Parks, and Comm business 
requirements. 
Accela solution 


Required Information: 
 
MMYYYY to MMYYYY: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


05/2015 to Present 
Woolpert, Inc. 
City of Oklahoma 
Stan Reichert 
100 N Walker Ave., Oklahoma City, OK 73102; 
405.297.3886 
stan.reichert@okc.gov 
Senior technical support 
Woolpert is providing implementation support services to 
analyze the business processes, create a to-be business 
process document. 
Accela solution 


EDUCATION 


Institution Name: 
City: 
State: 
Degree/Achievement: 
Certifications: 


N/A 
 
 
 
 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 
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Environments: MS Server 2008, 2008R2, 2012 6 
Hardware: Dell, HP, Servers, Network Equipment 6 


Software: 
Accela Automation, SharePoint, Central Desktop, 
SSRS, Crystal, Microsoft Office, VMware 7 


Tools: 
Crystal Reports, SSRS, SQL Server Management, 
SQL Developer, VMware 7 


Databases: SQL Server 2005/2008/2012, Oracle 7 
REFERENCES 


Minimum of three (3) required, including name, title, 
organization, phone number, fax number and email 
address 


Stan Reichert, IT Project Manager 
Oklahoma City, OK 
405.297.3886 
405.271.5254 (fax) 
Stan.reichert@okc.gov  
 
Anthony Valdez, Fire Marshal/Bureau Chief 
South Metro Fire Water District (CO) 
720.989.2248 
Anthony.valdez@southmetro.org  
 
Robert Belton, Manager of Enterprise 
Applications 
City and County of Denver, CO 
720.913.5232 
N/A 
robert.belton@denvergov.org 
 
Drew Miller, Administrative Systems Manager 
City of Kettering, OH 
937.296.2470 
N/A 
drew.miller@ketteringoh.org 
 


 
  



mailto:Anthony.valdez@southmetro.org
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PROPOSED STAFF RESUME 
 


A resume must be completed for all proposed contractor staff and proposed subcontractor staff. 
COMPANY NAME: Woolpert, Inc. 


   Contractor �   Subcontractor 
Name: Chris Godwin  Key Personnel 
Classification: N/A # of Years in Classification:  


Brief Summary of 
Experience: 


Mr. Godwin manages the analysis process, configuring, testing and 
demonstrating the new software while holding to project timelines. He also 
assists in teaching end users and managing and maintaining the new software. 
Mr. Godwin has a very diverse background that includes systems analysis, 
report development (Crystal Reports and SQL) and client interaction. His 
technical experience includes implementing the Accela Automation system 
for Land Management and Asset Management modules of the software.  


# of Years with Firm: 3 
RELEVANT PROFESSIONAL EXPERIENCE 


Required Information: 
 
MMYYYY to Present: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


05/2015 to 12/2016 
Woolpert, Inc. 
City of Torrance, California 
Stephen Lavey 
3031 Torrance Blvd., Torrance, CA 90503; 310.618.2567 
SLAVEY@TorranceCA.gov 
Script development and user training 
Woolpert implemented the Accela Asset Management system 
(AMS) software application to meet the City’s Water, 
Wastewater, Stormwater, Parks, and Comm business 
requirements. 
Accela solution 


Required Information: 
 
MMYYYY to MMYYYY: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


9/2013 to 10/2015 
Woolpert, Inc. 
City of Kettering, Ohio 
Drew Miller 
3600 Shroyer Rd, Kettering, OH 45429; 
drew.miller@ketteringoh.org 
937.296.2470 
Lead analyst, developer and phase manager 
This project included upgrading Permits Plus to Accela 
Automation, the implementation of the Asset Management 
Module, and associated add-on products. 
Accela solution 


EDUCATION 


Institution Name: 
City: 
State: 
Degree/Achievement: 


N/A 
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Certifications:  


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 
Environments: Windows 7-10, MAC OS, MS Server 2008, 5 
Hardware: PC’s, Networking, Servers 5 


Software: 
Accela Automation, SharePoint, Central Desktop, SSRS, 
MS Office, Adobe Creative Suite, various IDE’s 5 


Tools: Crystal Reports, SQLDeveloper, Visual Studio/SSMS 5 
Databases: MS SQL Server/Oracle 5 


REFERENCES 


Minimum of three (3) required, including name, title, 
organization, phone number, fax number and email 
address 


Robert Belton, Manager of Enterprise 
Applications 
City and County of Denver, CO 
720.913.5232 
N/A 
robert.belton@denvergov.org 
 
Drew Miller, Administrative Systems Manager 
City of Kettering, OH 
937.296.2470 
N/A 
drew.miller@ketteringoh.org 
 
Stephen Lavey, Systems Analyst 
City of Torrance, CA 
310.618.2567 
N/A 
SLAVEY@TorranceCA.gov 
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PROPOSED STAFF RESUME 
 


A resume must be completed for all proposed contractor staff and proposed subcontractor staff. 
COMPANY NAME: Woolpert, Inc. 


   Contractor �   Subcontractor 
Name: Orlando Mora � Key Personnel 
Classification: N/A # of Years in Classification:  


Brief Summary of 
Experience: 


Orlando specializes in designing Accela Automation interfaces for 
government agencies, customized for optimal efficiency. He is responsible for 
data analysis, documentation, and configuration, as well as providing user-
training and facilitating User Acceptance Testing (UAT). 


# of Years with Firm: 3 
RELEVANT PROFESSIONAL EXPERIENCE 


Required Information: 
 
MMYYYY to Present: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


05/2015 to Present 
Woolpert, Inc. 
City of Oklahoma 
Stan Reichert 
100 N Walker Ave., Oklahoma City, OK 73102; 
405.297.3886 
stan.reichert@okc.gov 
Lead technical consultant 
Woolpert is providing implementation support services to 
analyze the business processes, create a to-be business 
process document. 
Accela solution 


Required Information: 
 
MMYYYY to MMYYYY: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


05/2015 to 12/2016 
Woolpert, Inc. 
City of Torrance, California 
Stephen Lavey 
3031 Torrance Blvd., Torrance, CA 90503; 310.618.2567 
SLAVEY@TorranceCA.gov 
Team member 
Woolpert implemented the Accela Asset Management system 
(AMS) software application to meet the City’s Water, 
Wastewater, Stormwater, Parks, and Comm business 
requirements. 
Accela solution 


EDUCATION 


Institution Name: 
City: 
State: 
Degree/Achievement: 
Certifications: 


Fresno State University 
Fresno 
California  
Bachelor of Science, Business Administration 
N/A 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 
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Environments:   
Hardware: Dell, HP, Cisco – Servers, Network Equipment 5 
Software: Accela Automation, SharePoint, Central Desktop, SSRS 6 
Tools:   
Databases:   


REFERENCES 


Minimum of three (3) required, including name, title, 
organization, phone number, fax number and email 
address 


Stan Reichert, IT Project Manager 
Oklahoma City, OK 
405.297.3886 
405.271.5254 (fax) 
Stan.reichert@okc.gov  
 
Anthony Valdez, Fire Marshal/Bureau Chief 
South Metro Fire Water District (CO) 
720.989.2248 
Anthony.valdez@southmetro.org  
 
Stephen Lavey, Systems Analyst 
City of Torrance, CA 
310.618.2567 
N/A 
SLAVEY@TorranceCA.gov 
 


 
 
  



mailto:Anthony.valdez@southmetro.org
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PROPOSED STAFF RESUME 
 


A resume must be completed for all proposed contractor staff and proposed subcontractor staff. 
COMPANY NAME: Woolpert, Inc. 


   Contractor �   Subcontractor 
Name: Terylin Sizemore � Key Personnel 
Classification: N/A # of Years in Classification:  


Brief Summary of 
Experience: 


Terylin Sizemore has more than 30 years of system analyst experience. Her 
expertise includes conversions, programming, scripts and customer assistance 
with conversions. She has had past experience executing APO conversions for 
Accela hosted clients. In addition, Ms. Sizemore uses SQL, SQL Developer 
and Oracle for scripts and researching data, and she uses Toad to research 
data and scripts. 


# of Years with Firm: 2 
RELEVANT PROFESSIONAL EXPERIENCE 


Required Information: 
 
MMYYYY to Present: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


09/2014 to 12/2015 
Woolpert, Inc. 
City of Hermosa Beach, California 
Diane Strickfaden 
1315 Valley Drive Hermosa Beach, CA 90254; 310.318.0239 
Conversions 
Woolpert provided implementation services to the City of 
Hermosa Beach, California. 
Accela solution 


Required Information: 
 
MMYYYY to MMYYYY: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


9/2013 to 10/2015 
Woolpert, Inc. 
City of Kettering, Ohio 
Drew Miller 
3600 Shroyer Rd, Kettering, OH 45429; 
drew.miller@ketteringoh.org 
937.296.2470 
Conversions 
This project included upgrading Permits Plus to Accela 
Automation, the implementation of the Asset Management 
Module, and associated add-on products. 
Accela solution 


EDUCATION 


Institution Name: 
City: 
State: 
Degree/Achievement: 
Certifications: 


N/A 
 
 
 
 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 
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Description # of Year’s Experience 
Environments: Windows 26 
Hardware: Mainly Dell or HP 26 


Software: 
Accela Conversion Tools, Accela Civic 
Platform/Permits Plus/Permits, MS Office, SharePoint 26 


Tools: SSMS, SQL Developer, Visual Studio, Toad 20 
Databases: MS SQL, Oracle 20 


REFERENCES 


Minimum of three (3) required, including name, title, 
organization, phone number, fax number and email 
address 


Drew Miller, Administrative Systems Manager 
City of Kettering, OH 
937.296.2470 
N/A 
drew.miller@ketteringoh.org 
 
Chuck Chanin, Accela Automation Product 
Administrator 
County of Ventura, CA 
805.654.3096 
N/A 
chuck.chanin@ventura.org 
 
Robert Belton, Manager of Enterprise 
Applications 
City and County of Denver, CO 
720.913.5232 
N/A 
robert.belton@denvergov.org 
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PROPOSED STAFF RESUME 
 


A resume must be completed for all proposed contractor staff and proposed subcontractor staff. 
COMPANY NAME: Woolpert, Inc. 


   Contractor �   Subcontractor 
Name: Caleb Wade � Key Personnel 
Classification:  # of Years in Classification:  


Brief Summary of 
Experience: 


Mr. Wade has a wealth of experience in the configuration of Accela 
Automation software. He has worked on various projects as a technical 
resource on reporting and configurations projects. As an Implementation 
Consultant with seven years of technology experience, he uses his expertise to 
aid our client base with specialties in Analysis, Configuration, SSRS and 
Crystal Report Development. He has also provided both client and internal 
training for report development against the Automation Database Schema.  


# of Years with Firm: 7 
RELEVANT PROFESSIONAL EXPERIENCE 


Required Information: 
 
MMYYYY to Present: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


05/2015 to 12/2016 
Woolpert, Inc. 
City of Torrance, California 
Stephen Lavey 
3031 Torrance Blvd., Torrance, CA 90503; 310.618.2567 
SLAVEY@TorranceCA.gov 
Report development, report development training 
Woolpert implemented the Accela Asset Management system 
(AMS) software application to meet the City’s Water, 
Wastewater, Stormwater, Parks, and Comm business 
requirements. 
Accela solution 


Required Information: 
 
MMYYYY to MMYYYY: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


04/2015 to 04/2016 
Woolpert, Inc. 
City and County of Denver, Colorado 
Robert Belton 
1435 Bannock St, Denver, CO 80202 
720.913.5232 
robert.belton@denvergov.org 
Report development, developer oversight (scheduling, 
QA/QC) 
This project with the City of Denver is for reporting services. 
Accela solution 


EDUCATION 


Institution Name: 
City: 
State: 
Degree/Achievement: 
Certifications: 


Western Governors University 
Salt Lake City 
Utah 
Bachelor of Science, Information Technology  
N/A 
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HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 
Environments: MS Server 2003, 2008 (MCSA/MCSE 2003 Certified) 5 
Hardware: Dell, HP, Cisco – Servers, Network Equipment 5 
Software: Accela Automation, SharePoint, Central Desktop, SSRS 6 


Tools: 
Crystal Reports, Visual Studio/SSRS, SQL Server 
Management Studio, SQL Developer 6 


Databases: 
SQL Server 2005/2008/2012 (MCITP Database 
Developer 2008), Oracle 11gR2  6 


REFERENCES 


Minimum of three (3) required, including name, title, 
organization, phone number, fax number and email 
address 


Stan Reichert, IT Project Manager 
Oklahoma City, OK 
405.297.3886 
405.271.5254 (fax) 
Stan.reichert@okc.gov  
 
Robert Belton, Manager of Enterprise 
Applications 
City and County of Denver, CO 
720.913.5232 
N/A 
robert.belton@denvergov.org 
 
Drew Miller, Administrative Systems Manager 
City of Kettering, OH 
937.296.2470 
N/A 
drew.miller@ketteringoh.org 
 
Stephen Lavey, Systems Analyst 
City of Torrance, CA 
310.618.2567 
N/A 
SLAVEY@TorranceCA.gov 
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PROPOSED STAFF RESUME 
 


A resume must be completed for all proposed contractor staff and proposed subcontractor staff. 
COMPANY NAME: Woolpert, Inc. 


   Contractor �   Subcontractor 
Name: Victor Staggs � Key Personnel 
Classification: N/A # of Years in Classification:  


Brief Summary of 
Experience: 


Mr. Staggs is an experienced application developer who has worked closely 
with local governments to design data management systems that maximize 
efficiency and resource allocation, and allow for greater tracking and 
reporting capabilities. At Woolpert, he takes a lead role on developing asset 
management systems for municipal clients, providing guidance to project 
teams on problem resolution, and effective communication. 


# of Years with Firm: 2 
RELEVANT PROFESSIONAL EXPERIENCE 


Required Information: 
 
MMYYYY to Present: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


05/2015 to 12/2016 
Woolpert, Inc. 
City of Torrance, California 
Stephen Lavey 
3031 Torrance Blvd., Torrance, CA 90503; 310.618.2567 
SLAVEY@TorranceCA.gov 
Coding and troubleshooting  
Woolpert implemented the Accela Asset Management system 
(AMS) software application to meet the City’s Water, 
Wastewater, Stormwater, Parks, and Comm business 
requirements. 
Accela solution 


Required Information: 
 
MMYYYY to MMYYYY: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


04/2015 to 04/2016 
Woolpert, Inc. 
City and County of Denver, Colorado 
Robert Belton 
1435 Bannock St, Denver, CO 80202 
720.913.5232 
robert.belton@denvergov.org 
Permit application integration 
This project with the City of Denver is for reporting services. 
Accela solution 


EDUCATION 


Institution Name: 
City: 
State: 
Degree/Achievement: 
Certifications: 


University of California, Santa Cruz 
Santa Cruz 
California 
Bachelor of Arts, English Literature 
N/A 


Institution Name: 
City: 


Virginia Commonwealth University 
Richmond 
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State: 
Degree/Achievement: 
Certifications: 


Virginia 
N/A 
Certificate, Information Systems 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 
Environments: Windows 21 
Hardware: Intel x86/Intel x64 21/15 
Software: Microsoft Office 21 
Tools: Visual Studio/SSMS 18/18 
Databases: MS SQL Server/Oracle 18/8 


REFERENCES 


Minimum of three (3) required, including name, title, 
organization, phone number, fax number and email 
address 


Robert Belton, Manager of Enterprise 
Applications 
City and County of Denver, CO 
720.913.5232 
N/A 
robert.belton@denvergov.org 
 
Stephen Lavey, Systems Analyst 
City of Torrance, CA 
310.618.2567 
N/A 
SLAVEY@TorranceCA.gov 
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PROPOSED STAFF RESUME 
 


A resume must be completed for all proposed contractor staff and proposed subcontractor staff. 
COMPANY NAME: Woolpert, Inc. 


   Contractor �   Subcontractor 
Name: Dominik Medved, CSM � Key Personnel 
Classification: CSM # of Years in Classification: 8 


Brief Summary of 
Experience: 


Mr. Medved designs and develops custom applications using programming 
languages and software such as C#.NET, ASP.NET, JavaScript, AJAX, 
Bootstrap, jQuery, JSON, HTML, and SQL. Database experience includes 
SQL Server, Oracle and MS Access. Mr. Medved also fills the role of systems 
architect and developer group lead on major software development projects in 
the western region using Agile Scrum development methodology. 


# of Years with Firm: 14 
RELEVANT PROFESSIONAL EXPERIENCE 


Required Information: 
 
MMYYYY to Present: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


09/2014 to 12/2015 
Woolpert, Inc. 
City of Hermosa Beach, California 
Diane Strickfaden 
1315 Valley Drive Hermosa Beach, CA 90254; 310.318.0239 
Application developer 
Woolpert provided implementation services to the City of 
Hermosa Beach, California. 
Accela solution 


Required Information: 
 
MMYYYY to MMYYYY: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


02/2014 to 2/15/2015 
Woolpert, Inc. 
South Metro Fire and Rescue Authority 
Anthony Valdez 
9195 East Mineral Avenue, Centennial, CO 80112 
720.989.2248 
Anthony.valdez@southmetro.org 
Application developer 
Woolpert provided on-call services to maintenance Accela. 
Accela solution 
 


EDUCATION 


Institution Name: 
City: 
State: 
Degree/Achievement: 
Certifications: 


Indiana University of Pennsylvania 
Indiana 
Pennsylvania 
Master of Science, Geography-Cartography/GIS 
N/A 


Institution Name: 
City: 
State: 


University of Zagreb, Croatia 
Zagreb 
Croatia 
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Degree/Achievement: 
Certifications: 


Bachelor of Science, Geodesy and Land Surveying 
N/A 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 


Environments: 


Windows OS: Server and Desktop 
 
Linux: Ubuntu Desktop 


17 
 
2 


Hardware: 


Equipment: Servers, Desktops, Networking, Printers, 
Scanners, GPS and land surveying equipment 
 
Cloud: Amazon Web Services, MS Azure 


17 
 
 
 
2 


Software: 


Programming: Microsoft .NET C#, ASP.NET, REST, 
Web Services, JavaScript, Python, jQuery, HTML, CSS, 
Bootstrap / Responsive Design for mobile applications, 
GIS/ESRI development, Team Foundation Server, SVN, 
Git 
 
Office: MS Office suite (Word, Excel, Power Point, MS 
Project, Visio) 


17 
 
 
 
 
17 
 


Tools: 


ESRI/GIS: ArcGIS Desktop, ArcSDE, ArcGIS Server, 
SOE, ArcGIS Online, ArcPad, ArcObjects, ArcPy, 
JavaScript API, Silverlight API 
Systems integrations: CMMS (Computer Maintenance 
Management Systems), LLP (Land Licensing and 
Permitting), CIS (Customer Information Systems), ERP 
(Enterprise Resource Planning), DMS (Document 
Management Systems) 


17 
 
 
 
8 
 
 


Databases: 
Databases: SQL Server, Oracle, MS Access;  
Reporting: SSRS, Crystal; 


17 
 
10 


REFERENCES 
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Minimum of three (3) required, including name, title, 
organization, phone number, fax number and email 
address 


Anthony Valdez, Fire Marshal/Bureau Chief 
South Metro Fire Water District (CO) 
720.989.2248 
N/A 
Anthony.valdez@southmetro.org  
 
Jerry Philpot, IT and Technical Support Manager 
City of Augusta, GA 
706.312.4130 
N/A 
GPhilpot@augustaga.gov 
 
Crystal Phillips-Mustain, Enterprise GIS Division 
Manager 
City of Palm Bay, Florida 
321.592.3408 
N/A 
phillc@palmbayflorida.org 
 


 
 
  



mailto:Anthony.valdez@southmetro.org
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PROPOSED STAFF RESUME 
 


A resume must be completed for all proposed contractor staff and proposed subcontractor staff. 
COMPANY NAME: Accela, Inc. 


�   Contractor Subcontractor 
Name: Chris Alderson � Key Personnel 
Classification:  # of Years in Classification:  


Brief Summary of 
Experience: 


Oversees and manages Accela’s customer support organization. Customer 
Support provides product support for all Accela customers after products have 
been implemented. 


# of Years with Firm: 9 
RELEVANT PROFESSIONAL EXPERIENCE 


Required Information: 
 
MMYYYY to Present: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


N/A 


Required Information: 
 
MMYYYY to MMYYYY: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


N/A 


EDUCATION 


Institution Name: 
City: 
State: 
Degree/Achievement: 
Certifications: 


California State University 
Fresno 
CA 
Bachelor of Science 
N/A 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 
Environments: Windows Server 16 
Hardware: Dell; HP 16 
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Software: 


Windows Server 
Windows 7, 2000, XP 
Red Hat 
Suse Linux 16 


Tools: XML 16 
Databases: Oracle; SQL 16 


REFERENCES 


Minimum of three (3) required, including name, title, 
organization, phone number, fax number and email 
address 


Stan Reichert, IT Project Manager 
Oklahoma City, OK 
405.297.3886 
405.271.5254 (fax) 
Stan.reichert@okc.gov  
 
Robert LaRose, Building Inspector 
Port of San Francisco 
415.274.0438 
Robert.larose@sfport.com  
 
Anthony Valdez, Fire Marshal/Bureau Chief 
South Metro Fire Water District (CO) 
720.989.2248 
Anthony.valdez@southmetro.org  
 


 
 
 
  



mailto:Robert.larose@sfport.com

mailto:Anthony.valdez@southmetro.org
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PROPOSED STAFF RESUME 
 


A resume must be completed for all proposed contractor staff and proposed subcontractor staff. 
COMPANY NAME: Accela, Inc. 


�   Contractor Subcontractor 
Name: Kim Bruce � Key Personnel 
Classification:  # of Years in Classification:  


Brief Summary of 
Experience: 


Responsible for the success and longevity of customer relationships throughout 
the solution lifecycle, Strong emphasis on customer satisfaction, relationship 
building and expanding the solution footprint for 25+ tier 1 and tier 2 cities and 
county customers in Northern California. 
 
Successful selling Enterprise wide solutions across a large organization, 
meeting the varied needs of departments and division in City, County and State 
Government. Strong relationship building skills at all levels of an organization. 


# of Years with Firm: 1.5 
RELEVANT PROFESSIONAL EXPERIENCE 


Required Information: 
 
MMYYYY to Present: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


 
 
06/2015 – Present 
Accela, Inc. 
City of Oakland, CA 
Mia Janvier – Manager, Business Analytics 
250 Frank Ogawa Plaza, 3rd Floor, Oakland, CA 94612; 510.238.6336; 
mjanvier@oaklandnet.com  
Senior Account Manager 
Support Building, Planning, Public Works for all Accela solutions 
• Accela Land Management 
• Citizen Portal 
• Accela Mobile 
• Accela GIS 
• Accela Right of Way 


Required Information: 
 
MMYYYY to MMYYYY: 
Vendor Name: 
Client Name: 
Client Contact Name: 
Client Address, Phone Number, Email: 
 
Role in Project: 
Details and Duration of Project: 
Software/hardware used in engagement: 


 
 
06/2015 – Present 
Accela, Inc. 
City of Concord, CA 
Damaris Sambajon, Systems and Programming Manager 
1950 Parkside Drive, MS/05; Concord, CA 94519; 925.671.3189; 
Damaris.sambajon@cityofconcord.org  
Senior Account Manager 
Support Building and Planning for all Accela solutions 
• Accela Land Management 
• Citizen Portal 
• Accela Mobile 
• Accela GIS 



mailto:mjanvier@oaklandnet.com

mailto:Damaris.sambajon@cityofconcord.org
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• Accela Right of Way 
• Accela Citizen Relationship Management 


EDUCATION 


Institution Name: 
City: 
State: 
Degree/Achievement: 
Certifications: 


University of California 
Davis 
CA 
Bachelor of Science, Organizational Studies 
N/A 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 
Environments: N/A N/A 
Hardware: N/A N/A 
Software: N/A N/A 
Tools: N/A N/A 
Databases: N/A N/A 


REFERENCES 


Minimum of three (3) required, including name, title, 
organization, phone number, fax number and email address 


Damaris Sambajon, Systems and Programming 
Manager 
City of Concord, CA 
925.671.3189 
Damaris.sambajon@cityofconcord.org  
 
Maria Pabon, PMP, CSM; Project Manager 
State of California Office of Statewide Health 
Planning and Development (OSHPD) 
916-326-3909 
Maria.Pabon@oshpd.ca.gov  
 
Butch Lavin, Business Applications Manager 
City of Berkeley, CA 
510.981-6557 
510.981.6560 (fax) 
Email: blavin@cityofberkeley.info  


 
 
 


  



mailto:Damaris.sambajon@cityofconcord.org

mailto:Maria.Pabon@oshpd.ca.gov

mailto:blavin@cityofberkeley.info





Part I A
Technical Proposal


Tab X
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Tab X. Preliminary Project Plan 
6.6.1 Vendors must submit a preliminary project plan as part of the proposal, including, but not limited to: 


6.6.1.1 Gantt charts that show all proposed project activities; 
6.6.1.2 Planning methodologies; 
6.6.1.3 Milestones; 
6.6.1.4 Task conflicts and/or interdependencies; 
6.6.1.5 Estimated time frame for each task identified in Section 5, Scope of Work; and 
6.6.1.6 Overall estimated time frame from project start to completion for both Contractor and State activities, including strategies 
to avoid schedule slippage. 


6.6.2 Vendors must provide a written plan addressing the roles and responsibilities and method of communication between the 
contractor and any subcontractor(s). 


6.6.3 The preliminary project plan will be incorporated into the contract.  


6.6.4 The first project deliverable is the finalized detailed project plan that must include fixed deliverable due dates for all 
subsequent project tasks as defined in Section 5, Scope of Work. The contract will be amended to include the State approved 
detailed project plan. 


6.6.5 Vendors must identify all potential risks associated with the project, their proposed plan to mitigate the potential risks and 
include recommended strategies for managing those risks. 


6.6.6 Vendors must provide information on the staff that will be located on-site in Carson City. If staff will be located at remote 
locations, vendors must include specific information on plans to accommodate the exchange of information and transfer of technical 
and procedural knowledge. The State encourages alternate methods of communication other than in person meetings, such as 
transmission of documents via email and teleconferencing, as appropriate. 


Woolpert Team Response:  


In this section we have included our preliminary project plan that meets the State’s aforementioned requirements. Collaboration 
from the State will be required to complete the plan; however, this preliminary plan will give the State a sense of how we typically 
approach our project plans. 


Project Overview 
Project Background 


Purpose 
The State of Nevada is contracting an Accela Implementation in support of the replacement of core systems. Services will be 
provided in order to meet the State’s business objectives, as articulated to Woolpert via State-developed documents, telephone 
meetings and in person meetings. The services support the Manufactured Housing Division, specifically for permitting and 
inspections.  


This project is defined by the scope of services document as part of the contract. 


This Project Management Plan builds on the Scope of Services. While this plan is designed to supplement the Scope of Services, it is 
not intended as a replacement. The Project Management Plan serves to further clarify the overall goals, objectives, definitions, 
roles/resources, tasks, and timeframe; it will be used to manage the project on a daily basis. 
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Comments for further clarification and improvement are welcomed as the State and the Woolpert Team work together on this 
project. 


Project Goals and Objectives 
The project goals and objectives as provided by the State include: 


• Replace non-supported technology with up-to-date technology that is supported. 
• Reduce or eliminate double data entry. Implement a fully integrated system and eliminate silos.  
• Provide better and quicker customer service to the public and contractors, particularly for the permitting and inspection 


process.  
• Increase the speed and performance of the system for MHD staff. 
• Provide staff and management with easy access to detail and summary data to support their activities. 
• Increase efficiency in core business processes - permitting, inspections, licensing, titling, and parks program. 


Project Participants and Roles 
The following individuals will be participating in this project. Below each individual is listed, along with their title, contact 
information and role on the project. Additional individuals participated in the kickoff and are listed on the sign-in sheet of that 
meeting. Many of the participants will have a Stakeholder role in defining the application requirements. 
 


Name Title Role Contact Information 


Dave Feuer, PMP, 
IAM 


Market Director Program Director 720.279.3712 
Dave.Feuer@Woolpert.com 


Dave Raffenberg, PE, 
IAM 


Phase Manager Project Manager 513.527.2662 
David.Raffenberg@woolpert.com 


Jason Jackson Phase Manager Technical Lead 559.480.3155 
Jason.Jackson@woolpert.com 


Chris Godwin Phase Manager Implementation 
Lead/Configuration/ 
Training, UAT & Go-


Live 


559.480.3158 
Chris.Godwin@Woolpert.com 


Orlando Mora Phase Manager Configuration 559.480.3159 
Orlando.Mora@woolpert.com 


Terylin Sizemore System Analyst Data Conversion 559.480.3082 
Terylin.Sizemore@woolpert.com 


Caleb Wade Team Leader Reporting 559.480.3153 
Caleb.Wade@woolpert.com 


Victor Staggs Application Developer Integrations 804.774.2004 
Victor.Staggs@woolpert.com 


Dominik Medved, 
CSM 


Team Leader Integrations 720.279.3738 
Dominik.Medved@Woolpert.com 


 


  







 NEVADA | REPLACEMENT OF THE MANUFACTURED HOUSING DIVISION’S CORE SYSTEMS 


State of Nevada 
April 19, 2016 177 


Processes to be Used in Project 
 
This project will use the following project-related areas going forward to manage this project and see it to a successful completion: 
 


• Scope Management 
• Schedule / Time Management 
• Cost Management 
• Quality Management 
• Communications Management 
• Risk Management 
• Issue Control 
• Acceptance Criteria 


Scope Management 
The scope of services has been agreed upon and finalized between Woolpert and the State of Nevada. Deliverables, assumptions 
and exclusions are noted in the scope of services. Woolpert has a contract in place for $TBD. The contract was executed on TBD. 


Scope Control 
Any changes to the scope will immediately be brought to the attention of the State Project Manager. Scope changes will be 
documented using the change control processes listed in the Issue Control section. The following methods will be used to verify and 
control the scope: 
 


• Project plan 
• Project kickoff to review project expectations 
• Monthly status report emails listing status items, deliverables, next steps, notes and to dos 
• Use of Central Desktop Issue Log to track decisions, issues/changes in the project 
• A Configuration Guide that will be used to document the results of meetings for the functionality expected of the 


configuration. This document will need to be signed off by the State Project Manager. 
• Phase sign-off - Each of the main project tasks will be subject to an Acceptance and Close-Out Process that consists of both 


the State and Woolpert Project Manager’s signing a Phase-Exit document. Woolpert’s Project Manager’s signature on this 
document indicates that services for that particular task were delivered in accordance with the Scope of Services. The 
State’s Project Manager signature indicates acceptance of the particular task and its associated deliverables. A fully 
executed Phase-Exit document shall serve as authorization for Woolpert to begin work on the next logical task. Woolpert 
will not initiate any subsequent tasks without appropriate closure of the previous phase. The following Phase-Exit 
documents will be utilized for this Project: 
o Sign-off on Project Plan 
o Phase 1 | Implementation Planning 
o Phase 2 | Analysis and Configuration of Prototype 
o Phase 3 | Full Analysis and Configuration 
o Phase 4 | Advanced Functionality 
o Phase 5 | Deployment 
o Phase 6 | Post-Implementation Support 
o Final overall project sign-off 


Schedule / Time Management 
The project schedule will be managed using Microsoft Project. The project will begin on TBD, as defined in the schedule; however, 
Woolpert will be doing billable preparations prior to this date. This project is scheduled to be approximately seventeen months (17) 
in duration with Go-Live occurring no later than TBD.  
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Schedule Control 
Every month, the Woolpert Project Manager will compare the baseline schedule to the current project schedule to ensure the 
project is moving along according to plan. Unexpected deviations will be documented in the monthly status report. Any significant 
changes that are beyond a few days will be brought to the attention of the State Project Manager by the Woolpert Project Manager.  


Milestones 
Key project milestones are as follows: 


Milestones Duration Start Finish 
PHASE 1 | IMPLEMENTATION PLANNING 64.38 days Mon 8/1/16 Fri 10/28/16 
PHASE 2 | ANALYSIS AND CONFIGURATION OF PROTOTYPE 31 days Thu 9/29/16 Fri 11/11/16 
PHASE 3 | FULL ANALYSIS AND CONFIGURATION 251.4 days Mon 8/1/16 Tue 7/18/17 
PHASE 4 | ADVANCED FUNCTIONALITY 208.24 days Thu 10/13/16 Tue 8/1/17 
PHASE 5 | DEPLOYMENT 83.12 days Wed 7/26/17 Mon 11/20/17 
PHASE 6| POST-IMPLEMENTATION SUPPORT 47.94 days Mon 10/30/17 Wed 1/3/18 


Budget Summary 
Please refer to the SOW for additional project budget details. 


Budget Management / Cost Management 
Woolpert will use Microsoft Project in combination with our Deltek accounting system to monitor and manage the project budget at 
the task level. Each task will be monitored separately and inclusive of the entire project. 


Invoicing 
Woolpert will invoice month based on approved deliverables. 
 
Woolpert will use the following invoice format along with the monthly status report. A monthly status report will be submitted with 
each invoice to the project website and the State Project Manager will be notified. When an invoice is submitted, it will be given the 
following name: YYYYMMDD_State Month Year Invoice.docx 
An example of the invoice format is included below: 
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The project status report will be submitted on project website and emailed to State stakeholders. The report will include the 
following sections: 
 


1. Project Summary for Two Week Period 
2. Work Completed 
3. Outstanding tasks and assigned person 
4. Work Projected for Next Two Weeks 
5. URL link to Central Desktop 
6. List of Delays/Float by number of days 
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Quality Management Plan 
1. <Agency> Quality Policy & Standards 


To be determined 
 


2. Project Quality Definition 


To be determined  
 


3. Deliverables and Acceptance Criteria 
Deliverables Acceptance Criteria / Applicable Standards 


1. To be determined To be determined 


2.   


3.   
 


Project Communication Plan 


Protocol 
Project Administration will be performed using Microsoft Project software. Project Schedules and Tasks will be monitored and 
adjusted as needed, depending upon the State’s priorities and ability to make its staff and facilities available at the appropriate 
times throughout the Project. An updated Project Schedule delineating resources, scheduled tasks, and completed tasks will be 
maintained and available to all Woolpert and the State project participants.  


Status Meetings 
Woolpert will facilitate a regular occurring status meeting. Woolpert’s Project Manager will participate in regularly scheduled on-site 
and/ or offsite Project Status Meetings with the State’s Project Manager and designees for the purpose of reviewing project issues 
including: 1) activities, action items, and deliverables completed to date; 2) activities, action items, and deliverables in process or 
scheduled; 3) technical or contractual issues that require corrective action. Woolpert meeting participants will include Woolpert’s 
Project Manager and ad hoc team members, as required. Shoreline meeting participants will be as deemed necessary by the State’s 
Project Manager, or as requested by Woolpert’s Project Manager. All on-site Project Status Meetings will be co-facilitated with the 
scheduled Review Workshops. 


Internal Status Meetings 
Internal status meetings will be held on a bi-weekly basis to ensure communication and status about tasks and requirements are 
discussed and understood by key Woolpert resources. One of the key areas these status meetings will address is the proper path to 
a successful configuration and implementation. 


Website 
Woolpert’s Central Desktop will be the preferred project collaboration website. Central Desktop will contain an issues log, action 
items list, up to date schedule, and space for sharing documentation. All users who are part of the project will be given a username 
and password. 


Document Transmittals 
Explain how the client will deliver documentation for design and configuration and how documentation will be sent to them, e.g. FTP 
(Woolpert or the client’s), central desktop, email. 
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Status Reports 
Monthly status reports uploaded to project website. This monthly report will serve as the project status report deliverable. Status 
reports will outline work accomplishments, upcoming and planned work, and an outline of issues and risks. No additional status 
report documents are required. Woolpert will hold on-site monthly project status meetings or off-site status meetings, depending 
on other corresponding onsite project tasks.  


Risk Management / Issues Logging 
It has been determined the following risks may occur in this project. Below are a list of risks and current approach to mitigate them. 
Additional risks will be recognized within the status reports and added to the project plan and/or the project website throughout the 
project as they arise. Please add information discussing how Woolpert and the Client will address risks and/or issues.  


The State understands that project delays will create financial impact on the project, particularly for the Project Management task. 


 


Description 


Impact 
(High, 


Medium, 
Low) 


Probability 
(> 50% >) Mitigation Approaches 


Accela Bugs 
 
 


 


Medium 50% > 1. Submit bug to Accela 
2. Determine workarounds 
3. Discuss with State 
4. Decide on best alternative 


Schedule Slippage Medium 50% > 1. Document and track slippage 
2. Discuss with State Project Manager 
3. Determine corrective changes require to 


project schedule and how to prevent future 
slippage 


Staff Availability Medium 50% > 1. Document and track slippage 
2. Discuss with State Project Manager 
3. Determine corrective changes require to 


project schedule and how to prevent future 
slippage 


Project Issues Log  
The password protected project website will host the issue log during the duration of the project. Project members will add to this 
log as issues and/or risks occur. Logged issues and/or risks will be addressed during the project status meetings as necessary. If the 
issue and/or risk is an emergency they will addressed as soon as possible. 
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To the right is a sample of fields that will be tracked:  


Issue Control Process and Assumptions 
Please describe the change control process and list how that will be implemented. If the issue control process is detailed in the 
scope, please say “refer to section x.x of the scope of work”. 
 
The change control process will be the following: 


1. Identify the issue 
2. Assess the impact of the issue 
3. Create an issue in the issue log 
4. Assess approach to issue – is the item beneficial or required? Was it planned for in the project? 
5. Look at options 
6. Present options to the State where necessary 
7. Receive approval / rejection from State where necessary 
8. Update project documents including issue log, status report, scope, schedule and cost, where necessary 
9. Inform appropriate staff at State where necessary 
10. Execute change in Project 


Project Workplan (Phase Breakdown) 
Work Breakdown Structure (WBS) 
The following sections describe the work breakdown structure for this project: 


• Project Management  
• Technical Scope of Services 


o PM: Project Management 
o PHASE 1 | IMPLEMENTATION PLANNING 







 NEVADA | REPLACEMENT OF THE MANUFACTURED HOUSING DIVISION’S CORE SYSTEMS 


State of Nevada 
April 19, 2016 183 


• Develop Request for Information (RFI) 
• Hold Kickoff Meeting 
• Conduct Pre-planning Discovery 
• Provide Familiarization Training 
• Develop Global Configuration Standards 
• Install Accela Automation Suite (ACCELA-OWNED TASK) 
• Phase 1 Quality Control 
• Phase 1 Close Out and Acceptance 


o PHASE 2 | ANALYSIS AND CONFIGURATION OF PROTOTYPE 
• Identify Prototype 
• Prepare Baseline Prototype & Documentation 
• Facilitate Prototype Workshop and Documentation 
• Phase 2 Quality Control 
• Phase 2 Close Out and Acceptance 


o PHASE 3 | FULL ANALYSIS AND CONFIGURATION 
• Evaluation of System Configuration Strategy 
• Facilitate Full Analysis Workshops 
• Complete Full Analysis Configuration Guide(s) 
• Perform Historical Data Conversion Analysis 
• Complete Full Configuration Documentation, Procedures Manual and Configuration Iteratively 
• Hold Security / Permissions Workshop 
• Phase 3 Quality Control 
• Phase 3 Close Out and Acceptance 


o PHASE 4 | ADVANCED FUNCTIONALITY 
• Complete Historical Data Conversion Development 
• Develop Reports 
• Complete Integration 
• Facilitate User Experience Design (UX) 
• Phase 4 Quality Control 
• Phase 4 Close Out and Acceptance 


o PHASE 5 | DEPLOYMENT 
• Conduct UAT 
• Facilitate Training 
• Hold Go-Live 
• Phase 5 Quality Control 
• Phase 5 Quality Control 


o PHASE 6| POST-IMPLEMENTATION SUPPORT 
• Transition to Customer Support 
• Post-Implementation Support 
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Estimated Timeframes 
The following table below provides the estimated timeframes for each main task in the Scope of Services assuming a start date of 
August 1st, 2016. Please note that this table has been provided directly from our Microsoft Project schedule that includes our Gantt 
chart. 


Location Task Name Duration Start Finish 
N/A State of Nevada Manufactured Housing Division 372.95 


days 
Mon 8/1/16 Wed 1/3/18 


N/A   PM: Project Management 350.13 
days 


Mon 8/1/16 Mon 
12/4/17 


N/A   PHASE 1 | IMPLEMENTATION PLANNING 64.38 days Mon 8/1/16 Fri 10/28/16 
N/A    Develop Request for Information (RFI) 10.75 days Mon 8/1/16 Mon 


8/15/16 
N/A    Hold Kickoff Meeting 5.25 days Mon 


8/15/16 
Mon 
8/22/16 


N/A    Conduct Pre-planning Discovery 64.38 days Mon 8/1/16 Fri 10/28/16 
N/A    Provide Familiarization Training 4.75 days Tue 9/13/16 Mon 


9/19/16 
N/A    Develop Global Configuration Standards 8.63 days Thu 9/15/16 Tue 9/27/16 
off-site    Install Accela Automation Suite (ACCELA-OWNED 


TASK) 
5 days Mon 8/1/16 Fri 8/5/16 


off-site    Phase 1 Quality Control 44 days Mon 8/1/16 Thu 9/29/16 
off-site    Phase 1 Close Out and Acceptance 0 days Thu 9/29/16 Thu 9/29/16 
N/A   PHASE 2 | ANALYSIS AND CONFIGURATION OF 


PROTOTYPE 
31 days Thu 9/29/16 Fri 11/11/16 


N/A    Identify Prototype 5.26 days Fri 9/30/16 Fri 10/7/16 
N/A    Prepare Baseline Prototype & Documentation 2 days Fri 10/7/16 Tue 


10/11/16 
N/A    Facilitate Prototype Workshop and Documentation 23.63 days Tue 


10/11/16 
Fri 11/11/16 


off-site    Phase 2 Quality Control 31 days Thu 9/29/16 Fri 11/11/16 
off-site    Phase 2 Close Out and Acceptance 0 days Fri 11/11/16 Fri 11/11/16 
N/A   PHASE 3 | FULL ANALYSIS AND CONFIGURATION 251.4 days Mon 8/1/16 Tue 7/18/17 
N/A    Evaluation of System Configuration Strategy 5.88 days Fri 11/11/16 Mon 


11/21/16 
N/A    Facilitate Full Analysis Workshops 9.5 days Mon 


11/21/16 
Mon 
12/5/16 


N/A    Complete Full Analysis Configuration Guide(s) 28 days Mon 
12/5/16 


Thu 1/12/17 


N/A    Perform Historical Data Conversion Analysis 62.63 days Thu 1/12/17 Mon 
4/10/17 


N/A    Complete Full Configuration Documentation, 
Procedures Manual and Configuration Iteratively 


85.5 days Mon 
3/20/17 


Tue 7/18/17 


off-site    Hold Security / Permissions Workshop 3.25 days Wed 
4/26/17 


Tue 5/2/17 


off-site    Phase 3 Quality Control 204 days Mon 8/1/16 Thu 5/11/17 
off-site    Phase 3 Close Out and Acceptance 0 days Thu 5/11/17 Thu 5/11/17 
N/A   PHASE 4 | ADVANCED FUNCTIONALITY 208.24 


days 
Thu 
10/13/16 


Tue 8/1/17 
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N/A    Complete Historical Data Conversion Development 53.52 days Fri 5/12/17 Wed 
7/26/17 


N/A    Develop Reports 5 days Fri 5/12/17 Thu 5/18/17 
N/A    Complete Integration 31 days Mon 


6/19/17 
Tue 8/1/17 


N/A    Facilitate User Experience Design (UX) 5.25 days Fri 5/12/17 Fri 5/19/17 
off-site    Phase 4 Quality Control 204 days Thu 


10/13/16 
Wed 
7/26/17 


off-site    Phase 4 Close Out and Acceptance 0 days Wed 
7/26/17 


Wed 
7/26/17 


N/A   PHASE 5 | DEPLOYMENT 83.12 days Wed 
7/26/17 


Mon 
11/20/17 


N/A    Conduct UAT 22.5 days Wed 
7/26/17 


Mon 
8/28/17 


N/A    Facilitate Training 20 days Mon 
8/28/17 


Mon 
9/25/17 


N/A    Hold Go-Live 24.99 days Mon 
9/25/17 


Mon 
10/30/17 


off-site    Phase 5 Quality Control 0 days Mon 
10/30/17 


Mon 
10/30/17 


off-site    Phase 5 Quality Control 15.63 days Mon 
10/30/17 


Mon 
11/20/17 


N/A   PHASE 6| POST-IMPLEMENTATION SUPPORT 47.94 days Mon 
10/30/17 


Wed 1/3/18 


N/A    Transition to Customer Support 5.69 days Mon 
10/30/17 


Mon 
11/6/17 


N/A    Post-Implementation Support 2.25 days Mon 1/1/18 Wed 1/3/18 
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Gantt Chart Showing All Proposed Activities 
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Deliverable Acceptance 
Services, and associated deliverables, are categorized into eleven major tasks, as presented above. Completion of each task (in 
order) will culminate with the execution of a Task Acceptance and Close document signifying the State’s acceptance of the services 
rendered to date and authorization for Woolpert to proceed with work on the next subsequent task. Each of these tasks, along with 
the relevant tasks / sub-tasks is described in detail in the Scope of Work section. 
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Tab XI. Requirements Matrix 
In this section, we have included our completed requirements matrix (Attachment O, Requirements Matrix). 


  







MHD Replacement of Core Systems - RFP#:3238


FUNCTIONAL AREA:  1.0 ‐ GENERAL ENTERPRISE REQUIREMENTS
(A)  The General Enterprise Requirements can apply to all functional areas and business processes within the Manufactured Housing Division.


Require‐ 
ment ID


Requirements Reference to 
Other MHD 


Items


Project 
Priority
1, 2, or 3


Vendor Response Requirement
In the Scope of 
This Project?
(Yes/No and 
Est Cost)


Vendor Response Explanation and Comments
(Vendor can x‐reference other materials if appropriate)


1.1 The system shall support a global feature of exporting all data 
to a printer or a file in a Word, PDF or Excel format.


1 S – Standard Function Yes Inherent system capability supporting the export of the listed file 
types to a printer or file.


1.2 The system shall support linking records across functional 
areas (using available foreign keys), including, but not limited 
to: 
‐  Licensee record (license #)
‐  Permit record (permit #)
‐  Inspection record (permit #)
‐  Park record (park #)
‐  Lot rent subsidy (park #, applicant/recipient)
‐  Title (serial # of unit)
‐  labels and insignias (label/Insignia #)
‐  Inspectors ‐ link to permit/inspection/labels & insignias


(note: the current databases currently do not have this 
integration, they are all stand‐alone)


1 S – Standard Function Yes The solution natively provides the capability of linking one or 
more records together. Accessing any one linked record will 
automatically display all other linked records, allowing the user to 
easily access the information of each record. Records can be 
linked in a Parent/Child/Sibling manner. Any record or set of 
linked records may also be linked using any foreign key.


1.3 The system shall globally  support key business 
functions/processes described  in the attached document 
"MHD Operation and IT Overview"


1 S – Standard Function Yes All functions and processes described in the MHD Operation and 
IT Overview document are supported globally by the Accela Civic 
Platform.


1.4 The system shall provide robust capability to support 
multiple user roles, including, but not limited to:
‐  System Administrator
‐  View only
‐  Update and execution of processes (based on functional 
area they are responsible for
‐  Supervisor ‐ for approval of certain transaction, updates or 
over‐rides.


1 S – Standard Function Yes Inherent system capability allowing System Administrators to 
determine and configure the rights and roles each user has in 
his/her relationship to the solution. 







1.5 The system shall provide the capability to automate 
correspondence.  This can include, but not limited to: 
‐  Allow users to create/modify/setup letter templates
‐  Automatic generation of form letters (populated from the 
database) 
‐  Mail merge, automatic generation of mail labels 
‐  Automatic generation of letters and emails (based on MHD 
business rules)


1 S – Standard Function Yes Correspondence can be generated using the Ad Hoc Report Writer 
or any of the three most commonly available reporting engines 
found in government ‐ Crystal Reports, MS Reporting Services and 
Oracle Reports.


1.6 The system shall provide reporting/query tools that allow 
end users to create and run reports (users can define data, 
selection, filter, sort criteria, and basic mathematical 
formulas).  Capabilities shall include, but not limited to:
‐  Ad hoc report generation
‐  Complex data searches
‐  Generation of statistical reports
‐  Trend analysis reports
‐  Ability to download results into documents and 
spreadsheets (including transferring queries to Microsoft 
Office products)
‐  Printing reports


1 S – Standard Function Yes In addition to the response given directly above, Dashboard 
functionality exists to present live system data in various graphical 
formats to end users through configuration.


1.7 The system shall provide the ability for a trained system 
administrator (with minimal technical background) to modify 
system lookup values.


1 S – Standard Function Yes System Administrators will receive both formal and informal 
training to allow them to perform this and all other configuration 
functions available in the solution. 


1.8
The system shall provide the ability for a trained system 
administrator (with minimal technical background) to setup 
and modify letter templates.


1 S – Standard Function Yes System Administrators will receive both formal and information 
training on the use and setup of the Ad Hoc Report Writer. 
Minimal technical background is all that is required to leverage the 
Form Design feature of the Ad Hoc Report Writer. 


1.9 The system shall provide the ability to perform mail 
merges/generate mailing labels.  


1 S – Standard Function Yes Inherent system capability


1.10 The system shall provide comprehensive security feature, 
including, but not limited to data encryption, complex user 
passwords, separation of duties, audit trails, cyber security (if 
vendor is hosting), etc. 


1 S – Standard Function Yes Accela hosts the application for over 100 government agencies 
nationwide under a maximum of security that has not 
encountered a single breach in the ten years this service has been 
available.


1.11 The system shall support processing financial transactions 
related to payments for permits, fines, titles, licensing, and 
other items.  This includes, but not limited to:
‐  Generating receipts
‐  Tracking payments to transaction (e.g. permit, title, 
licensee, etc.)
‐  NSFs
‐  Tracking accounts receivables


1 S – Standard Function Yes Both native and configuration aspects act to fulfill the list of 
financial elements of this requirement. 







1.12 The system shall support integration with the State's 
payment processing vendor (Wells Fargo) for accepting 
online payments (e.g. paying for permits online)


1 S – Standard Function Yes Accela will develop the integration with the Wells Fargo payment 
processing vendor as part of its implementation services. Accela 
has completed tens of similar other payment vendor integrations 
with its public clients.


1.13 The system shall have a comprehensive, reliable backup and 
recovery capability along with a recovery plan and 
instructions.


1 S – Standard Function Yes Under the Accela Cloud including Subscription, all clients are 
provided these services as part of their contractual hosting 
agreements. For 


1.14 The system shall have reasonable response‐
time/performance for both  "Back office" users (state staff) 
and external customers (accessing services over the 
Internet).  Note: The state understands the vendor is not 
responsible for those items outside it's control, such as the 
State's network or the Internet.  This requirement is to 
ensure the vendor's solution is properly designed for 
performance and efficiency.


1 S – Standard Function Yes The solution is providing each of hundreds of clients and their 
users with resonable response time and performance at the back 
office, through the solution's web portal, and in the field. 


1.15 The system shall allow authorized users to configure "alerts" 
based on dates, timeframes, task dependencies, etc.


1 S – Standard Function Yes Inherent system capability fulfilled by configuration (dates, 
timeframes) and by the Workflow Engine (task dependencies).


1.16 The system shall have streamlined navigation, where there is 
a minimal amount of screens and clicks to accomplish a task.


1 S – Standard Function Yes Accela has a dedicated team of UI specialists whose duties include 
enhancing the user experience to make navigation and use of the 
system as easy to use as possible for all users, internal or external.







MHD Replacement of Core Systems - RFP#: 3238


FUNCTIONAL AREA:  2.0 ‐ Permits and Inspections


Require‐ 
ment ID


Requirements Reference to 
Other MHD 


Items


Project 
Priority
1, 2, or 3


Vendor Response Requirement
In the Scope of 
This Project?
(Yes/No and 
Est Cost)


Vendor Response Explanation and Comments
(Vendor can x‐reference other materials if appropriate)


2.1 The system shall support the core permitting and inspections processes 
described in Attachment: L ‐ MHD Operations and Information 
Technology Overview.  This includes:
‐  Issuing Permits
‐  Scheduling and Conducting inspections (including re‐inspections)
‐  Recording Inspection Results
‐  Plan review


1 S – Standard Function Yes All permitting and inspection processes described in Attachment 
can be configured in the Accela Civic Platform.


2.2 The system shall provide menu driven system at time of permit 
application to automatically generate permit numbers, automatically 
generate fees, geographic area and type of permit. Ability to “auto 
populate" known fields.  System checks to see all required information is 
valid before proceeding to issuance.


1 S – Standard Function Yes All listed elements of this requirement are inherent capabilities of 
the solution. Permit numbers are generated automatically using 
the numerology of the agency. Fees can be configured for any 
business purposes and applied at the specific time when due. 
Geographic areas can be configured to account for special 
conditions pertaining to permit types. Autopopulation is 
extensively used as the system uses the principle of reusing 
system data where application. System checks can be configured 
to abide by dependencies at any stage of a permit process.


2.3 The system shall allow generation of daily inspection reports pending by 
office, area, inspectors and type, including open permits and 30 days 
prior to expiration.


1 S – Standard Function Yes Such reports can be generated by use of the Ad Hoc Report Writer 
and/or the supported Reporting Engines.


2.4
The system shall provide the ability to look‐up all active licensees and 
permits with the state by category and/or location, look up by license #, 
name of company, and name of responsible personnel by date.


1 S – Standard Function Yes Authorized users have the capability to conduct the listed look‐ups 
or to create queries that can extract and present this information.


2.5 The system shall allow search, retrieval and viewing/editing of all active 
permits, status, activity, attached documents or geographic location.


1 S – Standard Function Yes Inherent system capability available to all authorized users.


2.6 The system shall allow email and/or text notifications to applicant of 
issuance, status, inspections, inspection failures, corrective actions, 
scheduled request confirmations or other issues.


2 S – Standard Function Yes Inherent system capability fulfilled by configuration. Such 
notifications can also be configured to be automatically 
generated. 


2.7 The system shall have automated alerts and reminders for staff based on 
key dates, events or timeframes.


1 S – Standard Function Yes Inherent system capability and supported by configuration. 







2.8 The system shall have the ability to generate ad hoc reports generated 
from user defined query. Reports shall have built in templates and also 
the ability to generate reports defined by user using any/all data fields. 
The system shall have the ability to include wildcards in search query.


1 S – Standard Function Yes Inherent system capability native to the Ad Hoc Report Writer of 
the solution. All reports exist as templates that can be further 
modified to meet business needs. Every field in the solution can 
become a search parameter. Wildcards are a supported search 
parameter.


2.9 The system shall have the ability to flag permits that are still open or 
need corrections. System reminds staff weekly of items so they can be 
addressed in a timely manner. Flag permits based on 10, 20 and 30+ days 
aging for appropriate follow up and generate  those reports.


1 S – Standard Function Yes Inherent system capability fulfilled by configuration. Flags may be 
set by any authorized user and can automatically expire based on 
time, or expired on the successful completion of a task or data 
element, or manually expired. 


2.10 The system shall have the ability to calculate time and travel costs 
automatically from the location of the assigned inspector to the 
applicant’s site of inspection; including manageable parameters for both 
a time factor and a distance factor.


1 S – Standard Function Yes Configuration can account for allowing end users to input their 
expired time for any business task, including travel costs. Reports 
can be configured to tabulate these time and cost factors for 
statistical data or for invoices as appropriate. By leveraging a 
published Routing Service, inspection routs may be optimized by 
time or distance before ordering the inspection stops.


2.11 The system shall have the capability upon final inspection, seal and 
certificate information to be entered into database.


1 S – Standard Function Yes The system supports entry of all needed information governing a 
specific project or permit by authorized users. Workflow 
configuration can establish any needed task or processes for any 
permit record including that related to final inspection 
information, seal and certificate data.


2.12a The system shall allow users to attach and manage documents and 
pictures related to a permit or inspection. User shall be able to label and 
categorize documents and allow a comment section.


1 S – Standard Function Yes Inherently, the system allows for the attachment of any document 
or file in an electronic format to be attached/linked to a specific 
permit or inspection record. This includes digital files. Documents 
and pictures can be manually renamed, automatically categorized 
and recategorized, and can be associated with custom 
configurable metadata, including comment fields.


2.12b The system shall support a compliance label and insignia database to 
support  the entry, lookup and reporting of Trip permits, IN labels, FH 
insignias, CC insignias, and MC insignias. 


1 S – Standard Function Yes Labels and Insignias can be tracked as electronic documents 
and/or records that will be editable, searchable and reportable.


2.12c The vendor shall support data conversion of the existing Trip permits, IN 
labels, FH insignias, CC insignias, and MC insignias database into the new 
system.


2 S – Standard Function Yes We will support any and all document and data conversions 
indicated as part of this proposal.


2.13 The system shall support a compliance label and insignia inventory 
system allowing for effective tracking of labels and insignias, including a 
way to complete a periodic reconciliation of all labels regardless of 
status, like; installed on building, in possession of inspector, in file 
cabinet not yet assigned.


1 S – Standard Function Yes Labels and Insignias can be tracked as electronic documents 
and/or records that will be subject to automated reconciliation. 
Periodic reviews can be configured to occur independent of status 
and can be triggered and categorized according to any rules or 
parameters desired.







2.14 The system shall allow users to apply re‐inspection fees and corrective 
actions to permits and inspections.


1 S – Standard Function Yes Authorized users have the ability to apply fees and corrective 
actions on specific permits or permit types and inspections. All 
such actions, if performed after a given permit has been initiated 
will be subject of the System Audit Trail, capturing who did what 
and when to assure transparency and accountability to your 
business operations.


2.15 The system shall allow the capability to flag open permits if a licensee has 
had their license revoked, suspended or expired.


1 S – Standard Function Yes The system can be configured to automatically set a flag on an 
open permit if the licensee has had their license revoked, 
suspended or expired. Further automation is also available such as 
not allowing the licensee to initiate any additional permits.


2.16 The system shall allow users to easily navigate and view information on a 
permit or inspection including but not limited to:
‐ Contact information (all parties connected to the permit)
‐  Activities/correspondence
‐  Corrective actions
‐  Violations
‐  Re‐inspections
‐  Actions taken
‐  Payment history
‐  Inspection history
‐  Documents attached to permit
‐  Licensee
‐  Compliance labels and insignias issued
‐ Addenda
‐ Dates (all)
‐ Any field


1 S – Standard Function Yes Authorized system users have the inherent ability to navigate and 
view all of the listed information and their pertinent details. 


2.17 The system shall provide the ability to close a permit if a vendor is fired 
by the owner and have the ability to reference it to a new permit issued 
to complete the work. Ability to flag new permit for follow up by staff of 
proper closeout of prior permit.


2 S – Standard Function Yes An authorized user has the ability to execute any applicable 
business action in the system including the closing of a permit due 
to the firing of the Owner. When a new permit is initiated, the 
user‐closed permit may be associated with the new permit to 
retain all previously saved information.  Proper closeout of the 
new permit is assured since it will have been configured to 
account for all of the needed tasks and activities remaining to 
closeout


2.18 The system shall track and report permit and inspection related metrics.  
Examples including, but not limited to:
‐ Timeframes between key dates or events
‐ Avg. timeframe from permits open to closed, by type
‐ Avg. timeframe to complete certain tasks
‐aging reports showing permits that are taking excessive time
‐ permits by type, opened/closed in a user defined time period
‐ permits assigned to a specific investigator/auditor


1 S – Standard Function Yes The solution offers wide latitude in presenting metrics related to a 
given permit/inspection or a collective set of permits and 
inspections. These metrics are supported by their display in 
Workflow (e.g. time that completed tasks have taken to complete, 
as well as overall time a permit has taken from initiation to 
closure), and by the creation of reports which provide statistics of 
the type noted in this requirement.







2.19


The system shall provide the ability in the permit application process to 
have a field for permit numbers or multiple permit #'s from other 
agencies corresponding to the MHD permit being issued. 


1 S – Standard Function Yes The solution allows for an infinited number of user‐defined fields 
to be configured to capture any and all information. This ability 
would account for allowing the noted permit numbers from other 
agencies as given in the requirement.


2.20 The system shall provide the ability to determine if engineering or plan 
check is required, and the ability to figure those fee’s into a permit 
application. 


1 S – Standard Function Yes Tasks or processes that are inherently part of a permit type can be 
configured by authorized users (e.g. include engineering or plan 
check activities) to become part of the needed tasks to fulfill the 
processing of that permit. For those permits that do not have such 
processes inherently included, configuration of data elements can 
trigger the inclusion of these activities according to business rules. 
Under any of the two noted circumstances, appropriate fees can 
likewise be configured to correspond.


2.21 The system shall provide the ability to allow public access via the internet 
to, including but not limited to:
‐ purchase permits
‐ pay online
‐ request inspections
‐ look‐up a list of all active licensees with the state by category and/or 
location
‐ Real time updates/results of inspection requests.
‐ View applicant’s active permits, status, corrections and activity 


2 S – Standard Function Yes Each of the individual elements of this requirement, and more, 
have been available nearly two decades as part of the Citizen 
Access, the web portal of the Civic Platform. Additional 
capabilities include GIS, submitting complaints, submitting 
documents, and more.


2.22 The system shall support an administrative function to allow authorized 
users to maintain and modify fees related to the various permits.


1 S – Standard Function Yes Fees of all types pertaining to permits and other record types 
(complaints, licenses, etc.) can be configured and maintained by 
authorized users. Modifications made to specific permits already 
in process will be seen as part of the System Audit Trail capturing 
who did what and when.
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FUNCTIONAL AREA:  3.0 ‐Licensing 


Require‐ 
ment ID


Requirements Reference to 
Other MHD 


Items


Project 
Priority
1, 2, or 3


Vendor Response Requirement
In the Scope of 
This Project?
(Yes/No and 
Est Cost)


Vendor Response Explanation and Comments
(Vendor can x‐reference other materials if appropriate)


3.1 The system shall support the core licensing processes described in 
Attachment: L ‐ MHD Operations and Information Technology Overview.  
This includes:
‐  Processing new applications
‐  Processing renewals
‐  Processing record changes (e.g. status, contact information, effective 
dates, licensing information, etc.)


1 S – Standard Function No As a complete licensing system serving many community, county 
and state governments, the Accela Civic Platform provides the 
capability to support the core licensing activities listed in 
Attachment L.


3.2 The system shall support a database for the entry, retrieval and 
management of licensing.


1 S – Standard Function No All aspects of the State's licensing activities can be successfully 
managed by the Civic Platform and its many components designed 
for these specific purposes.


3.3 The system shall support the maintenance of contact records for 
"individuals", including, but not limited to the following fields:
SS Number, Last Name, First, Address, City, St, Zip, Cell Phone, Work 
Phone, Personal Email, Application Received, License Classification, Title 
with drop down for Owner, Officer, Salesperson, or RME option; Date 
original license issued or denied, Status, Reason for Denial, Comments.  


1 S – Standard Function No The system supports the inclusion, by configuration, of any fields 
inherent to a given Contact as well as supporting information 
fields specific to other Contact types (Owners, and an unlimited 
number of other parties). Information related to a specific license 
(issued, denied, status, etc.) are all easily displayed as part of the 
license record itself.


3.4 The system shall support multiple licenses for an individual licensee.  
Also, maintain records of both active and inactive licenses.  


1 S – Standard Function No The system is driven by business rules and therefore poses no 
limitation on the number of specific licenses a licensee can have. 
All license applications, whether completed to fruition or those 
which have been stopped by other factors, are permanently 
maintained in the system for reference by authorized users for 
research, historical or reporting purposes.


3.5 The system shall support “Company” records with the following fields:  
License Number, Business Name, DBA Name, Physical Address, Mailing 
Address, City, St, Zip, Phone, Company Email, Status, Date original license 
issued, Expiration date, and Comments.


The system shall also identify the company type (e.g. sole proprietorship, 
LLC, etc.).


1 S – Standard Function No As we have previously noted, the system has the ability to be 
configured to support an unlimited number of user‐defined fields 
to capture any and all information related to a license, including 
Company fields.







3.6 The system shall allow additional information fields for any given license 
type to support any unique data requirements.  (For example, Specialty 
Serviceperson Licenses require the licensee to have a valid contractor's 
license from the Nevada State Contractor's Board, which has 50 plus 
classifications.  Users will need to the classifications that apply.).


1 S – Standard Function No As noted in the response directly above, configuration can support 
the need to capture information fields for any given license type. 
The system supports inclusion of the 50‐plus classifications of tne 
NSCB allowing users to pick and associate these classifications to 
the license type.


3.7 The system shall support relationships between "individuals" and 
"companies".  The relationships should include, but not limited to:
‐  Relationship type (e.g., owner, partner, officer, member, employee)
‐  Effective dates of relationships (for active and inactive status)


1 S – Standard Function No The solution fulfills this requirement inherently by allowing 
Contact types (e.g. Individuals and Companies) to be associated 
with a given license application. The needed information under 
each of these categories may be configured to account for the 
capture of any specific fields and data.


3.8 The system shall support “Limited Lien Resale License” with the following 
fields:  Mobile Home Park, Landlord or Manager, Year and Manufacturer, 
serial Number, Date license issued; Disclaimer: This license is valid for 
one sale of the above listed manufactured home only.  A copy of this 
Limited Lien Resale License must be provided to the buyer at the time of 
the sale. NAC 489.780
(Note: this is a newer license type not tracked in the current FoxPro 
database.  These are issued for a one‐time sales transactions)


1 S – Standard Function No All fields needed for this Resale License may be configured for 
input and tracking. Time limits of the validity of the license can 
likewise be configured with the ability to send the licensee a 
notification indicating the upcoming expiration. This one‐time 
license can be configured to account for all tasks, information, 
fees, inspections and other activities deemed necessary by the 
State's business rules.


3.9 Generate a monthly report of all expired licenses and also print 
applicable renewal applications that can be edited at any time.


1 S – Standard Function No Monthly reports can be automated and triggered manually. 
Renewal applications can be printed in batches and triggered 
manually or automatically. The application can be be configured 
to be attached to the record upon generation, giving users the 
ability to edit them before printing.


3.10 The system will automatically change status of all companies who’s 
expiration date has passed, to “inactive.”


The system will also generate a "license expired" notice that can be sent 
to the licensee.  


1 S – Standard Function No Through the extensive configuration abilities offered by the Civic 
Platform, the status of companies who expiration date has passed 
may be automatically changed to "inactive". This same action can 
also be configured to automatically send the notice to the 
licensee. 


3.11 The system shall support ease and flexibility in the configuration of 
license document formats (layout and data elements) and support 
multiple options for printing using standard printers.   


1 S – Standard Function No The solution facilitates the generation of report templates using 
either the Ad Hoc Report Writer or the supported Reporting 
Engines. Such templates can be saved and reused "as is" or 
retuned to suit current needs as appropriate. All report templates 
can be sent to local standard printers for printing. There exist no 
limitations by the system in this regard. Printer capabilities may 
affect whether special documents (placards, wallet cards, etc.) can 


3.12 The system shall automatically generate license numbers when licenses 
are issued.  The system shall provide MHD options to customize the 
numbering system format to meet it's needs (for example, options to 
include alpha characters, imbed year, etc.).


1 S – Standard Function No The numerology requirements of every single agency under the 
Civic Platform has been fully met. The solution provides the ability 
to employ alpha‐numeric custom symbology. Once established, 
the system will automatically generate license numbers without 
user intervention.







3.13 The system shall provide the option to automatically generate renewal 
notices.  The system shall provide the option to print (for standard mail) 
or send email notifications to licensees.  


1 S – Standard Function No Configuration can account for notifications (mail or email) to be 
sent in advance to all licensees prior to the expiration of their 
licenses. Given the web portal's functionality, licensees can 
complete their license renewals online at their convenience if 
allowed by MHD business rules. 
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FUNCTIONAL AREA:  4.0 ‐ Investigations 


Require‐ 
ment ID


Requirements Reference to 
Other MHD 


Items


Project 
Priority
1, 2, or 3


Vendor Response Requirement
In the Scope of 
This Project?
(Yes/No and 
Est Cost)


Vendor Response Explanation and Comments
(Vendor can x‐reference other materials if appropriate)


4.1 The system shall support the core Investigations processes described in 
Attachment: L ‐ MHD Operations and Information Technology Overview.  
This includes:
‐  Capturing data for: complainant, respondent, complaint, other parties 
associated to the complaint/case
‐  Maintaining log of all activities and correspondence
‐  Generate correspondence (letters & emails)
‐  Assigning cases
‐  Updating status and resolution


1 S – Standard Function No The Accela Civic Platform possesses complete functionality and 
automation to aid and support the investigation activities and 
actions of public agencies. 


4.2 The system shall have the capability of Menu driven system to facilitate 
complaint information entry. Should include menus for: Type of 
complaint, Dates, Investigator, Location, Resolutions, etc.


1 S – Standard Function No The system can be configured to allow for a maximum of menu 
driven elements to exist to aid users in selection of applicable 
information.


4.3 The system shall allow Open fields for Complainant and Respondent 
information, plus other contacts related to the case.


1 S – Standard Function No Text/comments fields abound in the solution. Additionally, 
authorized users have the ability to create additional text boxes 
where needed to capture specific information.


4.4 The system shall allow Open fields for Case Notes 1 S – Standard Function No Text boxes exist for this purpose and others can be configured as 
necessary.


4.5 1 NO REQUIREMENT GIVEN
4.6 The system shall support Electronic storage (attached to a case) of 


complaint documents, letters, orders, photos etc.
1 S – Standard Function No Documents or files of any type and size may be appended to a 


case record unless otherwise limited by your business rules.


4.7 The system shall have the ability to print screen (not just screen print – 
but to be able to print complete field)


1 S – Standard Function No Yes, the most common screen our customers like to print in this 
way is the record summary screen, which extends below what is 
commonly viewable without scrolling.
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FUNCTIONAL AREA:  5.0 ‐ Lot Rent Subsidy


Require‐ 
ment ID


Requirements Reference to 
Other MHD 


Items


Project 
Priority
1, 2, or 3


Vendor Response Requirement
In the Scope of 
This Project?
(Yes/No and 
Est Cost)


Vendor Response Explanation and Comments
(Vendor can x‐reference other materials if appropriate)


5.1 The system shall support the core Lot Rent Subsidy Program processes 
described in Attachment: L ‐ MHD Operations and Information 
Technology Overview.  This includes:
‐ Application Process
‐  Monthly Process (including tracking subsidy payments)
‐  Annual Process


1 S – Standard Function No Programs such as the Lot Rent Subsidy described in Attachment L 
can be configured to allow for all processes included in these 
types of programs to be configured, tracked and managed in the 
Accela Civic Platform.


5.2 The system shall have the ability to support multiple fields. Fields to 
include: Last 4# of SS, Name, Space #, Date application received, Sex, 
DOB, auto populate Park address from Park database, lot address, 
mailing address, phone #’s, email address, size of home, rent amount, 
date applied, date approved, date subsidy starts, status dropdown, 
subsidy amount, reasons for denial dropdown, dropdown for specific 
codes,  income, nationality, disabled, single parent household, county, 
female head of household, household type, number of adults, number of 
children, automatic # for waitlist, comment section, with all information 
printable.  


1 S – Standard Function No The system fulfills this requirement by providing for the 
configuration of an unlimited number of user‐defined fields that 
can exist in many varied formats (simple text fields, drop downs, 
radio buttons, comment areas, etc.). All information from the 
system fields can be printed.


5.3 The system shall free format "notes" field for the recipient record.  (For 
example, may include notes for contacts, such as name and phone 
number of social worker or family member)


1 S – Standard Function No Ample comment boxes exist in the solution but authorized users 
have the ability to configure additional ones as needed. 


5.4 The system shall provide the ability to search and sort by any, and 
multiple, fields and issue reports based on particular field search and 
date ranges.


1 S – Standard Function No All elements of this requirement are natively provided by the 
solution.


5.5 The system shall provide the ability to create customized reports & 
program statistics – export to Excel or mail merge for letters and labels. 


1 S – Standard Function No Reports can be created using the Ad Hoc Report Writer or the 
Reporting Engines we have noted throughout our responses. 
These reports will exist as report templates where authorized 
users can reuse these existing reports or retune them to suit 
present‐day needs. The solution provides the ability to export to 
Excel as well as allowing for mail merge functions for letters and 
mailing labels.


5.6 The system shall have the ability to generate reports for recipients by 
park, current recipients, amounts paid by recipient, park for date ranges, 
statistics for monthly average time for approvals,  number of go back 
letters sent, # of recipients by area, denials, approvals, ineligibles and 
waitlist.


1 S – Standard Function No All of the factors plus others not listed and which exist as part of 
system data, can be employed for the generation of reports.







5.7 The system shall provide tracking for refunds due from parks to MHD.  
(Example: MHD continues to pay the park for a subsidy recipient that is 
no longer qualified.  The park must refund any excess funds paid back to 
MHD).  


1 S – Standard Function No The solution has a complete fee and cashiering component that is 
PCI‐DSS compliant and that tracks all credit and debits according 
to GAAP principles. Under this existing functionality, refunds due 
from Parks to MHD can be transacted precisely indicating all 
refunds/payments in the order completed and providing a real‐
time balance.


5.8 The system shall have the ability to generate mail merge labels and all 
letters to parks and recipients.


1 S – Standard Function No Mail merge for labels and for letters are an inherent capability of 
the solution.


5.9 The system shall have the ability to integrate “go back” letters and track 
for time.  If there are deficiencies in the subsidy applications, then MHD 
sends "go back" letters to the recipient ‐ requesting the missing 
information or paperwork.  The system shall have the ability to:
‐  Track "go back" letter correspondence, and
‐  Track and report timeframe for the recipient to respond back to MHD 
(included identifying overdue responses)


1 S – Standard Function No The solution can be configured for all processes, including those 
that need to track for time. This can be accomplished in the 
Workflow component providing for each action to be tracked 
along with its status. Workflow can accommodate requests to the 
recipient requesting missing or new information as well as 
accounting for any time limitations that may institute or trigger 
overdue alerts or notifications. 


5.10 The system shall have the ability to generate emails from program to 
recipient and park.


1 S – Standard Function No Email notifications may be configured to be manually sent or 
automatically triggered to any internal or external party(ies) for 
any business purpose.


5.11 The system shall provide a link to the Parks record for rent increases, 
park address changes, manager or owner contact information.


1 S – Standard Function No Park records can be linked to permits, licences, and any other 
record in the system. Saved queries, reports with imbedded links, 
ad hoc searches, and related records links can all be used to 
navigate to a Park record in addition to all related contacts and 
contact information.


5.12 The system shall have the ability to calculate monthly subsidy amount 
and print customizable report for accounting.


1 S – Standard Function No The system has the inherent ability to calculate any algebraic or 
algorithmic expression and to have it appear on a report.


5.13 The system shall have the ability to process annual renewals – date 
application received, if accepted, if sent back, follow up dates, reason for 
go back, contact dates, percentage of go backs for year, reason codes for 
go backs, status reports.


1 S – Standard Function No All business rules regarding annual renewals can be configured in 
the Accela Civic Platform including those listed in this 
requirement. Reports can also be generated based upon this 
information.


5.14 The system shall provide the generation of reports that show payments 
to Park and refunds back to MHD.  (This information will be used to 
reconcile with the State Accounting system).


1 S – Standard Function No Reports can be configured to support all payments and refunds to 
particular entities. Should it be of interest to MHD, Accela can also 
create an interface to the State's Accounting System to provide or 
receive pertinent information on a real‐time basis. Accela has 
completed many implementations of interfaces to third party 
accounting systems.


5.15 The system shall have the ability to report to assist with budget 
projections generated from system – using statistics input by Division 
and populating the amount paid out monthly.  This includes the 
following:
‐  Calculate total amount payments Fiscal YTD, less refunds back to MHD, 
and 
‐  Project payments out for the rest of the Fiscal Year.


2 S – Standard Function No Reports of this type can be configured using the Reporting 
Engines. 







5.16 The system shall have the ability to integrate with title records to show 
titles in recipients name or address.  (Note: this is used to ensure the 
applicant/recipient still owns their home)


2 S – Standard Function No A specific interface can be developed as part of the proposed 
implementation services that would integrate the solution with 
the third party title record database. The interface development 
could include mechanisms that would alert MHD if there was any 
change to ownership of the applicant's home. We remain 
available to discuss the ways this requirement can be automated 
through interface development.


5.17 The system shall have the ability to "flag" or "highlight" records of 
subsidy program applicants/recipients which have been previously 
denied, including denial reason (such as fraud).


2 S – Standard Function No Flags can be configured to automatically be placed on records of 
applicable applicants or recipients that have been previously 
denied. Configuration can likewise capture the reasons for the 
denial.
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FUNCTIONAL AREA:  6.0 ‐ Parks Database


Require‐ 
ment ID


Requirements Reference to 
Other MHD 


Items


Project 
Priority
1, 2, or 3


Vendor Response Requirement
In the Scope of 
This Project?
(Yes/No and 
Est Cost)


Vendor Response Explanation and Comments
(Vendor can x‐reference other materials if appropriate)


6.1 The system shall support the core Mobile Home Park processes 
described in Attachment: L ‐ MHD Operations and Information 
Technology Overview.  This includes:
‐  Annual park surveys and reporting
‐  Update of mobile home park records


1 S – Standard Function No The processes, activities, and reporting needs related to Mobile 
Home Parks presented in Attachment L can be configured in the 
Accela Civic Platform.


6.2 The system shall provide the ability to link the Park records with the 
associated Lot Rent Records, and Title records.  Users should have the 
ability easily navigate to, and view the Park, Lot Rent and Titles records 
that are associated with each other.


1 S – Standard Function No The solution provides inherent functionality to either capture 
information pertinent to these records or to link a Park record to 
its associated Lot Rent and Title records. Any user accessing any 
one of these individual records will have the ability to access and 
view any other associated records.


6.3 The system shall support multiple fields. Fields to include: Park name, 
generate a park # for new parks, status, exempt for all or part of statute, 
location address, mailing address for reporting and include different 
address for different situations (2 or 3 choices that would generate from 
merge or reporting), County, type park, # spaces by type, occupancy by 
type, vacancy by type (auto calculate), totals, homes for sale, sold or 
liened, Vendor #, State business lic #, Tax ID#, bank name and account, 
owner & manager information including email address that automatically 
populates to education, rent history, fees collected for space and LRS, 
monthly payments paid populated from LRS database, education 
tracking,  comment section, with all information printable. 


1 S – Standard Function No The Civic Platform provides the maximum opportunity of allowing 
agency staff to configure an unlimited number of user‐defined 
fields of a myriad of types enabling the capture of all pertinent or 
required information. 


6.4 The system shall support the ability to search by name for a Park owner 
or manager to determine multiple park ownership or management.  (i.e. 
user should be able to look up a park owner or manager and see all parks 
they are associated with)


1 S – Standard Function No The solution maximizes search capabilities to all end users by 
allowing them to search on any and all fields. Additionally, a 
Search screen exists to assist users in setting up more complex 
searches of system data. 


6.5 The system shall support the ability to search by location (address) of 
park address to determine name of park.


1 S – Standard Function No The solution maximizes search capabilities to all end users by 
allowing them to search on any and all fields. Additionally, a 
Search screen exists to assist users in setting up more complex 
searches of system data. 


6.6 The system shall support the ability to search and sort by any, and 
multiple, fields and issue reports based on particular field search and 
date ranges.


1 S – Standard Function No The system abides by each of the elements of this requirement 
allowing for searches to be conducted on any or multiple fields 
and to be able to compile reports based on these unique searches, 
including date ranges.







6.7 The system shall provide the ability to create customized reports & 
program statistics – export to Excel or mail merge for letters and labels 
including Lot Rent Subsidy letters for start or end of subsidy for a tenant.


1 S – Standard Function No Each individual requirement indicated in this requirement can be 
performed in the solution using its reporting tools, including mail 
merge functions for letters and labels. The solution also natively 
fulfills the capacity to export system data to Excel.


6.80 The system shall provide the ability to fully customizable (user can 
configure select, sort and filter parameters) reports for name & space # 
of Lot Rent recipients, amounts paid to park for date ranges, statistics for 
total # parks per area, rents, vacant lots, total lots, park owned homes, 
owner/manager reports sent by date range, park type, annual reports 
and payments received or sent back, reason codes, contact dates, 
education reports for those who have or have not attended continuing 
education.  


1 S – Standard Function No Both the Ad Hoc Report Writer as well as the Reporting Engines 
have the inherent capabilities to allow users to configure the 
selection of data, sorting and apply filters to reports.


6.9 The system shall provide the ability for fields for owner/manager 
reporting and changes, including dates hired/terminated, 118B 
acknowledgements sent and received, vendor registrations 
sent/received, change forms sent/received, and follow up dates for 
deficiencies.


1 S – Standard Function No The types of fields mentioned, as well as others MHD may need in 
the future, can be configured using the unlimited capacity for user‐
defined fields. In some cases, it will be seen that the functionality 
of the Workflow Engine can assist in tracking key dates for 
deficiencies and other elements.


6.10 The system shall report Park owner changes or manager changes by date 
range.


1 S – Standard Function No Changes made to system data (e.g. owner/manager changes) can 
be generated by reporting tools including the ability to present 
such data according to date range.


6.11 The system shall provide the ability of tracking for Annual Reports form 
Parks including go backs, tracking for emails sent add, reason code for 
report returned, date due back, report by type of return, multiple returns 
and due dates and generate report for each field.


1 S – Standard Function No If the system is employed to capture these details, reports can be 
generated to extract this information.


6.12 The system shall provide tracking for Park rent increases,  effective date 
of increase, and date notification letter was received (from Park).


1 S – Standard Function No The system can track any data against a record, including rent 
amounts, effective dates, and receipt dates.


6.13 The system shall provide tracking for Park education taken; name and 
position of attendee,  due or delinquent reporting, date and name of 
class attended, # hours, allow for attachment of CE certificates, field to 
determine if owner or manager is required to attend class, generate 
report of attend/did not attend and generate letter of reminder for last 
class of year.  Follow up dates for reminders, Notices of Violation and 
fines.  Ability to track and easily update education for owners or 
managers who own or manage more than one park.  Print history 
reports.


1 S – Standard Function No The Civic Platform provides complete end‐to‐end functionality to 
track Continuing Education as it relates to individuals. As 
previously noted, the unlimited capacity to create unlimited user‐
defined fields can account for any agency‐specific data that needs 
to be captured and tracked. Reports can be generated of all data 
related to CE. Reminders can be automated regarding key dates 
(classes, non‐attendance, etc.). Violation Letters can similarly be 
generated and fines accordingly configured.


6.14 The system shall provide the ability to process annual reports from the 
Parks, including – date received, if accepted, if sent back, follow up dates, 
reason for go back, contact dates, percentage of go backs for year, 
reason codes for go backs, status reports


1 S – Standard Function No Annual Reports which compile data from the system would more 
than likely be generated using the Reporting Engines to fulfill the 
cited reporting aspects.


6.15 The system shall provide tracking for refunds or payments due from 
parks


1 S – Standard Function No All refunds (credits) and payments (debits) can be configured and 
are inherently calculated by the system.







6.16 The system shall provide the ability to generate mail merge labels and all 
letters to park owner or manager, including emails for notices and 
reminders.


1 S – Standard Function No The system supports mail merge capabilities as well as the 
generation of reports based on system data. Emails may be 
manually  sent by authorized users or configured to be triggered 
automatically by the system to internal and/or external parties.


6.17 The system shall provide the ability to generate emails from program to 
all park contacts.


1 S – Standard Function No The ability to generate emails from the Civic Platform to Contacts 
and others is an inherent capability of the solution.


6.18 The system shall provide the ability to link Park records to all 
investigations associated with the Park (integration of Parks and 
Investigations records).


2 S – Standard Function No Given the inherent ability to link or associate records, the agency 
will have the ability to investigations related to a given Park 
together thus allowing the end user to access any one or all of 
these records easily.


6.19 The system shall verify # of park owned homes by integration with Title 
database (i.e. comparison of Park Annual Report data and count in Title 
records)


2 S – Standard Function No As we have previously noted, the intended integration between 
the solution and the Title database will allow for the extraction of 
the noted information.


6.20 The system shall integrate with Title database to determine if park owner 
or manager owns homes in names other than Park – to determine if 
Dealer Record of Sale is required – and to verify # of  titles of park owned 
homes 


2 S – Standard Function No As we have previously noted, the intended integration between 
the solution and the Title database will allow for the extraction of 
the noted information.


6.21 The system shall provide the ability of consumer lookup of Park owner 
and contact information via the Internet.


2 S – Standard Function No Consumers will be able to conduct these search activities on 
Citizen Portal, the online web portal of the Civic Platform 
24/7/365.


6.22 The system shall provide the ability for Parks to submit owner and 
manager changes via the Internet. 


2 S – Standard Function No The appropriate privileges and online forms can be made available 
to Park representatives to submit any changes to owner or 
manager via Citizen Portal.


6.23 The system shall provide the ability for Parks to submit annual reports 
online with payment – with some fields that restrict going to next field or 
submitting form unless field is completed.  


2 S – Standard Function No Your agency can completely control what is available on the online 
web portal for users to view, complete or submit. The solution 
offers the ability to set fields which require data entry or data 
selection. The system will warn users of any outstanding fields not 
completed and will only save their work when and if all such fields 
are completed.


6.24 The system shall provide the ability to purchase limited lien resale license 
and make payment online.


3 S – Standard Function No Licenses of all types may be configured and presented on the web 
portal to allow applicants to initiate and/or complete, including 
the need for making credit card payments associated with these 
license types. 
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FUNCTIONAL AREA:  7.0 ‐ Labels and Insignia's
Note: Labels and Insignias are related to 2.0 Permits & Inspections Process.     


Require‐ 
ment ID


Requirements Reference to 
Other MHD 


Items


Project 
Priority
1, 2, or 3


Vendor Response Requirement
In the Scope of 
This Project?
(Yes/No and 
Est Cost)


Vendor Response Explanation and Comments
(Vendor can x‐reference other materials if appropriate)


7.1 The system shall support the core Labels and Insignia processes 
described in Attachment: L ‐ MHD Operations and Information 
Technology Overview.  This includes:
‐  Track labels and insignia stock inventory
‐  Track issuance of labels and insignias (batches) to inspectors
‐  Link labels/insignias to related permits/new units (when attached to 
the unit after inspection)


1 S – Standard Function No The Civic Platform provides the functionality, features and 
automation to enable MHD to support all aspects of its core Labels 
and Insignia processes as described in Attachment L.


7.2 The system shall support linking the manufacturer (who built the unit) to 
the insignia that is issued for the specific unit. 


When the user is assigning an insignia for a new unit, the system will 
provide a drop‐down list of "actively licensed" manufactures to select 
from and associate to the insignia.  


(Note:  The manufacturer is licensed by MHD.)


1 S – Standard Function No System configuration can account for providing authorized users 
with drop down lists of actively licensed manufacturers in order to 
choose from in linking the manufacturer to the specific unit. The 
list can be actively updated within the system since these 
manufacturers are also being licensed by the Civic Platform.


7.3 The system shall support linking the "3rd Party Reviewer" (i.e. licensee 
who inspects the new unit) to the insignia.  


When the user is assigning an insignia for a new unit, the system will 
provide a drop‐down list of active, licensed "3rd Party Reviewers".


1 S – Standard Function No  The system can link licensees to insignia records and a drop down 
menu or more effective searching capabilities can be used to 
create the lin


7.4 The system shall support linking labels to specific permits, when the 
inspector issues the label.  


1 S – Standard Function No Existing as a configured record, document, or picture, a label can 
be linked to a given permit by the attending inspector.


7.5 The system shall support some method of voiding a Label/Insignia. 
Number should not be deleted from system but indicate void and 
comments relating to void when number is searched.


1 S – Standard Function No In likewise manner, if the label or insignia process is configured 
with its own individual tasks and/or activities, a status can be 
configured for selection that will "Void" or stop the process where 
appropriate according to business rules. As with all other records 
of this type, the system will not delete the record from the system 
but retain all previous information, including comments. All such 
records can be searched by any field, including its number, by 
authorized users and display the contents of the record to the 
user.







7.6 The system shall support when issuing labels to Inspectors, system will 
check for all labels previously assigned to the specified inspector. It will 
identify the labels that have incomplete information. It will list the labels 
and asked the assigner if they wish to proceed in assigning the new 
batch.


1 S – Standard Function No If the labels are to be produced under the Civic Platform, a report 
is required. We assume the labels are aluminum weather‐resistant 
and provided to the inspectors as indicated in other requirements. 
Under this scenario we just need to track the request and the set 
of numbers each inspector is issued. 


7.7 The system shall support entering a range of numbers when logging in 
new inventory and have system create an entry for each number, similar 
to existing system.


1 S – Standard Function No The system can support this with custom configurable fields and 
business rules.


7.8 The system shall support searches by criteria in any field. Filters must be 
available to reduce search results. Filters should be available for all fields.


1 S – Standard Function No The Civic Platform adheres to all aspects contained in this 
requirement providing end users with the maximum flexibility in 
locating, sorting and filtering system information.


7.9 The system shall support that a user must be able to identify a 
label/insignia number using search function. From there user can launch 
to all related applicable information. Clicking on the Manufacturer’s 
name will launch the manufactures record and bring up all info recorded 
for that manufacturer. Similarly, clicking on a MHD plan number will 
result in design criteria for that plan, possibly an attached plan as well.


1 S – Standard Function No The search features described here are supported by the system. 
The system can be configured to allow the type of lniking and 
navigation described as well.


7.10 The system shall support a  report that compiles a list of all labels 
assigned to Inspectors with incomplete info. Data on report can be 
organized by Inspector.


1 S – Standard Function No


7.11 The system shall support  reports for tracking inventory of 
label/insignias.  This includes, but not limited to: labels/insignias issued in 
a given period of time; unissued inventory held by MHD;
inventory held by Inspectors and 3rd Party Reviewers; and 
labels/insignias attached to manufacture housing units. 


1 S – Standard Function No Providing that the baseline information for all of the listed data is 
being captured by the system, reports can be generated to 
support the listed objectives.


7.12 The system shall support Capability to print search results in report 
format.


1 S – Standard Function No This requirement represents an inherent capability of the Civic 
Platform available to all authorized users.
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FUNCTIONAL AREA:  8.0 Title Database


Require‐ 
ment ID


Requirements Reference to 
Other MHD 


Items


Project 
Priority
1, 2, or 3


Vendor Response Requirement
In the Scope of 
This Project?
(Yes/No and 
Est Cost)


Vendor Response Explanation and Comments
(Vendor can x‐reference other materials if appropriate)


8.1 The system shall support the core Titling processes described in 
Attachment: L ‐ MHD Operations and Information Technology Overview.  
This includes:
‐  Maintaining title data
‐  Issuing titles
‐  Changing titles
‐  Process requests for title documents
‐  Convert titles from personal property to real property
‐  Track liens and lien opposition


1 S – Standard Function No The Civic Platform is designed to be configured to the processing 
needs of public agencies including those related to Titling as 
dictated in Attachment L and given in this requirement.


8.2 The system shall support the ability to generate automatic numbering for 
titles (sequential).


1 S – Standard Function No Every type of application, permit or other configured process can 
employ the system's inherent numerology to automatically 
number records sequentially using the agency's prescribed alpha‐
numeric preferences.


8.3
The system shall support the ability of the printed title on a form that 
includes envelope for mailing.


1 S – Standard Function No The system can print any information tracked in the system onto a 
preformatted report template, even those that include mailing 
envelopes.


8.4 The system shall support the ability to change or correct location 
address, mailing addresses, lien holder address, and other changes 
without printing a new title.  


1 S – Standard Function No As a configured process, titling, like other processes, will allow 
authorized users to make changes to system data (e.g. location, 
mailing, lien holder addresses and more) without the system 
requiring that a new title be established.


8.5 The system shall support multiple names (up to 10) for registered 
owners.  In addition, the name fields must support very long names, for 
situations where there is a trust, corporation, or individual with multiple 
hyphenated names.


1 S – Standard Function No The solution does not limit the number of registered owners and 
thus allows for as many registered owners to be input as needed. 
Field lengths can be configured to allow for the incorporation of 
long or multi‐hyphenated names as indicated. 







8.6 The system shall support fields for Date title change request received, 
Email address, Title #, Serial Number, issue date, expiration date, type of 
transfer with several dropdowns including substandard that would 
trigger warning, new or used home,  size, manufacturer, model, year, 
size, unit type, title status with more choices, location address including 
County, lien holder name and address, document “mailed to” name and 
address, Dealer name and #, Structure cost, CC insignia #, lien and notice 
dates, issue opposition date, Owner name, type of vesting, email 
address, phone number, Notes section for keeping status notes (must be 
able to print comments in note field – internal use only), fields for 
contract of sale including Seller, Buyer, Dealer, addresses, amount and 
length of contract and contact phone numbers.


1 S – Standard Function No The solution allows for the configuration of an unlimited number 
of user‐defined fields of a myriad of types to allow for the input of 
information. This includes free form note fields in addition to 
those already available as part of the Workflow component of the 
solution. Notes from these comment fields may be printed. 


8.7 The system shall support the conversion to real property and generate a 
Real Property Notice (form letter) that is addressed to the Assessor's 
Office based on County (editable by staff to accommodate address 
changes for Assessors).


The system shall allow the user to change the title status to "expired‐
close title"; reason code = "convert to real property"


1 S – Standard Function No Configuration of the solution will support processes related to real 
property conversions. Notices/letters  can exist as report 
templates and be manually or automatically printed at any time 
dictated by business rules and editable by authorized users. 
Workflow configuration can be setup to allow the user to choose 
the appropriate status for any assigned task, including that related 
to the conversion process.


8.8 The system shall support tracking the history of a home's physical 
locations (physical addresses). 


1 S – Standard Function No Addresses can be made active and inactive, while retaining the 
information for historical and reporting purposes.


8.9 The system shall support the ability to make corrections if an error in 
typing is made, without having to “void” a particular title number. (Note: 
this addresses a flaw in the current system)


1 S – Standard Function No The system does not punish users with errors they many make 
while they are entering or selecting data. There is no need to 
"void" the process. Instead, the system will allow the user to 
complete and review his/her work at any time prior to it being 
saved to the system database.


8.10 The system shall support the ability to search and sort by any, and 
multiple, fields and issue reports based on particular field search and 
date ranges – user report creation.


1 S – Standard Function No All of the aforementioned elements of this requirement are 
inherently available in the Civic Platform.


8.11 The system shall support the ability to create ad hoc reports – export to 
Excel or mail merge for letters and labels.  Including reports for income 
received, average time for titles to be issued, number of go back letters 
sent.  Export reports for monthly titles issued based on multiple fields.


1 S – Standard Function No The solution inherently provides its own Ad Hoc Report Writer 
tool that is easy to use and will be able to be employed by all MHD 
users. To enable the familiarity with this reporting tool, all agency 
users will be offered training as part of the overall implementation 
tasks to be completed. Data from these reports can be exported 
to Excel or used for the mail merge purposes for letter/labels. 


8.12 The system shall support tracking of edits and title issuance for 
date/time/employee.


1 S – Standard Function No The system's audit log feature tracks all edits with user ID, date 
and time stamp, and prior data value.







8.13 The system shall support tracking for "go backs" (where paperwork is 
deficient and MHD returns back for correction) that were prepaid and 
date when additional fees would apply .  The system must track when the 
"go back" letter was sent and due date.  The system shall generate a 
monthly report that shows "go back" activity and delinquencies.  


1 S – Standard Function No Revisions or "go backs" may be fully tracked as part of Workflow 
configuration for as many cycles as business rules allow. Any such 
elements may also have associated fees that can be configured to 
automatically trigger for assessment. Workflow elements will 
inherently track the date sent and due date. Reports can be 
generated to specifically display this activity on a case by case 
basis or collectively by many factors.


8.14 The system shall support a field (flag record) to indicate a title had been 
issued but the check had been returned and additional payment is due.


1 S – Standard Function No Authorized users can set an unlimited type of different flags, 
including those related to checks returned and additional 
fees/payment due.


8.15 The system shall support the ability to generate mail merge letters to 
owner or lien holder.


1 S – Standard Function No The system reporting options (Ad Hoc and Reporting Engines) 
both support mail merge letters.


8.16 The system shall support the ability to print mailing labels for owners and 
lien holders.


1 S – Standard Function No The system reporting options (Ad Hoc and Reporting Engines) 
both support the printing of mailing labels.


8.17 The system shall support the ability to generate emails from program to 
homeowner or lien holder.


1 S – Standard Function No Email notifications to both internal and/or external parties can be 
manually sent or configured to be automatically triggered.


8.18 The system shall have the ability to integrate, in the future, with the 
OpenText File 360 Document Management System, where the system 
shall support the ability to see imaged documents from the Title 
application.  (NOTE: Integration with the OpenText system is NOT 
required within the scope of this project, however, MHD wants this 
capability in the future.)


3 S – Standard Function No Accela has previously completed an interface integration to the 
OpenText EDMS system and has a specific adaptor to aid in the 
future development of this interface. 


8.19 The system shall support a link to  investigation records, where the user 
can view associated case records for a particular home.  (Example: 
Reporting of substandard structures by investigators.)  


2 S – Standard Function No Investigation cases can be equally configured as record types to 
account for their individual tasks, activities, inspections, fees, etc. 
in the Civic Platform. Doing so, enables their association to a 
specific dwelling. Users would have the ability to then search a 
specific home and view all of its associated investigation and other 
records associated with it.


8.20 The system shall support the ability to link title record transactions to 
Park records (where a Park is involved in the sale/transfer of a home).


2 S – Standard Function No An inherent capability exists in the system to link one record to 
any other or multiple records by any business relationship the 
agency may require.


8.21 The system shall support lien tracking – notice when sale documents are 
due.


1 S – Standard Function No Many Civic Platform client sites employ the solution for tracking 
all elements of a lien from its initiation to closure. In fact, some 
agencies have created lien record types to provide them with the 
full breadth of features and functions available in the system.


8.22 The system shall support flagging or coding (e.g. color code) of field for 
certain issuance types (i.e. substandard, dismantled, void, etc.).


2 S – Standard Function No The system can add and remove flags manually or automatically 
depending on date, status, and any other parameter tracked in 
the system.







8.23 The system shall support public Internet title searches to include 
previous expired (chain) titles, contracts of sale and history or physical 
locations (addresses).


2 S – Standard Function No MHD can make available the opportunity for public citizens to 
search for titles (current and expired) including information 
regarding their sale, history and location, through the functionality 
offered by the online web portal.


8.24 The system shall support the ability to request title search from Division 
online including credit card payment – prepay service for attorneys and 
escrow companies who can deposit the funds online to obtain a certain 
number of searches based on amount deposited.


2 S – Standard Function No Requests and payments can be made through the system's Citizen 
Access web portal. The Portal can also be configured to accept 
deposits via credit card that can then be used to prepay for 
available online services and any other fees due.







Part I A
Technical Proposal


Tab XII
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Tab XII. Other Informational Material 
Vendors must include any other applicable reference material in this section clearly cross referenced with the proposal. 


In this section, we have included Accela’s customer support information, as well as information on the Accela Cloud.  


Accela Customer Support  
The information is supplemental to Section 6.2.1.2 in Tab VIII. 


Customer Service is an Attitude 
Accela’s Customer Care organization is dedicated to overall customer care throughout the Accela customer lifecycle.  


 


Accela’s Customer Care Organization 


Account Management 
Accela’s Account Management Group is tasked with managing, retaining, and growing Accela 
customers. All customers have a regionally based single point of contact who routinely interfaces 
with customers on site or via phone and e-mail. The Account Manager’s primary role is to serve as a 
customer advocate. S/he is the one common denominator for the customer during any stage of the 
customer lifecycle. S/he acts as a liaison for Accela customers—a community of over 2,100 agencies. An agency is able to interact, 
learn, and network with these other agencies through the customer portal known as Accela Success Community, as well as National 
User Group Meetings, Regional User Group Meetings, and more – offering the opportunity to learn from the collective product 
expertise of our users. 
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Customer Success 
As part of a customer’s annual maintenance and support, Accela provides a Customer Success team 
tasked with ensuring that customers achieve success with the solutions we implement. These highly 
trained consultants work with our customers’ managers, directors, and executives to better 
understand and document line of business needs, objectives, and the feasibility of specific requests 
detailed with a post deployment Customer Success Plan. The Customer Success team develops strategic project plans that outline 
critical success factors, metrics, potential issues during and post implementation, and documents recommendations for future 
solution advancement to maximize their use of the Civic Platform.  


Customer Support 
Accela’s Customer Support, based in our San Ramon, California headquarters, provides live 
technical support between 4:00 a.m. and 6:00 p.m. Pacific Time, Monday through Friday, excluding 
Accela-observed holidays. Staffed with over 50 support professionals, the Customer Support team 
responds to all client issues and routes technical incidents accordingly based on the nature of the incident. Unlike some of our 
competitors who provide better support to customers who pay a higher annual maintenance, our Customer Support team provides 
the same level of superior service to all clients, which includes: 


• Providing information in a timely and professional manner 
• Performing best efforts to resolve any incidents submitted 
• Documenting each incident and its resolution 
• Escalating incidents to other Accela departments as necessary 
• Tracking the duration of open incidents and ensure forward progress 
• Communicating the progress of open incidents with customers up to and including resolution 
• Delivering fixes and workarounds for any incidents 


 


 


Recent customer feedback 


Our Customer Support organization has implemented a Service Delivery framework built on the Information Technology 
Infrastructure Library (ITIL) model. ITIL offers a systematic approach to the delivery of quality IT services which has been globally 
recognized as a best practice for delivering service and adopted by many leading organizations. 
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Support Services  
Pursuant to our standard maintenance agreement (included in the Additional Information section of this proposal), the following 
services are included in Accela’s annual maintenance:  


• Telephone Support – Accela provides a telephone number to contact Customer Support, Accela’s live technical support 
facility. 


• E-Mail Support – Accela will provide one or more electronic mail addresses to which a customer may submit routine or 
non-critical support requests 24 hours a day, which Accela will address during its regular business hours. 


• Online Support – Accela will provide access to archived software updates and other technical information in Accela’s online 
support databases, which are available 24 hours a day. 


• Remote Support – When required to properly resolve a maintenance request, Accela will provide remote assistance via the 
WebEx environment or another mutually acceptable remote communications method. 


• On-Site Support – If remote support is not acceptable, Accela can provide on-site assistance, which will be billed at Accela’s 
then-current time and materials rates. In addition to these charges, compensation for associated airfare, lodging, rental 
transportation, meals, and other incidental expenses will be billed as accrued.  


• Software Updates – Accela will provide revisions of and enhancements to maintained software products as such updates 
are generally released. Accela delivers, or makes available to customers for download, software updates and supporting 
documentation via their File Transfer Protocol (FTP) site. 


Other Methods of Software Support 


Context-Sensitive Online Help 
Accela’s Civic Platform provides online help as well as fully indexed, searchable, and editable help files for all features and functions. 
To use online help, the user simply clicks the Help button on any menu bar. Our Civic Platform will display the help topic specific to 
the current screen. The image below illustrates this feature. 


 


Accela Civic Platform’s Online Help Feature 
 


  







 NEVADA | REPLACEMENT OF THE MANUFACTURED HOUSING DIVISION’S CORE SYSTEMS 


State of Nevada 
April 19, 2016 194 


Accela Success Community 
With 6,751 users and counting, Accela’s public community website 
(https://accela.force.com/success/CustomerCommunityLogin) is where our solution experts 
blog about industry news, preview new features and upcoming releases. The Community is 
open to our customers, prospects, developers, and partners to learn about Accela solutions, 
discuss ideas for how to get the most out of the Civic Platform, and share tips with others.  


Users will also enjoy: 


• Getting everything in one place – Single sign-on for documentation, support, 
articles, and conversations with other community members. 


• Finding information easily – Search a topic and get results from all areas of the 
Community with enhanced search capabilities. 


• Experiencing an improved enhancement request process – The process provides 
consistency, offers a look into the planning and development process and provides 
opportunities for users to collaborate directly with product owners. 


• Providing feedback – Rate articles and discussion threads and vote on ideas. 
• Keeping up with what’s important to you – Follow topics and people that you are 


interested in. 
• Reducing your emails – Easy-to-access profile settings give users full control of content consumption and frequency. 


 


 One-stop location for all 
things Accela 


 Streamlined access to 
support cases and 
knowledge 


 One login and password 


 Enhanced search 
capabilities 


 Rate articles and 
discussion threads 


 Reduction of emails 


 Follow only the items that 
interest you 
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Accela Success Community homepage 
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Accela Ideas 
Ideas is a valuable resource that allows users to share ideas on potential new solution functionality with Accela and other Civic 
Platform users, collect feedback from others, and comment and vote on ideas proposed by others. Ideas is a key data point used by 
our Product Management team as part of release planning, so Accela encourages others to comment on and vote for your idea. 
Since active input and involvement is essential for all ideas, Ideas allows users to comment on and vote for (or against) ideas posted 
by others. 


Whether you are in active implementation, have used the product for years, are a development partner, mobile user, or Accela staff, 
anyone using any Accela solution can submit an idea. By opening Ideas to such a large audience, we hope to better serve our users 
by bringing focus to features that are popular among the entire community, offer the most business value, and result in solutions 
users love. 


 


Ideas page on Success Community 


As an idea receives votes and progresses through the assessment process the status will be updated according to the following 
guidelines: 


• The Next Big Idea – This status is the default initial status assigned to all submittals. 
• We built it – This status is assigned to ideas that have made it into a release. 
• We’re working on it – This status is assigned to ideas that are in development and are expected to be included in an 


upcoming release. 
• Current release candidate – This status is assigned to ideas that are actively being considered as within the potential scope 


for an upcoming release but are not yet in development. 
• Very interesting – This status is assigned to ideas that are not actively being considered as within the scope for an 


upcoming release but which may become release candidates in the future. 
• Let us chew on it – This status is assigned to ideas that have received at least 100 points but may not currently align with 


the product roadmap and are therefore not currently expected to become release candidates. 
• Under point minimum – This status is assigned to ideas that have received fewer than 100 points. 
• Closed – This status is assigned to ideas that have been closed due to duplication or any reasons other than that the idea 


has made it into a release. 


We encourage users to check the status of an idea at any time by returning to the Ideas page. 


Accela User Groups 
Accela user groups discuss products and share experiences to improve the use of their Accela products. These groups are designed 
as a resource for, and by, those who know the product best—the users. There is a formal meeting during Accela Engage, the annual 
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User Conference, where each of the group members vote and name a regional lead. The regional lead then coordinates with the 
regional Account Manager on webinars, meetings and other notifications from the collaborations and discussions with other users in 
the group. The regional lead, along with other group members can determine if meeting more frequently than quarterly is an option 
but if not, remote meetings or conference calls are encouraged to promote collaboration and issue resolution.  


Most meetings and product updates are coordinated around new releases and provide the user group members with information 
about the release, product demonstrations and product issues that have been addressed since the last release and new product 
enhancements based on feedback from the general user community. Accela posts all user group events in the events section on the 
Accela website (http://www.accela.com/company/events) and can also access additional customer forums and discussions in 
Accela’s Success Community. 


 


Participate in discussions in these public and private groups with Accela staff, partners, and agency peers 



http://www.accela.com/company/events
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Accela Engage User Conference 
This annual event in August brings together hundreds of users, administrators, IT managers, 
and other government officials for four days of product training, app development training, 
breakout sessions, presentations, networking events, engaging with Customer Support and 
Services staff, partner solutions, exciting activities, and more. The 2016 Annual User 
Conference will be held in Los Angeles, California at the JW Marriott L.A. LIVE from August 22 
to 26th. L.A. LIVE is the premier destination for live entertainment in downtown Los Angeles 
and is anchored by the JW Marriott, Staples Center, Grammy Museum and Nokia Theatre. The 
L.A. LIVE campus features sports and music venues, night clubs, 20 restaurants, movie theaters 
and a bowling alley. For more details, visit http://bit.ly/1Jmpulg.  


Dynamic learning opportunities included: 


• General Session and Keynote Speakers – Attendees were inspired by civic technology leaders and discovered what's ahead 
for Accela and the growing civic tech industry. 


• Breakout Sessions – Attendees learned about best practices and heard first-hand how customers have solved similar 
challenges by using game-changing technologies from Accela. 


• Hands-On Training – Attendees got the know-how needed to get the most out of their solution. 
• Expert Desks – Attendees met with Accela experts and got immediate answers to all their questions as well as product 


support and live demos. 
• User Group Meetings – Attendees connected with peers at other agencies in their region, and internationally, and learned 


what they're up to. 
• Demo Theater – Attendees caught 15-minute demos of existing and prototype solutions that integrate with the Civic 


Platform. 
• Exhibit Hall – Attendees learned how our partners' solutions and services are extending the benefits for other agencies on 


the platform. 


The following topics are just some of the sessions that have been offered to attendees in past conferences:  


 


Watch Accela CEO Maury 
Blackman’s Keynote from 
Accela Engage 2015 at: 
http://bit.ly/1G9Ulju  
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Software Upgrades  
Accela is committed to the ongoing development of its products and works continuously to enhance the solutions to remain current 
with new technologies and consistent with best business practices. Accela spends millions of dollars each year on its research and 
development activities to enhance the effectiveness of its technology for its clients. Every single release advances technology and 
the automation it can bring our clients and their communities. 


For each new release, the requirements for new enhancements and features originate from a number of sources: 


• Market demand 
• Customer requests 
• Strategic investment 
• Technology advances 


Customer requests may come from various channels, such as direct requests from existing customers, industry trade shows and 
conferences, or user group meetings. At our annual user conference, for example, attendees have the option to participate in an 
organized vote to rank the intended system enhancements. The voting results are announced and discussed with the voters at that 
time. The following bullets outline our typical release cycle: 


• Frequency – Accela’s software releases typically occur annually (but may vary as 
requirements dictate) and other point releases as needed. The agency will need 
someone with network administration skills and access as well as a Database 
Administrator or someone with credentials to access, modify and update the 
database. Service/feature packs are a collection of different patches, minor 
enhancements, or revisions that, by necessity, must be released outside of the 
normal release cycle and typically occur at six to eight week intervals as needed. 
Patches are used to correct an identified problem with a software program or an 
operating system that requires immediate action are only issued on an as-needed 
basis. Upgrades and patches do not affect any local configurations developed by 
individual agencies using the system’s Admin Tools. A typical duration to 
install/implement in one environment (Dev, Test, Prod) is as follows: 


o Hot Fix: 1 to 2 hours 
o Service/Feature Pack: 2 to 3 hours 
o Version: 4 to 6 hours 


• Provision of release notes – All version upgrades, patches, etc. are provided with corresponding instructions to enable a 
complete understanding of the reasons and outcomes. Detailed product release notes accompany all product releases, and 
are alternatively available on Accela’s Success Community website for customers to review prior to installation. In addition, 
the following technical documentation is provided with each major release: 


o Administrator Guide 
o User Guide 
o Installation and Configuration Guide 
o Online Help 
o Interface Software Development Kit 


• Ability for Client staff to implement versus need to contract for services – For on premise customers, upgrades to Accela’s 
Civic Platform do not require a contract. When an upgrade becomes available, an e-mail notification is sent to all affected 
customers. Clients have the option of accepting these upgrades and releases into their configured systems. Accela keeps 
track of table structures and all system configuration data changes and then incorporates them into our standard database 
upgrade scripts. (It is the client’s responsibility to test any customized user interfaces or user-defined tables and store 
procedures.) The result is that such efforts do not impact future releases of the product at any client agency.  


• Duration of support for prior releases – Pursuant to our Maintenance agreement, Accela will provide maintenance support 
to on premise customers for the current release of each of its maintained software applications and for the release 
immediately preceding such current release. All other releases are deemed to be “legacy releases”. Accela will respond to 


Unlike some other 
vendors that rush to 
deliver multiple releases 
within a single year, our 
annual release cycle 
supports our platform’s 
maturity and our desire to 
release meaningful 
enhancements in 
response to market 
needs. 
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maintenance requests concerning legacy releases only using currently available information. Services requiring additional 
research, engineering-level support, or coding or programming by Accela will not be provided pursuant to the Maintenance 
Agreement, but may be separately available at rates and on terms that may vary from those described herein.  


Accela Cloud Clients 
Accela upgrades its Cloud Test environment one month before the Accela Cloud Production environment is upgraded to the same 
release version. We upgrade our Cloud Support environment two weeks prior to upgrading the Cloud Production environment. This 
gives our Cloud clients one full month of testing the release prior to the release being installed into the Production environment. Our 
Cloud Environment Team has the responsibility of completing the upgrade for our clients. It is our customers’ responsibility to 
perform all testing and verification of the new release against their specific configuration and setup. 


• Day 1 – Test Environment Upgraded 
• Day 14 – Support Environment Upgraded 
• Day 30 – Production Environment Upgraded 


Accela On-Premise Clients 
On the day the Accela Cloud test environment is upgraded, the latest software release is made available on the Accela FTP site for 
Accela on-premise customers. We also provide notification of all releases via our Accela Success Community site. At that time, 
customers can download and install the current version to any of their environments. Accela’s Customer Support team is available to 
assist on-premise customers with an upgrade provided it is an upgrade of an existing implemented environment. Two weeks’ notice 
is required for assistance to allow for timing and scheduling of resources. All testing and verification is done by the customer in a test 
environment prior to installing the latest version in their Support or Production environment. Customer Support will assist via 
remote WebEx sessions; however, the agency or its representatives are expected to install and configure any new software release. 
Accela’s Customer Support team will be available to assist with any errors or issues that may arise during the upgrade process. 


 


 


Typical Release Schedule for Hosted and On-Premise Clients 


Approach to System Modifications 


Gap Analysis Strategy to meet Agency Requirements 
Accela’s initial review of customer requirements against the Accela Civic Platform base package begins with the RFP response team 
which includes representatives from Engineering, Product Management, and Services. This team analyzes and reviews the functional 
and technical requirement documents provided in the RFP, and then determines if there are any perceived gaps in functionality from 
that required by the State that is not included in our base software. Once the actual implementation engagement begins with the 
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State, Accela will lead requirements analysis sessions with key State subject matter experts (SMEs) to both validate gaps identified in 
the RFP response and determine if additional gaps may exist based on new or clarified requirements discovery. 


This approach represents our standard process for identifying any gaps between customer requirements and the base software 
package. Based on the detail and completeness of the listed RFP functional and technical requirements, we find that we can identify 
and address functionality gaps as a part of the RFP response and provide the customer with a realistic assessment of the gaps and 
any associated costs early in the process. 


By accurately identifying these potential gaps early in the process, we help mitigate changes to the scope and cost of the project to 
the extent possible. Rather than discovering potential gaps for the first time during implementation analysis, we basically test our 
assumptions made at the RFP level for these gaps to ensure that all parties are in agreement. Should any additional gaps arise due to 
unknown or additional requirements, these are easily addressed by the project team in conjunction with Accela Product 
Management resources. 


Designing New Enhancements 
Accela’s Civic Platform offers a variety of configuration tools that may allow requirements new to the system to be implemented 
without product enhancement. Among these tools are custom screens, Accela’s Business Rules Engine, and robust support for 
GovXML and Web Services. For non-enhancements, the complete solution is documented and detailed in our standard Configuration 
Document, which allows the customer to understand the solution approach and approve it prior to execution. 


If a product enhancement is needed to meet a requirement, Accela follows a well-delineated process for assessing and designing 
new features for our existing Accela’s Civic Platform COTS product. If the requirement is contractual or based on legislative 
mandates, Accela’s Services team assigned to the project will collect requirements in the context of the project at hand and then 
work with Product Management to document the requirements and the proposed product enhancement. The requirements and 
delivery of enhancements will be reviewed with the customer for accuracy before development begins.  


If the requirement is not contractual, enhancement requests can be made through Accela’s Community Ideas page. Ideas are 
routinely reviewed and updated by Product Management. Based on a number of factors (number of votes, popularity, product 
direction, etc.), ideas are planned for future releases. 


This approach is used routinely and supports well over 100 enhancements to our Civic Platform each major release. For non-
enhancements, our Services team is well versed in using the configuration tools used to provide the configuration of new 
requirements not otherwise supported in the system. 


The primary advantage to this approach is that it ensures that requirements are correctly documented and that the customer gets 
an opportunity to review and approve all requirements before any development begins. The result is an enhancement that meets 
expectations and works as designed. For non-enhancements, the complete solution is documented and detailed in our standard 
Configuration Document, which allows the customer to understand the solution approach and approve it prior to execution. 


Retaining Client-Specific Enhancements during Upgrades 
We develop and maintain a single code line for the base Accela Civic Platform. This in no way precludes an agency from securing 
improvements or enhancements to Accela’s Civic Platform, but Accela Product Management has a responsibility to ensure that the 
requested improvements or enhancements do not negatively affect the use of the system for other clients. We maintain an internal 
product roadmap, and enhancements developed based on this roadmap are released to the entire customer base with each release. 
By using function IDs or switches, a specific customer solution need not turn on all functionality as a part of their specific solution. 


If a product enhancement is needed to meet a requirement, Accela follows a well-delineated process for assessing and designing 
new features for our existing Accela’s Civic Platform COTS product. If the requirement is contractual or based on legislative 
mandates, Accela’s Services team assigned to the project will collect requirements in the context of the project at hand and then 
work with Product Management to document the requirements and the proposed product enhancement. The requirements and 
delivery of enhancements will be reviewed with the customer for accuracy before development begins. 
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At our discretion, Accela may require the customer to pay for the enhancement and will present the customer with any associated 
costs as a part of the submission of the functional requirements for signoff. Once the requirements are agreed upon, we will make 
the enhancement a candidate for the next regular release. In certain circumstances where functionality may be needed more 
rapidly, some enhancements may be able to be delivered in a service pack pending the extent of the development effort and 
developer availability. 


Any customization performed by Accela is reviewed with the agency to ascertain that the existing features and functionality of the 
system cannot accomplish the need. Many times, we are able to present workable approaches that resolve the need. In the case 
that customization is ultimately selected as the appropriate path, Accela performs the work on the system after the agency has 
approved the work and its respective costs. There are no known constraints as Accela will enable completion of the customization 
without any deleterious effort on downstream releases. 


Anytime Accela enhances its product either for what may be deemed a single customer at the time or for the benefit of all, it is a 
company policy to make the enhancement (customized code) available to all of our customers through a scheduled upgrade or point 
release. Under this approach, the Accela Civic Platform’s source code is not “customized” – rather updates to the source code 
become part of our supported product for all customers moving forward. The benefit of this approach is clear—neither Accela nor 
its customers have a string of code that is not generally supported. Instead, Accela’s engineering team confirms that the Accela Civic 
Platform is wholly supported and aligns with the original product specifications throughout its lifetime. Under this design, Accela 
does not build any product “enhancement” that does not map to the product direction and overall company approach to solution 
building. 


Third-Party Product Compatibility 
Accela will make every effort and take every precaution to ensure that its Civic Platform and complementary product ecosystem 
remains compatible and compliant with the latest releases from our partners and industry leaders such as Microsoft, Oracle and Esri. 
Periodic releases of service packs and patches to existing, supported version of these complementary products will be supported in 
as timely a fashion possible. Support timelines for when wholly new products and/or product versions will be supported shall be 
communicated to our customer base via release notes and/or formal announcements from our Customer Care team. The timelines 
will be determined by Accela based upon the value with which those products bring value to our customers and the Civic Platform as 
a whole. We recommend the industry best practice to test all new service packs, patches and versions within a Pre-Production 
environment prior to publishing to your Production environment. Accela’s Customer Care team is also a valuable resource for 
questions and assistance in these matters. 


Scheduled Downtime 
Changes to the cloud environment require careful planning and testing prior to implementation. By way of code releases, the code 
has to pass through a minimum of three separate environments prior to its introduction into production. In every case, clients 
receive advance notification of the code change as well as any anticipated downtime associated with the maintenance (that 
generally occurs during the later evening hours). Standard notification is sent via email and posted to Success Community two weeks 
prior to any scheduled downtime of the hosted production environment. All servers are kept up to date with the latest operating 
system and firmware patches as they become available based on criticality and need. 


Monitoring Federal/State Regulatory Requirements 
Accela utilizes a robust and multi-pronged strategy to follow and engage on policy initiatives and regulatory actions that affect the 
ongoing product requirements of our customers. Accela’s active involvement in policies that affect our customers help Accela deliver 
technologies that meet, or often exceed, newly emerging regulatory requirements. 


1. Accela Customer User Groups: Accela maintains an active network of customer user groups at the national, regional, and 
local level. These groups participate in both in person and online forums and provide ongoing feedback to Accela on 
emerging product requirements, such as those that are based on emerging regulations. 


2. Government and Trade Associations: Accela is an active member and participant in government and trade associations at 
the international, national, state, county, and local level. A sample of the groups Accela actively participates in includes: 
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• International Code Council 
• American Planning Association 
• National League of Cities 
• U.S. Conference of Mayors 
• International City & County Managers Association 
• National Association of Counties 
• National Association of State Chief Information Officers  
• E-republic Digital Communities Program 
• League of California Cities 
• Silicon Valley Leadership Group 


These organizations are actively involved in discussing emerging policies and regulations that affect the technology needs of Accela’s 
customers. Accela’s participation ensures that the technology requirements and capacity of our customers is represented in these 
forums and that Accela’s management and product teams are informed of emerging regulatory changes that would affect our 
customers’ requirements from our technologies. 


3. Accela Government Relations Team: Accela maintains a team of government relations professions that actively follows 
policy and regulatory issues that affect the requirements of our customers and reports back to Accela’s senior management 
and product teams concerning regulatory changes that affect our customers and the demands placed on our technology. 


4. Accela Center of Excellence: Accela maintains an agile team of product experts and software engineers called the Center of 
Excellence that continuously works on the emerging requirements placed on our products. This team regularly synthesizes 
the technology requirements of new regulations and provides our customers with flexible and cost effective enhancements 
to our products that insure our customers meet or exceed regulatory requirements. 


A recent example of how the above strategy results in Accela being responsive to our customers technology needs involved the 
California Solar Permitting legislation - AB 2188. As the solar permitting policy issue has evolved nationally, and in California through 
AB 2188 legislation, Accela noted it as an emerging issue that would affect the demands placed on Accela’s Land Management 
customers. Accela noted an increase in discussion of solar permitting in our customer user groups and government and trade 
associations. 


Accela’s Government Relations team began actively tracking the issue and worked with Accela’s product teams and the Accela 
Center of Excellence to produce a strategy that would provide current and prospective Accela customers with a best-in-class solution 
to this emerging regulatory requirement. Accela’s team started by creating a “best practice template” that provides a cost-efficient 
strategy for our customers to comply with the requirements of AB 2188. 


Going beyond simply offering solutions that comply with regulatory requirements, Accela has now been selected by the U.S. 
Department of Energy as a member of the Northern and Central California Sunshot Alliance. Along with PG&E, SolarCity, Qado 
Energy, and local governments like the City of Livermore, CA, Accela will collaborate to implement an end-to-end regulatory process 
and technology system for rooftop solar that will serve as a national “best practice” model and cut the average install time of a 
rooftop solar system from 30 days to just one day. 


Incident and Escalation  
When the Customer Support team receives an incident report, it is tracked until final resolution. The assigned Customer Support 
representative communicates incident progress, and email notifications are sent at critical milestones. The escalation process 
adheres to the following path: 


• Initiation: All information provided to the Customer Support is entered into Accela’s tracking system; the incident is 
assigned an identification number and a Customer Support Representative.  


• For Requests for Information: the Customer Support representative provides the information and either closes the 
incidents or escalates to the appropriate resource. 
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• For Usage Questions: the Customer Support representative explains to the customer how to accomplish the task in 
question. The incident is then closed. 


• For Software Issues: After confirming that the issue is not related to usage, the Customer Support representative performs 
an issue analysis to determine the cause of the incident. 


• For Enhancements: The Customer Support representative gathers information about the requested enhancement, and 
escalates the incident to the appropriate resource within Accela, based on the request.  


• For Service Requests: The Customer Support representative communicates and escalates the request to the appropriate 
Accela sales representative. 


• Analysis: Once a software issue is reported, the Customer Support will attempt to replicate, analyze, research, and diagnose 
the cause of the issue. The customer may be asked to provide additional information, screenshots, or files to demonstrate 
the issue. Once resolved, and prior to closing the incident, the customer is asked to test the resolution. In the event that the 
Customer Support representative cannot resolve the issue, it is escalated to the appropriate resource. 


• Escalation to Sales: Incident escalation to our Sales team occurs when a product enhancement or service is requested. The 
Sales representative will coordinate with Accela’s Engineering and/or Services teams to prepare a cost estimate for the 
requested service. Upon customer approval, a purchase order is generated and Accela will provide the requested 
enhancement or service. 


• Escalation to Engineering: Escalation to Accela’s Engineering Team occurs when a modification to the existing ecosystem is 
required or requested. After an initial evaluation, the Engineering Team provides an estimated completion date. Our 
Quality Assurance staff evaluates each fix, patch, or workaround before it is sent to the Customer Support team for 
distribution. Once the Customer Support receives the fix, patch, or workaround, it is delivered to by e-mail or through 
Accela’s FTP site.  
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Accela Customer Support Case Lifecycle 


We prefer the County have internal escalation procedures to ensure that our Customer Support team does not receive multiple calls 
regarding the same issue. Most agencies delegate two or three individuals to handle escalation issues prior to contacting the 
Customer Support with the issue, however, our Customer Support will accept calls from any County staff member if it chooses to do 
business this way. 


Client Testing / Acceptance 
Any time a fix, patch, or workaround, is delivered, the Customer Support team will assist with the install and testing, as necessary. If 
testing reveals that the incident is satisfactorily resolved, the incident is closed; otherwise, the incident is escalated to Accela’s 
Engineering team. 
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Once a solution is confirmed as satisfactorily resolving the issue, it is closed and no longer actively tracked by the Customer Support 
team. A closed incident can be reopened at any time if the issue needs to be readdressed. 


Incident Severity, Response and Resolution 
As incidents are reported to the Customer Support team, incident severity is assessed based on the criteria in Exhibit XX on the next 
page. Reported incidents are triaged based on the impact the issue has on business operations and the severity of other issues 
reported. Accordingly, necessary resources are assembled to resolve the issue based on issue severity. 


Accela Customer Support Incident Severity, Response, and Resolution 


Priority Definition Response Goal Resolution Goal 


Critical Severity – 
Priority 1 


System or application is 
non-functional or 
seriously affected and 
there is no reasonable 
workaround available. 
E.g. Business is halted. 


 


Confirmation of receipt 
within 1 business hour. 


Provide follow-up every 
60 minutes when the 
Critical Incident is 
phoned into Customer 
Support. 


 


Upon confirmation of receipt, Accela 
will put forth the effort to provide a 
workaround, fix, or estimated 
completion date within 72 hours 
after the problem has been 
diagnosed and/or replicated, 
provided there is an agency 
representative available to assist 
with issue diagnosis and testing 
during the resolution process. 


 


High Severity –  
Priority 2 


System or application is 
affected and there is no 
workaround available 
or the workaround is 
impractical. E.g. 
Customer cannot 
process payments or 
system response is very 
slow. 


 


Confirmation of receipt 
within 4 business 
hours. 


Provide follow-up every 
48 hours. 


 


Accela will put forth our best effort 
to provide a workaround or fix or 
estimated completion date within 14 
business days after the problem has 
been diagnosed and/or replicated. 


 


Medium Severity – 
Priority 3 


System or application 
feature is non-
functional and a 
convenient 
workaround exists. E.g. 
Non-critical feature is 
unavailable or requires 
additional user 
intervention. 


 


Confirmation of receipt 
within 8 business 
hours. 


Provide follow-up every 
7 days. 


 


Accela will put forth our best effort 
to provide a workaround or fix or 
estimated completion date within 21 
business days after the problem has 
been diagnosed and/or replicated 
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Priority Definition Response Goal Resolution Goal 


Low Severity -   
Priority 4 


System or application 
feature works, but 
there is a minor 
problem. E.g. a field is 
mislabeled or a help file 
is missing. 


 


Confirmation of receipt 
within 24 business 
hours. 


Provide follow-up every 
14 days. 


Resolution for the issue may be 
released as a patch set or be 
incorporated into a future release of 
the product. 


 


Accela Partner Program 
Partners are a key component of our company's growth, and Accela is deeply committed to 
providing them with competitive value and differentiation. The Accela Partner Program 
fosters collaboration across our partner ecosystem while offering resources tailored to meet 
the individual needs of value added resellers, service providers, system integration partners, 
technology alliance partners and software developers. This approach opens up opportunities 
that enable partners to build, sell, deploy and align their products and services with our Civic 
Platform and directly engage industry professionals and citizens in their communities. The 
Accela Partner Program helps accelerate partners' time to revenue with training, marketing 
campaigns, sales tools and support so they can build a government business. 


Accela Empowers 
Partners with: 


 Opportunities to profit 
together 


 Tools to build custom 
solutions with APIs and 
SDKs 


 A network of built-in 
government contacts and 
citizens to market and 
sell to 


 Brand recognition that 
brings credibility to their 
business offerings 
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With 450+ users, Accela’s Partner Network site enables all types of partner's (Service, VARs, Developer and Technology Alliance Partners) to 
quickly discover information specific to their needs and includes links as well as contact details for the various partner tools, materials and 


systems. 


Accela has developed a mature Partner Program that includes a rigorous Certification and 
Training process ensuring that all partners have the necessary skills to succeed in an Accela 
implementation. In fact, there are 25 companies now certified to implement Accela’s Civic 
Platform. From Accenture, Deloitte, HP Global Services, Woolpert, to smaller companies like 
Avocette, Byrne Software Technologies, and FutureNet.  


As an element of our Partner Program, we strive to attract M/WBE firms to provide the 
breadth of services our customers expect. By its own efforts, Accela has broadened the 
traditional definition of integrating disadvantaged firms into the course of its projects. We 
have taken on this approach because it satisfies both the goals of government for their 
intervention as well as allowing these businesses to build their practices into successful 
ventures that can one day be as competitive as their non-disadvantaged partners. Rooted in 
this approach is that every participant gains—from the prime and disadvantaged firms to 
government and the projects they realize in technology automation. Accela has structured its 
strategy to entertain as many viable conduits for integrating small, minority and women-
owned firms 


By creating an ecosystem of third-party technology partners, Accela opens up the opportunity 
for those companies and agencies to leverage the Civic Platform across areas perhaps currently 
not considered. This is the inherent difference between Accela and their competitors—we believe in an open platform that builds 
toward continued growth and expansion of solutions and allows third parties and agencies to help drive the direction of the 
solution moving forward. 


Accela was selected as the 


recipient of the 2013 Esri 


Partner Conference Award 


for Private (Internal) Web 


Application for Accela Civic 


Platform, a GIS-infused 


platform for government. 


The award is given to the 


company that demonstrates 


practical yet innovative 


solutions with ArcGIS 10.1. 


Partners were nominated by 


various Esri staff and 


 



http://www.accela.com/company/news/press-releases/487-accela-selected-as-2013-esri-partner-conference-award-winner

http://www.accela.com/company/news/press-releases/487-accela-selected-as-2013-esri-partner-conference-award-winner

http://www.accela.com/company/news/press-releases/487-accela-selected-as-2013-esri-partner-conference-award-winner

http://www.accela.com/company/news/press-releases/487-accela-selected-as-2013-esri-partner-conference-award-winner
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With Accela’s Partner Program, we believe in partners of volume,  
not a volume of partners 


Accela leverages the experience, talent, and skills of its business partners, which consist of 
software, hardware, services, and reseller companies that are dedicated to providing best-of-breed 
solutions for the public sector. Our certified implementation partners, some of which are also 
value-added resellers, have a deep understanding and expanded skill set for delivering the Accela 
Civic Platform.  


For more details, visit 
http://www.accela.co
m/company/partners 



http://www.accela.com/company/partners

http://www.accela.com/company/partners
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Accela’s large and growing partner ecosystem extends and enhances the Civic Platform 


Accela Connect 
Our commitment to partnering with qualified implementation firms and value-added resellers is 
exemplified in our annual Accela Connect Conference. Accela Connect brings together developers, 
business partners, customers and Accela staff who are passionate about using technology to build 
bridges between citizens and government.  
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Developer Organizations 
Accela also works closely with developers as well as organizations like Code for America (CfA) and Tumml to build and deliver apps 
that make it easier to do business with government and address key community issues. We are also actively promoting the 
consumption of CivicData.com datasets by developers within these organizations and to their extended networks. 


• Known as the “Peace Corps for Geeks”, CfA recruits talented web developers, designers, and entrepreneurs for a year of 
public service and pairs them with municipalities throughout the country who are working to leverage technology and 
better engage the community. By opening new datasets, creating apps, and hosting events that engage residents – both the 
Fellows and cities produce open-source apps that can be used by any agency nationwide, making a real difference for the 
community. The Fellows work with municipal government leaders, community groups, and residents to identify a challenge 
the community is facing and design technology solutions to remedy the issue. 


• Tumml is an urban incubator, which invests in civic startups, helping them grow into self-sustained businesses that focus on 
improving society. Accela’s sponsorship of the program provides them access to a community of civic entrepreneurs and 
Bay Area public sector leaders. Tumml takes on five new startups during each cohort. Cohorts last approximately six 
months. We will work with cohort companies to explore partnership opportunities to integrate their products into the 
Accela Civic Platform. 


Accela Cloud 
The information is supplemental to Section 4.2 in Tab VI. 


Whether by a perpetual or subscription license, agencies can significantly reduce their infrastructure costs by choosing to host their 
system in the Accela Cloud, which provides 99.9 percent uptime and full disaster recovery over a standard internet connection. This 
means agency IT staff can focus on things other than maintaining new hardware and software. Because the Accela Cloud is elastic 
and scalable, Accela is able to easily expand capacity as demand spikes occur. In addition, the Accela Cloud has full integration 
capabilities with Esri, Selectron, and other third-party applications that will allow the State to offer a fully functional web-based, cost 
efficient solution on a 24/7/365 basis while still owning the data that can be exported quarterly to Accela’s Cloud customers (at the 
customer’s request). 


For the State’s cloud solution, Accela will leverage its long 
history of providing cloud solutions for governmental clients. 
The proposed primary cloud data center is Equinix—an industry 
leader for managing complex, mission critical solutions. Accela’s 


cloud facility located in San Jose, CA is 24/7/365 and has several certifications including SSAE 
16, ISO, and LEED. Over 90% of all Internet routes pass through Equinix data centers. As 
outlined below, Equinix’s care and datacenter design provide unparalleled reliability and 
protection for the Accela Cloud solution: 


• 99.9% SLA for Accela’s Civic Platform 
• Thousands of vulnerabilities tested monthly by independent vendor 
• HP WebInspect part of development process 
• Veteran staff with multiple industry certifications (Oracle, Microsoft, VMWare, Java) 
• 25,000+ monthly man hours of development  
• Zero successful security attacks over history 
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On-Premise versus Accela Cloud 


Benefits of Accela’s Cloud solution include the following: 


• A reliable and cost effective solution for mission-critical business needs handled in the 
Civic Platform. 


• Load-balanced web servers to handle the needs of all users 
• Multiple middle tier application servers 
• Two node Oracle Real Application Cluster database 
• No single points of failure in any hardware device from the external firewalls through 


the backend database.  
• Redundant database backups (database is backed up five times daily) 
• Redundant archive log storage 
• Synchronized disaster recover site in the event of a site wide outage 


Deployment Model 
Accela’s hosted environment contains a staging, support, and production environment. There 
is a two-week testing window for each environment when a new version is applied. This 
allows clients a chance to preview and validate new features prior to its push into production. 
Accela follows an annual cycle between major releases with hot fixes and patches provided 
as needed in the interim. There is also a configuration or support environment available to 
Accela Cloud clients where new configurations can be created and tested. 


Each release of the Accela software follows an internal development and QA process prior to 
making the new version generally available to customers. The State is responsible for any 
configuration or changes needed as well as testing each release prior to applying the update 
to a production environment.  


Accela Cloud customer sites are updated in one-week intervals to allow customers adequate time for testing and research prior to 
the version being applied to the production environment. This allows for a two-week test interval before any release is added to the 
Production environment. 


• Week 1 – Hosted Test Environment Upgraded 
• Week 2 – Hosted Support Environment Upgraded 


In 2014, Accela 


solutions processed 


6,515,531 permits and 


licenses in the Accela 


Cloud. 


100+ clients of varying 


size use the Cloud 


model supporting over 


6,000 agency end users 


and 691,200 public 


users. 
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• Week 3 – Hosted Production Environment Upgraded 


Physical Security 
All Equinix facilities are outfitted with biometric palm 
scanners and require face- to-face verification with 
security personnel prior to entry. All personnel must 
present government issued identification and be on a 
preauthorized access list prior to gaining entry. All 
equipment is kept inside a biometrically secured private 
cage with onsite security personnel monitoring the cloud 
facilities 24/7 via indoor and outdoor video surveillance. 
Accela’s private cage includes a dedicated video camera 


monitored by security personnel. Equinix’s security and privacy policies are available at 
http://www.equinix.com/en_US/solutions/by-services/colocation/standards-and-
compliance/iso-certified-data-centers/.  


Environmental Controls 


Cooling Features 
• Robust, N+1, HVAC provides stable airflow, 
temperature, and humidity 
• N+2 redundancy for chillers 
• 6 750 ton centrifugal chillers 
• 6 cooling towers 


• Variable frequency drives 
• Chilled water pumps 
• Condenser pumps 
• CRAC air-handling units in the colocation area 
• Cold aisle containment 


Flood Control Features 
• Built above sea level 
• No basement 
• Moisture barriers on external walls 
• Dedicated pump rooms 
• Moisture detection sensors 


Earthquake and Fire Features 
• Exceeds local building codes 
• Can withstand 9.5 magnitude (only 1 recorded in modern history in Chile, 1960) 
• Multi-zoned, dry-pipe, double-interlock, pre-action fire suppression system 
• Very Early Smoke Detection and Alarm (VESDA) 


Power Always Flowing 


 Enhanced Workflow 
Designer 


 Power feeds from 
multiple sites 


 Multiple 2MW Diesel 
generators 


 Dedicated fuel contracts 


 48 hours of fuel on-hand 
to power site at full 
capacity 


 >99.999% uptime 


 Multilevel user 
tracking 


 Detailed video 
tracking 
and archival 


 Access by authorized  
ticket only 


 5 layers of security 
prior to cage 


 Biometric hand 
scanners 
with pin codes 


 Two-factor remote 
authentication 


 4 Accela employees 
have access to cage 


 



http://www.equinix.com/en_US/solutions/by-services/colocation/standards-and-compliance/iso-certified-data-centers/

http://www.equinix.com/en_US/solutions/by-services/colocation/standards-and-compliance/iso-certified-data-centers/
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Power Features 
Equinix has some of the world’s foremost experts on power management engineering their data 
centers. Equinix engineers have designed International Business Exchange™ (IBX®) power systems 
with built-in redundancy, full Uninterruptible Power Supply (UPS) systems with N+1 redundancy 
levels or greater, and backup generator systems in the event of a local utility failure. Accela 
currently uses redundant circuits to power every PDU and system within the cloud facility. 


 


Procedures and Protocols 


Access to Systems 
Prior to having any type of physical or remote access to any system at the Cloud facility, users must first be authorized by the IT 
Manager or Director of IT (per the Hosted Production Access Security Policy). 


Acceptable Use Policies 
All users accessing any system at the Cloud facility must read and agree to the following conditions: 


• Users with remote desktop access will not download, install, remove, or update any software on any hosted system 
• Users will not use the server’s Internet browser(s) for any type of browsing activity that is outside the scope of work served 


by those systems 
• Users will not modify, create, or remove any local or domain accounts 
• Users will not escalate or further change any privileges granted to any user 
• Users will not power cycle or shutdown any remote server 
• Users will not stop, start, or restart any service or daemon  
• Users will not alter the configurations of deployed services without prior authorization from the Production Network 


Administrator, IT Manager, or Director of IT and without opening an IT Ticket for the change request 
• Users will not upload files to the server that are not essential to the work of the server 
• Users will virus scan all files they wish to upload to the server before deploying said files 
• Users will not attempt to gain access to any server(s) that they have not been authorized by the Production Network 


Administrator, IT Manager, or Director of IT to do so. 
• Users will not share their account credentials for hosted systems with anyone else including other Accela employees 
• Users will not use hosted systems to retrieve or view email  
• Users will not download files from the hosted systems to any other machine 
• Users will not attempt to mine, extract, or gather information from hosted systems outside the scope of their work 
• Users will immediately log off hosted systems once they have completed their work and do so using a proper mechanism 


(e.g., Start->Log Off rather than just “X-ing” out of a remote desktop session) 
• Users will not attempt to sniff or capture data from the Cloud network 
• Users will immediately report if they suspect their credentials have been stolen or otherwise compromised to the 


Production Network Administrator, IT Manager, or Director of IT 
• Users will not use any form of instant messaging on the Cloud servers 


Authorization Process 
Any user requesting access remotely to a system at the Cloud data center must first log a ticket with the IT Ticket system and assign 
that ticket to the Production group. Upon receipt of the ticket, the Production Network Administrator will review the ticket request 
and determine its validity. He will then contact the IT Manager and Director of IT with the request so that they can issue the final 
authorization. If the request is granted for remote access, the Production Network Administrator will ensure the following: 


• A unique username is created for the account 
• The default password will be unique for that user 
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• The initial password must be set to require change upon first login by the user 
• The user will only be granted access to the requested resource and have the minimal level of permissions needed to 


perform his/her work 
• The user’s password will adhere to the default password policy 
• The user will receive the Hosted Systems Acceptable Use Policy and sign it. 
• Upon signature and receipt, the Production Network Administrator will scan the document and attach it to the original IT 


Ticket request. 
• The user’s account will only be active for as long as the ticket request requires. 


Periodic Review 
Once per quarter the Production Network Administrator will review the active accounts to verify that they are needed and will 
disable any unused accounts. If any employee is terminated, that user’s account will be immediately disabled, his group 
memberships and roles revoked, his password reset, and the account removed from the OU it belonged to and placed in the 
Terminated Accounts OU. 


Physical Access Policy 
Any user wishing to gain physical access to the Cloud data center must submit an IT Ticket specifying the need. All requests of this 
type are denied by default and it is only by authorization of the Director of IT that any employee or Accela-sponsored vendor can 
gain said access. If access is granted, the Production Network Administrator, the IT Manager, or the Director of IT must contact the 
Cloud facility to open a ticket authorizing the user and the day and time of the visit. Upon arrival at the Cloud facility, the user must 
surrender a government-issued ID card that is verified with the hosting facility’s security personnel. No personal items may be taken 
in to the facility. The Cloud facility will issue the user a badge that is surrendered once the visit has concluded. The Cloud facility 
personnel will escort the user to Accela’s cage in the hosting area. Logs of the visit including video recordings are kept onsite at the 
Cloud facility. The ticket is closed and the user’s access privileges revoked upon completion of his assignment. 


No one is allowed to take any data from the hosted environments at any time without direct written consent of the Director of IT. 
Any hardware either removed or added from the Cloud facility must be logged thoroughly (including date and time, model, make, 
serial #, reason for removal).  


Password Policy 
All user accounts must meet the following password requirements: 


• 24 passwords remembered 
• Maximum password age = 42 days 
• Minimum password age = 1 day 
• Minimum password length = 7 characters 
• Password must meet complexity requirements  


Business Continuity 
The State can rest assured that Accela’s proposed Cloud solution offers a reliable business 
continuity plan, including:  


• No loss of any functionality in comparison to a State-hosted site. 
• Efficient failover and easy-to-manage switchover capabilities allow quick role reversals 


between primary and standby databases, minimizing the downtime of the primary 
database in the event of a disaster. 


• Logical exports of the database are taken every night and the exports are stored in a 
redundant volume location before being moved to a separate server. 


• Logical exports are kept for a minimum three-month period on a separate server.  


Accela’s Security & 


Compliance program 


leverages the NIST 800-53 


(e.g., FISMA) as the basis 


for its security and privacy 


controls. 
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• Hot backups of the database files are taken every Tuesday, Thursday, and Saturday and stored to disk both locally and on a 
separate server location. 


• The solution has a disk-to-tape contract so that we can retrieve up to two weeks of data. 
• Archive logs are stored locally in two redundant volume locations and also moved to a separate server every ten minutes.  
• A standby database is located at a remote disaster recovery site. This provides the availability of the solution the event of a 


disaster. 


Once engaged on the project, our team will work with the State to establish the service levels needed to support the solution 
including: 


• Customer support prioritization and triage 
• Performance metrics 
• Level of security (e.g., port, dedicated line, etc.) needed/preferred 
• Disaster recovery/business continuity benchmarks 
• Management and monitoring service levels 


Redundancy/Load Balancing Capabilities 
No single point of failure exists within Accela’s cloud model. 
Load-balanced web servers provide high availability for all of 
Accela’s customers. Load balancing is a computer 
networking method for distributing workloads across 
multiple computing resources, such as computers, a 
computer cluster, network links, central processing units or 
disk drives. Load balancing aims to optimize resource use, 
maximize throughput, minimize response time, and avoid 


overload of any one of the resources. Using multiple components with load balancing instead 
of a single component may increase reliability through redundancy. Load balancing is usually 
provided by dedicated software or hardware. 


Accela uses two different ISP vendors to provide Internet traffic utilizing BGP. All equipment 
has a peer and all power is redundant. In the event of a site-wide outage, Accela can failover to 
a secondary, geographically distinct datacenter in Utah, managed by ViaWest.  


In most cases, failover is a function of the database engine. SQL Server supports failover but all sessions will still experience 
downtime, however brief it may be. In a clustered scenario, the Accela services can communicate with the SQL Server Virtual IP 
address for the database engine and it will continually check that connections are viable. In the event of a database server failure, 
the SQL Server cluster can fail the engine over to the second server and during that time all connections will be forcibly terminated 
and the Accela application will not work. Once the second node’s database engine is active and the virtual IP is connecting user 
sessions, the Accela system connection pools should connect to the failed over server and begin processing requests again. If not, 
the Accela services can be restarted to establish those connections.  


In the case of Oracle, this type of downtime is completely mitigated by use of the OCI driver, transparent application failover, Real 
Application Clusters, cluster service names, and/or DataGuard configured with Fast-Start failover. 


Data Retention and Backups 
What is the retention period for the data being backed up? 


At a minimum, Accela keeps two weeks’ worth of backups available via the RMAN process for the Oracle database. Where possible, 
Accela strives to maintain longer backups of data up to one month. Database backups occur nightly and the backups are stored in 
two separate geographically distinct. All production databases run in archivelog mode and all archive logs are backed up nightly. 


 Complete 
redundancy 


 Two ISPs with BGP 
Peering 


 Hardened firewalls 


 Load balancers 


 SSL encryption 


 Monthly third party 
vulnerability testing 
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Traffic between the datacenters is via an encrypted VPN tunnel. Encryption is not part of the backup process as no removable media 
is generated. 


Are the data back-up tapes/media stored at the Cloud provider location or off-site? 


Primary backups are stored on-site on disk. Backups are not stored with any other vendor. 


Disaster Recovery Capabilities 
Disaster recovery is an integral part of maintaining business continuity should a catastrophic 
outage occur. Accela is committed to giving its Cloud customers access to their respective data 
and sites in a timely fashion should such an unlikely outage occur.  


The hosted production database is mirrored using Oracle DataGuard to a geographically distinct 
failover site in Utah, managed by ViaWest. Great care, planning, and expense has been taken to 
ensure that no single points of failure occur within the cloud environment itself. All network and 
I/O paths are redundant and all services are available via load-balanced environments. Accela 
employs virtualization via VMWare vSphere that allows for dynamic migration of any failed 
virtual guests to a live physical host the moment an outage is detected. This ensures continuity 
of business services should a single physical server go offline. Additionally, load-balanced pool 
members are isolated to different physical hosts further ensuring that a virtual service remains 
available even if a single pool member goes offline. 


A two-node Oracle Real Application cluster provides high availability for the key production 
Oracle databases. This cluster allows for both dynamic and manual relocation of key services 
insomuch that the associated web and business services can always connect to a live node. The cluster itself consists of physical 
servers that also use multipath I/O and aggregated NICs to ensure high availability. 


Database backups follow a standard weekly full/nightly incremental schedule using Oracle’s Backup and Recovery Manager (RMAN).  


In any scenario involving data loss, there are multiple paths that can be followed to recover the data. The first involves using Oracle’s 
flashback technology at either the query or table level. The second involves using the logical export to restore the data to a new 
database to export it. The third involves using RMAN to perform a point-in-time recovery of the data files and archive logs to an 
isolated cloned instance. The fourth involves using RMAN to perform a point-in-time recovery of the database proper (this being the 
most drastic). 


If a site-wide outage occurs that is projected to be sustained and lasting but the data itself within the datacenter is retrievable, 
Accela employees will transfer any outstanding archive logs to the physical standby site and activate the standby site as the primary 
cloud facility. External DNS entries will then be updated to reflect the failover site. 


 


 
 


 Second datacenter 
in Salt Lake City, 
Utah 


 Oracle DataGuard  


 Oracle Streams 


 Replication 
Technology 


 15 minute health 
checks 


 Annual data 
switchover testing 
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Tab Vlll- Section 5 - Company Background and References


6. COMPANY BACKGROUND AND REFERENCES


6.1 VENDOR INFORMATION


6.1 .1 Vendors must provide a company profile in the table format below.


6.L2 Please be advised, pursuant to NRS 80.010, a corporation organized
pursuant to the laws of another state must register with the State of
Nevada, Secretary of State's Office as a foreign corporation before a


contract can be executed between the State of Nevada and the awarded
vendor, unless specifically exempted by NRS 80.015.


6.1.3 The selected vendor, prior to doing business in the State of Nevada, must
be appropriately licensed by the State of Nevada, Secretary of State's
Offrce pursuant to NRS76. Information regarding the Nevada Business
I-icense can be located at http://sos.state.ty,ug.


Ouestion ResDonse
Nevada Business License
'Number:


To be appliedfor upon Contract
award


Leeal Entity Name: TGI Svstems LLC


Question Response
Company name: TGI Svstems LLC
Ownership (sole proprietor, partnership,
etc.):


Sole Proprietor


State of incorporation: Arizonu
Date of incorporation: 2012
# of years in business: 19
List of top officers: Josephine and Mux Wyman
Location of company headquarters: Chundler Arizona
Location(s) of the company offices: Bttsuio Citv, Philinpines
Location(s) of the office that will provide
the services described in this RFP:


Carson City, Nevadu


Number of employees locaIly with the
expertise to support the requirements
identified in this RFP:


5


Number of employees nationally with the
expertise to support the requirements in
this RFP:


5


Location(s) from which employees will be


assigned for this proiect:
Arizona, Nevada







Is "Legal Entity Name" the same name as vendor is doing business as?


Yes JBB No


If "No", provide explanation.


6.1.4 Vendors are cautioned that some services may contain licensing
requirement(s). Vendors shall be proactive in verification of these
requirements prior to proposal submittal. Proposals that do not contain
the requisite licensure may be deemed non-responsive.


6.1.5 Has the vendor ever been engaged under contract by any State of Nevada
agency?


Yes No JBB


If "Yes", complete the following table
the work was performed. Table can
being identified.


for each State agency for whom
be duplicated for each contract


Question ResDonse


Name of State agency:
State agency contact name:
Dates when services were
performed:


Type of duties performed:


Total dollar value of the
contract:


6.1.6 Are you now or have you been within the last two (2) years an employee
of the State of Nevada, or any of its agencies, departments, or divisions?


Yes No JBB


If "Yes", please explain when the employee is planning to render
services, while on annual leave, compensatory time, or on their own
time? However, one of my employees has retired from the State of
Nevada within the past two years.


If you employ (a) any person who is a current employee of an agency of
the State of Nevada, or (b) any person who has been an employee of an


agency of the State of Nevada within the past two (2) years, and if such
person will be performing or producing the services which you will be


contracted to provide under this contract, you must disclose the identity







of each such person in your response to this RFP, and specify the
services that each person will be expected to perform. The retired Stute
of Nevada Employee is Jay B. Baldwin and he will be performing
Project Management datiesfor TGI Systems.


6.1.7 Disclosure of any significant prior or ongoing contract failures, contract
breaches, civil or criminal litigation in which the vendor has been


alleged to be liable or held liable in a matter involving a contract with
the State of Nevada or any other governmental entity. Any pending


claim or litigation occurring within the past six (6) years which may
adversely affect the vendor's ability to perform or fulfill its obligations if
a contract is awarded as a result of this RFP must also be disclosed.


Does any of the above apply to your company?


Yes No JBB


If "Yes", please provide the following information. Table can be


duplicated for each issue being identified.


Ouestion Response
Date of alleged contract
failure or breach:
Parties involved:
Description of the contract
failure, contract breach,
litigation, or investigation,
including the products or
services involved:
Amount in controversy:
Resolution or current status of
the dispute:
If the matter has resulted in a
court case:


Court I Case Number


Status of the litieation:


6.1.8 Vendors must review the insurance requirements specified in Attachment
E, Insurance Schedule for RFP 3238. Does your organization
currently have or will your organization be able to provide the insurance
requirements as specifi ed in Attachment E.


Yes JBB No


Any exceptions and/or assumptions to the insurance requirements must
be identified on Attachment B, Technical Proposal CertiJication of







Compliance with Terms and Conditions of RFP. Exceptions a.tdlor
assumptions will be taken into consideration as part of the evaluation
process; however, vendors must be specific. If vendors do not specify
any exceptions andlor assumptions at time of proposal submission, the
State will not consider any additional exceptions andlor assumptions
during negotiations.


Upon contract award, the successful vendor must provide the Certificate
of Insurance identifying the coverages as specified in Attachment E,
Insurance Schedulefor RFP 3238.


6.1.9 Company background/history and why vendor is qualified to provide the
services described in this RFP. Limit response to no more than five (5)
pages. See brief backgroand and history ut end of this section


6.1.10 Length of time vendor has been providing services described in this RFP
to the public andlor private sector. Please provide a brief description.


I have been providing services since the dute of incorporation, and prior
to that through a previoas version of this softwure. Major customer has
been Navajo Coanty Arizona. To glimpse our project look at Tab XII
dsta sheet about our product. The last page diagram on the left shows
all the applications built snd one of them, Highwuys on the right, has
been expanded to display the depth of work pedormedfor that client,


6.1.11 Financial information and documentation to be included in Part III,
Confidential Financial Informalioz of vendor's response in accordance
with Section 12.5, Part III - Conjidential Finuncial.


6.1.i 1.1 Dun and Bradstreet Number


6.1.11 .2


6.1.11.3


Federal Tax Identification Number


The last two (2) years and current year interim:


6.1.1 1.3.1 Profit and Loss Statement
6.1.11.3.2 Balance Statement


Yes No JBB


6.2 SUBCONTRACTOR INFORMATION


6.2.1 Does this proposal include the use of subcontractors?


If "Yes", vendor must:







6.2.1.1 Identify specific subcontractors and the specific
requirements of this RFP for which each proposed
subcontractor will perform services.


6.2.1.2 If any tasks are to be completed by subcontractor(s),
vendors must:


6.2.1.2.1 Describe the relevant contractual
arrangements;


6.2.1.2.2 Describe how the work of aly
subcontractor(s) will be supervised, channels of
communication will be maintained and compliance with
contract terms assured; and


6.2.1.2.3 Describe your previous experience with
subcontractor(s).


6.2.I.3 Vendors must describe the methodology, processes and


tools utilized for: \'


6.2.1.3.1 Selecting and qualifying appropriate
subcontractors for the project;


6.2.1.3.2 Incorporating the subcontractor's
development and testing processes into the vendor's
methodologies;


6.2.1.3.3 Ensuring subcontractor compliance with the
overall performance objectives for the project; and


6.2.1.3.4 Ensuring that subcontractor deliverables
meet the quality objectives of the project.


6.2.1.4 Provide the same information for any proposed
subcontractors as requested in Section 6.1, Vendor
Information.


6.2.1.5 Business references as specified in Section 6.3, Business
References must be provided for any proposed
subcontractors.


6.2.1.6 Provide the same information for any proposed
subcontractor staff as specified in Section 6.4, Vendor
Staff Skills and Experience Required.







6.2.1.7 Staff resumes for any proposed subcontractors as specified
in Section 6.5, Vendor Staff Resumes.


6.2.I.8 Vendor shall not allow any subcontractor to commence
work until all insurance required of the subcontractor is
provided to the vendor.


6.2.I.9 Vendor must notifii the using agency of the intended use of
any subcontractors not identified within their original
proposal and provide the information originally requested
in the RFP in Section 6.2, Subcontrsctor Information.
The vendor must receive agency approval prior to
subcontractor commencing work.


6.2.1.10 All subcontractor .*O,oj., assigned to the project must
be authorized to work in this country.


6.3 BUSINESS REFERENCES


6.3.1 Vendors should provide a minimum of five (5) business references from
similar projects performed for private, state andlor large local
government clients within the last four (4) years.


Since incorporation of TGI Systems I have worked consistently with
only one client and have asked him to provide this reference. See
above 6,1.10


6.3.2 Business references must show a proven ability of:


6.3.2.1 Implementing systems for other govemment agencies that
perform similar functions as MHD, such as:


See documentation is TAB XII and notice items such as
Physical Assets, Building Permits, Planning and Zoning,
County Recorder, Risk Management, County Treasury,
Banking


o Permitting and inspection.


o Seals (inventory tracking ofseals and issuance).


o Licensing.


o Titling.







o Parks (MHD understands this is a somewhat unique
application and is weighted as a lessor priority than the


others).


o Public online lookup of records.


o Support online payment and issuance of permits (public
self service capabilities).


6.3.2.2 Developing, designing, implementing and/or transferring a


large scale application with public atdlor private sectors;


See documentation is TAB XII


6.3.2.3 Successful ongoing support of the system for client,
including effective deployment of upgrades;


See documentation is TAB XII


6.3.2.4 Developing and executing a comprehensive application test
plan; Each application displayed in TAB XII had an


extensive compreh ensive application test plan.


6.3.2.5 Developing and implementing a comprehensive training
plan;
See documentation is TAB XII


6.3.2.6 Experiencewithcomprehensiveprojectmanagement;
See dacamentation is TAB XII


6.3.2.7 Experience with cultural change management; See TAB
XII und notice button 5 on page I


6.3.2.8 Experience working with business partners that are


proposed on this project (ifrelevant); and


6.3.2.9 Experience with data migration.
See documentation is TAB XII


6.3.2.10 Maintaining effective backup and recovery infrastructure.
See documentation is TAB XII


6.3.3 Vendors must provide the following information for every business


reference provided by the vendor and/or subcontractor:


The "Company Name" must be the name of the proposing vendor or the


vendor' s proposed subcontractor.







Reference #: I
Company
Name:


Navajo County Public Works


Identifi role company will havefor this RFP project
(Check appropriate role below):


VENDOR I I SUBCONTRACTOR


Project
Name:


TGI Systems LLC


Primary Contact Information
Name: Ryan Taylor
Street Address:
Citv. State. Zip:
Phone. including area code: 028) s24-4116
Facsimile. includine area code: (928) 524-4122
Email address: Rv an. Tsv I o r{rDnov ai o c o unty az. gov


Alternate Contact Information
Name:
Street Address:
City, State, Zip:
Phone, including area code:


Facs mile, including area code:
Ema address:


Proiect Information
Brief description of the
project/contract and
description of services
performed:


See documentation is TAB XII page 7


Original Proj ect/Contract Start
Date:
Original Project/Contract End
Date:


Original Proiect/Contract
Value:
Final Proi ectlContract Date :


Was proiect/contract
completed in time originally
allotted. and if not. why not?


Was projectlcontract
completed within or under the
original budget / cost proposal,
and if not, why not?







6.4


6.3.4 Vendors must also submit Attachment F, Reference Questionnaire to the
business references that are identified rn Section 6.3.3.


6.3.5 The company identified as the business references must submit the
Reference Questionnaire directly to the Purchasing Division.


6.3.6 It is the vendor's responsibility to ensure that completed forms are


received by the Purchasing Division on or before the deadline as


specified in Section 10, RFP Timeline for inclusion in the evaluation
process. Reference Questionnaires not received, or not complete, may
adversely affect the vendor's score in the evaluation process.


6'3'7 The State reserves the right to contact and verifi' any and all references


listed regarding the quality and degree of satisfaction for such


performance.


YENDOR STAFF SKILLS AND EXPERIENCE REQUIRED


The vendor shall provide qualified personnel to perform the work necessary to
accomplish the tasks defined in the Scope of Work. The State must approve all
awarded vendor resources. The State reserves the right to require the removal of
any member of the awarded vendor's staff from the project. The following are


general guidelines for staff qualifications:


6.4.1 Project Manager Qualifications
See resumes in TAB IX


The Project Manager assigned by the awarded vendor to the engagement


must have:


6.4.t.1


6.4.t.2


6.4.t.3


6.4.1.4


6.4.1.5


A minimum of four (4) years of project management
experience, within the last ten (10) years, in govemment or
the private sector;


A minimum of three (3) years of experience successfully
implementing solutions similar to the solution proposed by
the vendor for this project.


A minimum of two (2) years of experience with systems
analysis and design;


A minimum of two (2) years of experience with systems
development and implementation;


Completed at least one (1) project within the past three (3)
years that involved designing business processes and







procedures and developing new systems to support the new
business processes; and


6.4.1.6 Completed at least one (1) project within the past three (3)
years that involved communication and coordination of
activities with extemal stakeholders.


6.4.2 Technical Lead Qualifications
See resumes in TAB IX


The technical lead assigned by the awarded vendor must have:


6.4.2.1 A minimum of three (3) years of experience successfully
implementing systems similar to the system proposed for
this project.


6.4.2.2 A minimum of four (4) years of experience in systems
development, design and programming of automated
systems;


6.4.2.3 A minimum of four (4) years of experience developing
systems using a relational database;


6.4.2.4 A minimum of two (2) years of experience developing
Internet applications ;


6.4.2.5 A minimum of two (2) years of experience managing
systems architecture and systems development projects;
and


6.4.3 Implementation Lead Qualifications
See resumes in TAB IX


The implementation lead assigned by the awarded vendor must have:


6.4.3.1 A minimum of three (3) years of experience managing the
implementation of new business processes and procedures


and new automated systems to support the new business
processes;


6.4.3.2 A minimum of two (2) years of experience managing the
implementation of Intemet applications;







6.4.3.3


6.4.3.4


Completed at least one (1) project within the past three (3)
years that involved the procurement, receipt and make
ready of computer equipment and software; and


Completed at least one (1) project within the past three (3)
years that involved a phased implementation where systems
activities were coordinated between the old and new svstem
environments.


6.5


6.4.4 Individual Team Member Qualifications
See resumes in TAB IX


Each member of the awarded vendor's project team must meet at least
one (1) of the qualifications below. In addition, the aggregation of the
individual qualifications of the team members must cumulatively meet
allof the following requirements. These requirements are:


6.4.4.1 Two (2) years of experience within the last six (6) years
analyzing and modeling business processes and defining
user requirements;


6.4.4.2 Two (2) years of experience within the last five (5) years
designing online interfaces using the tools proposed for this
project;


6.4.4.3 Three (3) years of experience within the last five (5) years
implementing systems similar to the system proposed for
this project;


6.4.4.4 Three (3) years of experience within the last five years
developing secure Internet applications using the tools
proposed for this project; and


6.4.4.5 Completed at least one (1) project within the past three (3)
years that involved development of course outlines and
materials and organizing and conducting classes to support
the implementation of new business processes and systems.


VENDOR STAFF RESUMES


A resume must be completed for each proposed individual on the State format
provided inAttachment I, Proposed Stdf Resume, including identification of key
personnel per Section 14.3.19, Key Personnel.
See resumes in TAB IX







6.6 PRELIMINARY PROJECT PLAN


6.6.1 Vendors must submit a preliminary project plan as part of the proposal,
including, but not limited to:


6.6.1.1 Gantt charts that show all proposed project activities;


6.6.1.2 Planning methodologies;


6.6.1.3 Milestones;


6.6.1.4 Taskconflictsand/orinterdependencies;


6.6.1.5 Estimated time frame for each task identified in Section 5,


Scope of Work; and


6.6.I.6 Overall estimated time frame from project start to
completion for both Contractor and State activities,
including strategies to avoid schedule slippage.


6.6.2 Vendors must provide a written plan addressing the roles and


responsibilities and method of communication between the contractor
and any subcontractor(s). N/A


6.6.3 The preliminary project plan will be incorporated into the contract.


6.6.4 The first project deliverable is the finalized detailed project plan that must
include fixed deliverable due dates for all subsequent project tasks as


defined in Section 5, Scope of Work. The contract will be amended to
include the State approved detailed project plan.


6.6.5 Vendors must identify all potential risks associated with the project, their
proposed plan to mitigate the potential risks and include recommended
strategies for managing those risks. Potential risk k converting date


informationfrom Access to SQL Server. Works in a text jleld but dute


to date jield sometimes causes problems.


Vendors must provide information on the staff that will be located on-
site in Carson City. If staff will be located at remote locations, vendors
must include specific information on plans to accommodate the
exchange of information and transfer of technical and procedural


knowledge. The State encourages altemate methods of communication
other than in person meetings, such as transmission of documents via
email and teleconferencing, as appropriate. See resumes in TAB IX







6.7 PROJECT MANAGEMENT


Vendors must describe the project management methodology and processes


utilized for:


6.7.1 Project integration to ensure that the various elements of the project are


properly coordinated; The ABE software contains the Dev, Test, UAT,
and Production regions within the software itself, Work is done in one
region and dragged and dropped to another region. It is easy to see


any residual work that has not been completed. The ABE software all
this time only sits on one server and is not migrated around.


6.7.2 Project scope to ensure that the project includes all the work required and


only the work required to complete the project successfully; As
described in Attachment O.


6.7.3 Time management to ensure timely completion of the project. Include
defining activities, estimating activity duration, developing and


controlling the project schedule;


Management of contractor and/or subcontractor issues and resolution
process; See TAB XII page one button 5


6.7.4 Responding to and covering requested changes in the project time frames;


See TAB XII page one button 5


6.7.5 Responding to State generated issues;
See TAB XII page one button 5


6.7.6 Cost management to ensure that the project is completed within the
approved budget. Include resource planning, cost estimating, cost
budgeting and cost control; Any budget overrun dejined by contract
will be consumed by this Vendor. Any subsequent modiJication' oF


additional tusks will be billed at vendor proposed hourly rate.


6.7.7 Resource management to ensure the most effective use of people involved
in the project including subcontractors; Resource management will be


assigned per special skills as needed.


6.7.8 Communications management to ensure effective information generation,
documentation, storage, transmission and disposal of project
information; and


6.7.9 Risk management to ensure that risks are identified, planned for, analyzed,
communicated and acted upon effectively.







6.8 QUALITY ASSURANCE


Vendors must describe the quality assurance methodology and processes utilized
to ensure that the project will satisfy State requirements as outlined in Section 5,


Scope of Work of this RFP. Quality Assuronce willbe provided


6.9 METRICS MANAGEMENT


Vendors must describe the metrics management methodology and processes
utilized to satisfy State requirements as outlined in Section 5, Scope of Work of
this RFP. The methodology must include the metrics captured and how they are


tracked and measured. We would prefer the Extreme Programming Methodfor
a project this small. I.e. DeJine the next two weeks work then do the job.


6.10 DESIGN AND DEVELOPMENT PROCESSES


Vendors must describe the methodology, processes and tools utilized for:


6.10.1 Analyzing potential solutions, including identifying altematives for
evaluation in addition to those suggested by the State; The tools used
would be the ABE Software ilself,


6.10.2 Developing a detailed operational concept of the interaction of the system,
the user and the environment that satisfies the operational need;


6.10.3 Identifying the key design issues that must be resolved to support
successful development of the system; and Key design issues must be


communicated by the users and they will be implemented by this
Vendor. See Product Description TAB XII button 5


6.10.4 Integrating the disciplines that are essential to system functional
requirements definition. All this contained within COTS


6.11 CONFIGURATIONMANAGEMENT


Vendors must describe the methodology, processes and tools utilized for:


6.1 1.1 Control of changes to requirements, design and code;
See Product Description TAB XII button 5


6.11.2 Control of interface changes; See Product Description TAB XII button 4


6.IT.3 Traceability of requirements, design and code; This is a COTS







6.11.4 Tools to help control versions and builds; This is a COTS


6.11.5 Parameters established for regression testing; As deJined by agreement


between MHD and TGI SYstems


6.t1.6 Baselines established for tools, change log and modules; Contained in
COTS


6.11.7 Documentation of the change request process including check inlout,
review and regular testing; All contained within the COTS


6.11.8 Documentation of the change control board and change proposal process;


and


6.11.9 Change log that tracks operVclosed change requests. All contained within
COTS


6.12 PEER REVIEW MANAGEMENT


Vendors must describe the methodology, processes and tools utilized for:


6.12.1 Peer reviews conducted for design, code and test cases;


6.t2.2 Number of types of people normally involved in peer reviews;


6.12.3 Types of procedures and checklists utilized;


6.12.4 Types of statistics compiled on the type, severity and location of errors;


and


6.12.5 How errors are tracked to closure.


All of this k contained within COTS and will be conducted as agreecl


upon between MHD and TGI SYstems.


6.13 PROJECT SOFTWARE TOOLS


6.13.1 Vendors must describe any software tools and equipment resources to be


utilized during the course of the project including minimum hardware


requirements and compatibility with existing computing resources as


described in Section 3.4, Current Computing Environment. Contained
within this proposal is various sections


6.13.2 Costs and training associated with the project software tools identified
must be included inAttachment J, Project Costs. Also contained within
this proposal in various sections.







Brief Company Background and History


TGI Systems LLC is and Arizona corporation wholly owned by Josephine and Max Wyman. The
central focus of the firm is the integration of information through the use of location. Firm also
reflects mathematical roots in technology design based upon the optimization of engineering,
environmental, and socio-economic criteria. All company endeavors center of thinking out-of-
the-box to develop improved business processes. TGI Systems is evolutionary result of two prior
firms.


Max Wyman was the broker of Wyman Real Estate Company from 1986 through 1997.Here,
the importance of location and the distribution of services across the landscape were learned.
Terra Genesis, a second firm was operated from 1997 through 2012, focusing on the use and
development of spatial data within relational and geographic information systems. TGI Systems
takes the next step, with a direct focus on enterprise information and process integration. Four
key projects run central to this business evolution:


1999-2000 Hong Kong Transport lnformation System Conceptual Design: an initiative to
integrate the data and processes across three government agencies and a variety of private
transport providers. The tools pioneered here form the basis of TGI Systems business
methodologies.


2002-2006 Texas Department of Transportation GIS Architecture and Infrastructure Project: a


three year project exploring spatial data integration processes.


2006-Present Navajo County Information System: an on-going enterprise-wide data integration
project, currently spanning work management, building permits, highway management, fleet
maintenance, treasury, civil law, business permits, medical examiner, birth certificates, e9ll,
flood control, and others.


2AB-2014 Battery-Switching Station Location Optimization: a two year mathematical methods
project used in the location of electric vehicle battery serice stations across Europe.


The diversity of this work reflects the ideals and relationships of the interests and technical
capability of TGI Systems LLC.








TAB 9







PROPOSED STAFF RESUME


A resume must be completed for all proposed contractor staff and proposed subcontractor stalJ.'


COMPANY NAME: TGI Svstems LLC


H Contractor E Subcontractor


Name: Max M. VYymun E Key Personnel


Classification: Priniipat Scientist I + of Years in Classification: | 15


Brief Summary of
Experience:


Dr. Wyman has been designing and building integrated information systems


for twenty years. His experience includes proiect design ancl manugement,


data analysis and restructuring, and working with organization to achieve


interoperability between business units. Dr. Wyman is the Principal
Scientist ut TGI Systems LLC and is responsible for charting future
software research and development, basiness development, and
implementing data integration ptoiects at client sites.


Dr. Wyman's project experience is diverse, to include the development of
highway manogement systemsrJleet and parts inventories, public health


functions, law enforcement systems, animal control,flood plain
management, building permits, communily development, und asset


management.


The organization of information through location, to include sputial data


creation und interoperability, has been u specialty of Dr. Wymun for several


decades. He has given popers und workshops on the subiect, while ulso


teaching spatial data integrution concepts at the graduate und under


gruduute level. Other areas of expertise include trunsportation, linear
referencing, and the construction of combined engineering, environment,
and socio-economic models to compare business system altef4ut\g1-


# of Years with Firm: Company Founder


RELEVANT PROFESSIONAL BXPERIENCE


Required Informution:


09/15/2006 to Present:
Vendor Name: TGI Systems LLC
Client Name: Navajo County, Arizona
Client Contoct Name:


Ryan Taylor
Role in Project: Project Manager
Details and Durution of Proiect: enterprise
integration
Software/hardware used in engagement: A
TGI Svstems Adaptive Business Environment


An enterprise informution integration project currently


fusing 850 applications and 75M records into a single
user inter.face, the TGI Adaptive Business


Environment. Data are also managed for public web


support, internet mapping, und smartphone dutu


collection of field inspections. Over 20,000 new recorcls


are createtl monthly using the system. Participating
offices incluele: building permits, Jleet munagement,
highway manugement, work management, heoth


department, sherffi and treasury.


EDUCATION


Institution Name:
City:
Stute:
Degree/Achievement:
Certifications:


United Stutes Air Force Academy
Colorado Springs
Colorado
BSE Astronautics







Institution Name:
City:
State:
Degree/Achievement:
Certilications:


Arizonu State Universitv
Tempe
Arizona
MS Buildins Desisn


Institution Name:
City:
Stute:
Degree/Achievement:
Certilications:


Arizona State Unfuersity
Tempe
Arizona
Ph.D. Economic Geogrophv


HARDWAREiSOFTWARB SUMMARY (Be Specifi c)


Description # of Year's Experience


Environments:
Hardware:
Softwure: TGI Adaptive Business Environment 15


Tools:
Datobases: SOL Server 15


REFERENCES


Ryan Taylor, GIS/ES Manager
Navojo County Public Works
(928) 524-4116,voice
(928) 5 24-4 1 2 2, facsimile
Rv an. T av I o r(tln av a i o c o u ntv ilL g o v


Jim Patterson, Senior Consultant
NTT Data,Inc.
(512) 332-6016,voice
None,facsimile
i imo att er s o n I 4 i@s mail. c o m
Ro bert Heming, Senior Programmer/Analyst
Navaj o Counfii Information Techno logy
(928) 524-4401, voice
(9 28) 5 24-4386, facsimile
ro b ert. h emins@nav ui o co untv az-s ov







PROPOSED STAFF RESUME


A resume must be completed.for all proposed contractor staff and proposed subcontractor staff.


COMPANY NAME: TGI Systems LLC Inc.


11 Contractor n Subcontractor


Name: Miu Grucia Tumavo il Kev Personnel
Classification: Senior Progrtmmer | # of Years in Classification: | 4 I'ears


Brief Summary of
Experience:


Seven-yeors' experience in manufacturing systems as well asJinanciul
ttpplications development. She continues to learn new technology, new
frameworks for the betterment of tlte companv's products ond services.


# of Years with Firm: 3years 6months


RELBVANT PROFESSIOIYAL EXPERIENCE


Required Information:


MMYYYY to Present:
Vendor Nume:
Client Name:
Client Contact Name:
Client Address, Phone Number, Email:
Role in Project:
Details and Duration of Project:


Software/hurclwure used in engagement:


11/2012 to Present
TGI Systems LLC
Navujo County
Navajo County
Senior Programmer
Navajo Web Payments(in Production)
Nuvajo Web Map(in Production)
Navajo Mobile Enterprise (Terting)
Navajo Cashier System(Finul Stages of Development)


VB 2013, VB 2015, SQL Server 2008-2014, Web


Storm, Node is, Windows enuironment
Required Information:


MMYYYY to MMYYYY:
Vendor Name:
Client Name:
Client Contact Nilme:
Client Address, Phone Number, Email:
Role in Project:
Detuils and Duration of Project:


Software/lttrrdwore used in engugement:


02/2010-01/2012
Texas Instruments Philippines - Baguio
Texas Instruments Philippines - Baguio


PEZA Loakan Rd., Baguio City , (074) -447-1100
Applications Developer/ On Call IT Support
I handled all production including Assembly, Test und
Post Test applications for both TI Baguio and Clark. I
handled the Payroll applications as wellfor at lesst
6monthsfor both TI Baguio and Clork. On-call IT
supportfor Manufucturing, SMS, and Planning
Systems.
Net beans, Ecliose, PL/SOL, Windows Environment


EDUCATION


Institution Name:
City:
State:
Degree/Achievement:
Certifications:


University of tlte Cordillerus
Busuio Citv
Plrilippines
B.S. Computer Ensineerine
Philippine Civil Service Professional (March 2009)







Description # ofYear's Exoerience


Environments: Windows 7 vears
Hardwure:


Softwure:
VB.NET, ASP.NET, JavaScript, jQuery, HTMLI, CSS,


Json, XML, Java, PHP 3 years


Tools:


Web Storm(used for Mobile Programming),
Bootstrup(framework used for ASP.Net programming),
Silverlisht 3 yeurs


Dutubuses:
Or acle ( PL/S QL), S QL S e ru e r 2 0 0 I - 2 0 I 4, S QL it e ( us e d
for Mobile Programming) 7 years


REFERENCES


Ryan Taylor, GIS/ES Manager
Navajo County Public W'orks
(928) 524-41I6,voice
(9 2 8) 5 24-4 I 2 2, fucsimile
Rv un. Tutt lo K@nav ui o co unty az. gov


Jim Patterson, Senior Consultant
NTT Data,Inc.
(512) 332-6016, voice
None,facsimile
iimpattersonS4r{dsmail.com
Raldy Boguyong, IT Manager
Texas fnstruments Philippines - Baguio
(074) 447-1100, voice


HARDWARO/SOFTWARE SUMMARY (Be Specifi c)







PROPOSED STAFF RESUME


A resume must be comple ed for all proposed contractor staffand proposed subcontractor staff.


COMPANY NAME: TGI Svstems LLC


tr Contractor n Subcontractor


Name: Jav Buldwin E Key Personnel


Classification:
Computer
Programmer/Analyst # of Years in Classification: 2t


Brief Summary of
Exnerience:


21 Year Project Manuger, Systems Analysts, Computer Programmer,
Database Desisn


# of Years with Firm: I
RELEVANT PROFESSIONAL EXPERIBNCE


Required Information:


MMYYYY to Present:
Vendor Name:
Client Nume:
Client Contact Nume:
Client Address, Phone Number, Email:
Role in Project:
Details and Duration of Project:
S o ftw are/h ar dw are us ed in e ng ug ement :


5/2002 to 7/2015
Depurtment of Transportation IT
Converted 25 Fox Pro applicutions to Visual Busic und
Oracle Database. Was the project manager, database


designer and progrummer. Placed 25 upplications into
production. Placed un additional 5 applications into
productionfrom scratch as the sole person on the
project.


Required Informution:


MMYYYY To MMYYYY:
Vendor Name:
Client Name:
Client Contact Name:
Client Address, Phone Number, Emuil:
Role in Project:
Details and Duration of Project:
S oftw ure/h ar dw are us ed in eng ag e ment :


9/1998 to 5/2002
Department of Motor Vehicles IT
Worked on developing the GENESIS proiect, moved
datafrom silos to integrated DB2 databases, Sybase


front end and DB2 and Cobol back end.
7/1994 to 9/1998
Department of Welfure IT
Worked on the NOMADS project


EDUCATION


Institution Nume:
City:
Stute:
Degree/Achievement:
Certilications:


Brisltam Youns Universitv
Provo
atuh
Masters P uh lic Administrutio n I 984


HARDWARE/SOFTWARE SUMMARY (Be Specific)


Description # of Year's Exoerience


Environments: Microsoft.
Hardwure: Muinliante. PC, Servers


Software:


Visual St udio/Visual Basic
Fox Pro
Cybase Power Builder
Cobol


13
5
4
8


Tools:







Dutubases:


Oracle
MS SQL Server
DB2
Fox Pro


13
5
I
5


REFER[NCES


Minimum of three (3) reqaired, including name, title,
organization, phone number,fax number und email
address


Al LeBalch my IT Team Lead
4751 Bryce Drive
Carson City, Nevada 89706
775-883-2336 home
775-220-2486 cell


Jessica David my Primary User
4134 Kings Canyon Drive
Carson City, Nevada 89703
775-888-7253 work
775-240-2165 cell


Jeff Milligun my IT Supervisor
2870 Judith Lane
Reno, Nevada 89503


775-843-3139 cell
775-747-3876 home
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NEVADA | REPLACEMENT OF THE MANUFACTURED HOUSING DIVISION’S CORE SYSTEMS 


State of Nevada 
April 19, 2016 2 


 


Tab II. Cost Proposal  
Cost proposal must be in the format identified in Attachment J, Project Costs. 


Woolpert Team Response:  


Our completed Attachment J is on the following page. 


  







Request for Proposal 3238 -Replacement of MHD Core Systems


7.1  COST SCHEDULES


7.1.1 Detailed Deliverable Cost Schedule


Description of Deliverable Activity Number Cost


5.4 Planning and Administration Deliverables
1,020$                                                                     


5.4.3.1 Detailed Project Plan 26,841$                                                                   
5.4.3.2 Defined Processes for Mapping and Controlling the Project
5.4.3.3 Risk Management Plan (Note: Vendor not to charge for this deliverable, include cost in other 


deliverables)
NO CHARGE


5.4.3.4 Participation at all meetings $4,897.00
5.4.3.5 Create Monthly Status Report $2,995.00


Subtotal for 5.4 - Planning and Administration $35,753.00


5.5 Review and Validate Requirements and Gap/Fit Analysis


5.5.3.1 Gap Analysis Report (including detailed options to address gaps) $25,594.00
5.5.3.2 Comprehensive Walk-Through of System, Addressing All Core MHD Business Processes $1,498.00


Subtotal for 5.5 - Review and Validate Requirements and Gap/Fit Analysis $27,092.00


Deliverable Number


The cost for each deliverable must be complete and include all expenses, including travel, per diem and out-of-pocket expenses as well as administrative and/or overhead expenses. 
Detailed backup must be provided for all cost schedules completed.


The schedules have been set-up so that the sub-total from each deliverable cost schedule will automatically be transferred to the summary table in Section 7.1.7, Summary 
Schedule of Project Costs.


However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary Schedule of Project 
Costs  prior to submitting their cost proposal.
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Description of Deliverable Activity Number CostDeliverable Number


5.6 System Design/Implementation Configuration


5.6.3.1 System Design/Implementation Configuration Documentation $10,703.00


Subtotal for 5.6 - System Design/Implementation Configuration $10,703.00


5.7 Setup and Configure/Build System


5.7.3.1 Configured Working System (including demonstrations/pilot/walk-through of system
components) $64,490.00


5.7.3.2 Deliver fully functional system that the vendor has fully tested. Included in 5.7.3.1
5.7.3.3 Walk-through of entire system prior to UAT. Included in 5.7.3.1


Subtotal for 5.7 - Setup and Configure/Build System $64,490.00


5.8 Data Migration


5.8.3.1 Detailed data migration plan. $5,668.00
5.8.3.2 Test cases for validating converted data (ensure accuracy of data migration). Included in 5.8.3.1
5.8.3.3 Migrate data to test and production environments. $4,295.00


Subtotal for 5.8 - Data Migration $9,963.00
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Description of Deliverable Activity Number CostDeliverable Number


5.9 User Acceptance Testing


5.9.3.1 Test environment and fully functioning system, including test data (vendor to have
performed comprehensive system testing). $15,222.00


5.9.3.2 Vendor training of UAT team so that they understand the system to a level necessary to 
complete UAT. Included in 5.9.3.1


5.9.3.3 Review of MHD's UAT plan and test cases. Included in 5.9.3.1
5.9.3.4 Technical support and timely remediation of defects, data and system issues throughout 


the UAT. Included in 5.9.3.1


Subtotal for 5.9 - User Acceptance Testing $15,222.00


5.10 Documentation


5.10.3.1 User manual. No Cost - Available on Accela Community Website
5.10.3.2 Online help functionality and content. No Cost - Included in Software Platform Already


5.10.3.3 System administration/operations guide. No Cost - Available on Accela Community Website


Subtotal for 5.10 - Documentation $0.00


5.11 Training


5.11.3.1 Training plan. $3,169.00
5.11.3.2 Training materials and scenarios. $5,806.00
5.11.3.3 Fully functional training environment with data. $3,088.00
5.11.3.4 Training. $6,102.00


Subtotal for 5.11 - Training $18,165.00
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Description of Deliverable Activity Number CostDeliverable Number


5.12 Transition to Production


5.12.3.1 Production transition plan. $3,705.00
5.12.3.2 Final conversion of legacy data to new system. $2,568.00
5.12.3.3 Technical support after go-live for at least two weeks. $11,798.00


Subtotal for 5.12 - Transition to Production $18,071.00


5.13 Post Implementation Review


5.13.3.1 Post Implementation Review Plan. $5,603.00
5.13.3.2 Execute Plan. Included in 5.13.3.1
5.13.3.3 Resolution of system and vendor operational issues. Included in 5.13.3.1


Subtotal for 5.13 -Post Implementation Review $5,603.00


5.14 Warranty and Corrective Maintenance Deliverables


5.14.3.1 Timely corrective action on all system defects. No Cost
5.14.3.2 User support. Included in Annual Maintenance
5.14.3.3 Release notes. Included in Annual Maintenance


Subtotal for 5.14 - Warranty and Corrective Maintenance Deliverables $0.00


$205,062.00Total Section 7.1.1 Detailed  Deliverable Cost Schedules
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Request for Proposal 3238 -Replacement of MHD Core Systems


7.1.2 Development and Data Conversion Environments


7.1.2.1


7.1.2.2


7.1.2.3


7.1.2.4


7.1.2.5


Item # Description of Proposed Hardware and/or Software
for the Development and Data Conversion Environments Cost


1


2


3


4


5


6


7


8


9


10


11
12


$0.00


Proposers must identify costs for any hardware and/or software proposed for the Development and Data Conversion Environments, as follows:


SUB-TOTAL FOR 7.1.2


Proposers must provide a detailed description and cost for each proposed item.


The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, 
Summary Schedule of Project Costs.


However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, 
Summary Schedule of Project Costs  prior to submitting their cost proposal.


Costs for specific licenses must be provided.


The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer.


The State reserves the right not to accept the proposed hardware and/or software.
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Request for Proposal 3238 -Replacement of MHD Core Systems


7.1.3 Integration, System Test and UAT Environments


7.1.3.1


7.1.3.2


7.1.3.3


7.1.3.4


7.1.3.5


Item # Description of Proposed Hardware and/or Software
for the Integration, System Test and UAT Environments Cost


1
There are no additional cost for the 3 cloud environments.  The 3 environments, Test, Support and Production 
costs are included in the Annual Subscription Costs.  See 7.1.9 


2


3


4


5


6


7


8


9


10


11
12


$0.00SUB-TOTAL FOR 7.1.3


Proposers must identify costs for any hardware and/or software proposed for the Integration, System Test and UAT Environments, as follows:


The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, 
Summary Schedule of Project Costs.


However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, 
Summary Schedule of Project Costs  prior to submitting their cost proposal.


Proposers must provide a detailed description and cost for each proposed item.


The State reserves the right not to accept the proposed hardware and/or software.


Costs for specific licenses must be provided.


The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer.
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Request for Proposal 3238 -Replacement of MHD Core Systems


7.1.4 Training Environment


7.1.4.1


7.1.4.2


7.1.4.3


7.1.4.4


7.1.4.5


Item # Description of Proposed Hardware and/or Software
for the Training Environment Cost


1
There are no additional cost for the 3 cloud environments.  The 3 environments, Test, Support and Production costs are 
included in the Annual Subscription Costs.  See 7.1.9


2


3


4


5


6


7


8


9


10


11
12


$0.00SUB-TOTAL FOR 7.1.4


Proposers must identify costs for any hardware and/or software proposed for the Training Environment, as follows:


The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, 
Summary Schedule of Project Costs.


However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, 
Summary Schedule of Project Costs  prior to submitting their cost proposal.


Proposers must provide a detailed description and cost for each proposed item.


The State reserves the right not to accept the proposed hardware and/or software.


Costs for specific licenses must be provided.


The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer.
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Request for Proposal 3238 -Replacement of MHD Core Systems


7.1.5 Production Environment


7.1.5.1


7.1.5.2


7.1.5.3


7.1.5.4


7.1.5.5


Item # Description of Proposed Hardware and/or Software
for the Production Environment Cost


1
There are no additional cost for the 3 cloud environments.  The 3 environments, Test, Support and Production costs are 
included in the Annual Subscription Costs.  See 7.1.9


2


3


4


5


6


7


8


9


10


11
12


$0.00SUB-TOTAL FOR 7.1.5


Proposers must identify costs for any hardware and/or software proposed for the Production Environment, as follows:


The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, 
Summary Schedule of Project Costs.


However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, Summary 
Schedule of Project Costs  prior to submitting their cost proposal.


Proposers must provide a detailed description and cost for each proposed item.


The State reserves the right not to accept the proposed hardware and/or software.


Costs for specific licenses must be provided.


The State reserves the right not to purchase the proposed hardware and/or software from the successful proposer.
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Request for Proposal 3238 -Replacement of MHD Core Systems


7.1.6 Other Associated Costs


7.1.6.1


7.1.6.2


Item # Description of Other Associated Costs Cost


1


2


3


4


5


6


7


8


9


10


11
12


$0.00


Proposers must provide detailed information for each item identified.


The schedule has been set up so that the sub-total from this cost schedule will automatically be transferred to the summary table in Section 7.1.7, 
Summary Schedule of Project Costs.


However, it is ultimately the proposer's responsibility to make sure that all totals are correctly transferred to the summary table in Section 7.1.7, 
Summary Schedule of Project Costs  prior to submitting their cost proposal.


SUB-TOTAL FOR 7.1.5


Proposers must identify any other costs not covered on the Detailed Deliverable Cost Schedules and/or the specific cost scheudles for any hardware 
and/or software proposes, as follows:
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Request for Proposal 3238 -Replacement of MHD Core Systems


7.1.8 Hourly Rate Schedule for Change Orders


7.1.8.1


7.1.8.2


7.1.8.3


Classification Title Hourly Rate


Proposers must provide firm, fixed hourly rates for change orders/regulatory changes, including updated documentation.


Prices quoted for change orders/regulatory changes must remain in effect for six (6) months after State acceptance of the successfully 
implemented system.


Proposers must provide a firm, fixed hourly rate for each staff classification identified on the project.  Proposers must not provide a single 
compilation rate.
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Request for Proposal 3238 -Replacement of MHD Core Systems


7.1.19 Annual Product Licensing and Maintenance Schedule


A.  Year 1


Item # Product Description Cost
Annual


Licensing Fee,
if applicable


Annual
Maintenance


Fee


Percentage
of the


Original Amount


1


Accela Citizen Access - Subscription Population based on number of 
MHU in Nevada Initial 110,000 USD 0.0300.  Annual Subscription is 
due upon contract signing $3,300.00 N/A


2


Accela Civic Platform - Subscription User Count (16 Usesrs @ $149 
per month per user with Annual Subscription 25% discount.  List 
price per user per month is $199.  Annual Subscription is due upon 
Contract Signing $28,608.00 N/A


3


4


5


6


7


8


9


10


11


Proposers must provide a three (3) year fee schedule with the following information:  


    -  Listing of each product;
    -  Original project proposed price;
    -  Annual licensing fee, if any;
    -  Annual maintenance fee, if any; and
    -  Percentages of the original amount for each fee.


7.1.9.1
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7.1.19 Annual Product Licensing and Maintenance Schedule


12
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7.1.19 Annual Product Licensing and Maintenance Schedule


B.  Year 2


Item # Product Description Cost
Annual


Licensing Fee,
if applicable


Annual
Maintenance


Fee


Percentage
of the


Original Amount


1


Accela Citizen Access - Subscription Population based on number of 
MHU in Nevada Initial 110,000 USD 0.0300.  Annual Subscription is 
due upon contract signing and on each anniversary.  $3,300.00 N/A


2


Accela Civic Platform - Subscription User Count (16 Usesrs @ $149 
per month per user with Annual Subscription 25% discount.  List 
price per user per month is $199.  Annual Subscription is due upon 
Contract Signing and on each anniversary $28,608.00 N/A


3


4


5


6


7


8


9


10


11


12
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7.1.19 Annual Product Licensing and Maintenance Schedule


C.  Year 3


Item # Product Description Cost
Annual


Licensing Fee,
if applicable


Annual
Maintenance


Fee


Percentage
of the


Original Amount


1


Accela Citizen Access - Subscription Population based on number of 
MHU in Nevada Initial 110,000 USD 0.0300.  Annual Subscription is 
due upon contract signing and on each anniversary.  $3,300.00 N/A


2


Accela Civic Platform - Subscription User Count (16 Usesrs @ $149 
per month per user with Annual Subscription 25% discount.  List 
price per user per month is $199.  Annual Subscription is due upon 
Contract Signing and on each anniversary $28,608.00 N/A


3


4


5


6


7


8


9


10


11


12


7.1.9 Annual Prod Lic-Main Sch Page 15







Request for Proposal 3238 -Replacement of MHD Core Systems


Deliverable or
Cost Schedule Number Summary of Total Project Costs Cost


5.5 Planning and Administration Deliverables $35,753.00
5.6 Review and Validate Requirements and Gap/Fit Analysis $27,092.00
5.8 Data Migration $9,963.00
5.9 System Design/Implementation Configuration $10,703.00


5.10 Setup and Configure/Build System $64,490.00
5.11 User Acceptance Testing $15,222.00
5.12 Documentation $0.00
5.13 Training $18,165.00
5.14 Transition to Production $18,071.00
5.15 Post Implementation Review $5,603.00
5.16 Warranty and Corrective Maintenance Deliverables $0.00


Sub-Total of Project Tasks $205,062.00


7.1.2 Development and Data Conversion Environments $0.00
7.1.3 Integration, System Test and UAT Environments $0.00
7.1.4 Training Environment $0.00
7.1.5 Production Environment $0.00


Sub-Total of Proposed Hardware and/or Software $0.00


7.1.6 Other Associated Costs $31,908.00
Subscription Service for Accela Civic Platform and Citizen Access


Sub-Total of Other Associated Costs $31,908.00


Total Project Costs $236,970.00


7.1.7   Summary Schedule of Project Costs


          Sub-totals from each of the previous cost schedules must be transferred to the following summary schedule of project costs.
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 NEVADA | REPLACEMENT OF THE MANUFACTURED HOUSING DIVISION’S CORE SYSTEMS 


State of Nevada 
April 19, 2016 4 


Tab III. Attachment K, Cost Proposal 
Certification of Compliance with Terms and 
Conditions of RFP 
A.  Attachment K with an original signature by an individual authorized to bind the organization must be included in this tab. 


B.  In order for any cost exceptions and/or assumptions to be considered, vendors must provide the specific language that is 
being proposed on Attachment K.   


C.  Only cost exceptions and/or assumptions should be identified on Attachment K.   


D.  Do not restate the technical exceptions and/or assumptions on this form.   


E.  The State will not accept additional exceptions and/or assumptions if submitted after the proposal submission deadline.  If 
vendors do not specify any exceptions and/or assumptions in detail at time of proposal submission, the State will not consider any 
additional exceptions and/or assumptions during negotiations. 


Woolpert Team Response:  


Our completed Attachment K is at the end of this section. 
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STATE OF NEVADA

Replacement of MHD Core System

RFP NO. 3238

		Part I A – Technical Proposal



		RFP Title:

		Replacement of MHD Core System



		RFP:

		3238
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		eightCloud Inc



		Address:

		9805 NE 116th St, PMB #7156, Kirkland, WA 98034



		Opening Date:

		4/19/16



		Opening Time:
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[image: ]



[image: C:\Users\jbryan\Downloads\SFDC Cloud Alliance Partner Logo (1).png]








[bookmark: _Toc448574950]Tab II – Table of Contents



Tab 1 – Cover Page	1

Tab II – Table of Contents	2

Tab III	Vendor Information	3

Tab IV – State Documents	6

Tab V - Attachment B – Technical Proposal Certification of Compliance with Terms and Conditions of RFP	10

ATTACHMENT B – TECHNICAL PROPOSAL CERTIFICATION OF COMPLIANCE	10

Tab VI - Section 4 – System Requirements	12

4	SYSTEM REQUIREMENTS	12

4.1	 VENDOR RESPONSE TO SYSTEM REQUIREMENTS	12

4.2	COMPUTING PLATFORM	12

4.3	TECHNICAL REQUIREMENTS	12

4.4	FUNCTIONAL REQUIREMENTS	25

4.5        SECURITY STANDARDS	25

4.6	REQUIREMENTS MATRIX	32

Tab VII - Scope of Work	35

5.0	SCOPE OF WORK	35

5.1	VENDOR RESPONSE TO SCOPE OF WORK	36

5.2	DELIVERABLE SUBMISSION AND REVIEW PROCESS	36

5.3	PROJECT KICK OFF MEETING	40

5.4	PLANNING AND ADMINISTRATION	40

5.5	TASK 1 – REVIEW AND VALIDATE REQUIREMENTS AND GAP/FIT ANALYSIS	41

5.6	TASK 2 – SYSTEM DESIGN/IMPLEMENTATION CONFIGURATION	46

5.7	TASK 3 – SETUP AND CONFIGURE/BUILD SYSTEM	53

5.8	TASK 4 – DATA MIGRATION	54

5.9	TASK 5 – USER ACCEPTANCE TESTING	62

5.10	TASK 6 – DOCUMENTATION	64

5.11	TASK 7 – TRAINING	66

5.12	TASK 8 – TRANSITION TO PRODUCTION	71

5.13	TASK 9 – POST IMPLEMENTATION REVIEW	72

Tab VIII - Section 6 – Company Background and References	77

6.	COMPANY BACKGROUND AND REFERENCES	77

6.1	VENDOR INFORMATION	77

6.2	SUBCONTRACTOR INFORMATION	86

6.3	VENDOR STAFF SKILLS AND EXPERIENCE REQUIRED	95

6.4	VENDOR STAFF RESUMES	97

6.5	PRELIMINARY PROJECT PLAN	103

6.6	PROJECT MANAGEMENT	108

6.7	QUALITY ASSURANCE	115

6.8	METRICS MANAGEMENT	116

6.9	DESIGN AND DEVELOPMENT PROCESSES	117

6.10	CONFIGURATION MANAGEMENT	118

6.11	PEER REVIEW MANAGEMENT	120

6.12	PROJECT SOFTWARE TOOLS	121

Tab IV - Attachment I – Proposed Staff Resume(s)	122

Tab X - Preliminary Project Plan	128

Tab XI - Requirements Matrix	133

Tab XII - Other Information Material	134

eightcloud executive summary and proposed solution	134

Salesforce Assumptions or Exceptions to Response	137

eightCloud Assumptions:	145

eightCloud Out of Scope Items	146

eightCloud Related Forms and Attachments:	147















[bookmark: _Toc448574951]Tab III	Vendor Information



		V1

		Company Name

		eightCloud Inc.







		V2

		Street Address

		9805 NE 116th St, PMB #7156







		V3

		City, State, ZIP

		Kirkland, WA 98034







		V4

		Telephone Number



		

		Area Code:  206

		Number:  769-5104

		Extension:  







		V5

		Facsimile Number



		

		Area Code:  

		Number:  N/A

		Extension:  







		V6

		Toll Free Number



		

		Area Code:  

		Number:  N/A

		Extension:  







		V7

		Contact Person for Questions / Contract Negotiations,

including address if different than above



		

		Name: Ajay Nair 



		

		Title: President/CEO



		

		Address: 9805 NE 116th St, PMB #7156, Kirkland, WA 98034



		

		Email Address: ajay.nair@eightcloud.com







		V8

		Telephone Number for Contact Person



		

		Area Code:  206

		Number:  769-5104

		Extension:  







		V9

		Facsimile Number for Contact Person



		

		Area Code:  

		Number:  N/A

		Extension:  







		V10

		Name of Individual Authorized to Bind the Organization



		

		Name: Ajay Nair

		Title: President/CEO







		V11

		Signature (Individual must be legally authorized to bind the vendor per NRS 333.337)



		

		Signature: 

		Date:
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Signature Pages from Amendments 1, 2, 3, and 4



Title Database, which is a custom application developed in FoxPro.  This is where title “data” is stored.  This system is to be replaced within the scope of this project.  

OpenText document management system (COTS) which stores scanned title “documents”.  This system is not being replace as part of the scope of this project.



In addition, there is not a requirement to interface with the OpenText document management system within the scope of this project.  Please see question #5 above. 



ALL ELSE REMAINS THE SAME FOR RFP 3238.





Vendor must sign and return this amendment with proposal submitted.



		Vendor Name:

		



		Authorized Signature:

		



		Title:

		

		Date:

		



























20.	In section 3.4 it is stated that all software used for project management must be approved by the state.  Is Salesforce an approved project management tool?



MHD is open to using Salesforce as a project management tool.  MHD would need to assess Salesforce costs/benefits and effectiveness for use on this project.  MHD is open to using any vendor tools that will be effective for the project.  



21.	Does MHD have IT personnel that will be able to assist in the data cleansing of legacy data 	prior to the data migration into the new system?



There are some Department IT resources that can provide limited assistance with data cleansing.  There is not a Database Administrator on staff.  MHD will work with the vendor to devise an effective approach to data migration. 



22.	How many online forms in total are expected to be included in this implementation?



The vendor should allocate for approximately 5 forms with the ability to add more in the future.





ALL ELSE REMAINS THE SAME FOR RFP 3238.



Vendor must sign and return this amendment with proposal submitted.



		Vendor Name:

		



		Authorized Signature:

		



		Title:

		

		Date:

		











inspections, and title search requests) are a secondary.  MHD is open to the concept of phasing in the public facing web-based functions.  



5.	Would the State consider a 1 week extension for the due date making the new due date 4/26?



No. 







ALL ELSE REMAINS THE SAME FOR RFP 3238.





Vendor must sign and return this amendment with proposal submitted.



		Vendor Name:

		



		Authorized Signature:

		



		Title:

		

		Date:

		

























ALL ELSE REMAINS THE SAME FOR RFP 3238.





Vendor must sign and return this amendment with proposal submitted.



		Vendor Name:

		



		Authorized Signature:

		



		Title:

		

		Date:

		











































[bookmark: _Toc448574953]Tab V - Attachment B – Technical Proposal Certification of Compliance with Terms and Conditions of RFP



[bookmark: _Toc199056543][bookmark: _Toc443554382][bookmark: _Toc448574954]ATTACHMENT B – TECHNICAL PROPOSAL CERTIFICATION OF COMPLIANCE



WITH TERMS AND CONDITIONS OF RFP



I have read, understand and agree to comply with all the terms and conditions specified in this Request for Proposal.  



		YES

		X

		I agree to comply with the terms and conditions specified in this RFP.









		NO

		

		I do not agree to comply with the terms and conditions specified in this RFP.







If the exception and/or assumption require a change in the terms in any section of the RFP, the contract, or any incorporated documents, vendors must provide the specific language that is being proposed in the tables below.  If vendors do not specify in detail any exceptions and/or assumptions at time of proposal submission, the State will not consider any additional exceptions and/or assumptions during negotiations.  



		

		



		Company Name

		



		

		

		

		



		Signature

		

		

		



		

		

		

		



		

		

		

		



		Print Name

		

		

		Date









Vendors MUST use the following format.  Attach additional sheets if necessary.



EXCEPTION SUMMARY FORM

		EXCEPTION #

		RFP SECTION NUMBER

		RFP 

PAGE NUMBER

		EXCEPTION

(Complete detail regarding exceptions must be identified)



		

		

		

		



		

		

		

		



		

		

		

		









ASSUMPTION SUMMARY FORM

		ASSUMPTION #

		RFP SECTION NUMBER

		RFP 

PAGE NUMBER

		ASSUMPTION

(Complete detail regarding assumptions must be identified)



		

		

		

		



		

		

		

		



		

		

		

		





























[bookmark: _Toc448574955]Tab VI - Section 4 – System Requirements



[bookmark: _Toc448574956]4	SYSTEM REQUIREMENTS

[bookmark: _Toc163539174]

[bookmark: _Toc448574957] 4.1	 VENDOR RESPONSE TO SYSTEM REQUIREMENTS



		Vendors must explain in sufficient detail how the vendor will satisfy the Manufactured Housing Division’s project requirements described below and in Attachment O ~Requirements Matrix.  If subcontractors will be used for any of the tasks, vendors must indicate what tasks and the percentage of time subcontractor(s) will spend on those tasks.











[bookmark: _Toc448574958]4.2	COMPUTING PLATFORM



		The server and desktop environments at the Department of Business &; Industry and MHD is Windows. For virtual environments VMWare is used. In terms of hosting applications, MHD is open both State hosted or vendor hosted solutions. MHD will evaluate the merits of each. The state hosting options include:

· MHD hosting on one of their existing servers (or purchase new server); or EITSD hosting on a virtual server in the state server farm facility.

· Systems hosted on State servers should run on a Windows Server environment. However, MHD is open to discuss other platforms.







Based on your requirements, we are proposing a pure multi-tenant, cloud-based web application. No additional software or infrastructure is required. Salesforce hosts the entire solution, thus freeing up MHD  to manage its mission, not manage an infrastructure solution. Additionally, Salesforce is browser agnostic and supports all major browsers (Firefox, Chrome, Safari, IE). No installations on users’ laptops or desktops are required and thus the solution is accessible from anywhere an internet connection and supported browsers are available, including mobile devices.

[bookmark: _Toc448574959]4.3	TECHNICAL REQUIREMENTS



		The following are some, but not all computing technical requirements:

· The proposed vendor solution should be web-based and support standard commercial browsers.







Based on your requirements, we are proposing a pure multi-tenant, cloud-based web application. No additional software or infrastructure is required. Salesforce hosts the entire solution, thus freeing up MHD  to manage its mission, not manage an infrastructure solution. Additionally, Salesforce is browser agnostic and supports all major browsers (Firefox, Chrome, Safari, IE). No installations on users’ laptops or desktops are required and thus the solution is accessible from anywhere an internet connection and supported browsers are available, including mobile devices. For more detailed compatibility information, please visit: https://help.salesforce.com/HTViewHelpDoc?id=getstart_browser_overview.htm. 



		· The system must have robust security features that meet all state and industry security standards. This includes the encryption of sensitive data such as Personal Identifiable Information (e.g. SSNs). The system must support complex passwords and enforce periodic resetting of passwords.







Government Trusted Security and Infrastructure
Salesforce understands that the confidentiality, integrity, and availability of our customers’ information are vital to their business operations and our own success. We use a multi-layered approach to protect that key information, constantly monitoring and improving our application, systems, and processes to meet the growing demands and challenges of security.

Independent audits confirm that our security goes far beyond what most companies have been able to achieve on their own. Using the latest firewall protection, intrusion detection systems, and TLS encryption, Salesforce Force.com gives you the peace of mind only a world-class security infrastructure can provide.

Third-party validation 
Security is a multidimensional business imperative that demands consideration at multiple levels, from security for applications to physical facilities and network security. In addition to the latest technologies, world-class security requires ongoing adherence to best-practice policies. To ensure this adherence, we continually seek relevant third-party certification, including ISO 27001, the SysTrust audit (the recognized standard for system security), and SSAE 16 SOC 1 audit (an examination and assessment of internal corporate controls, previously known as SAS 70 Type II). Third party auditor annually at a minimum performs SOC1, SOC2 and SOC3 audits. Additional audits and certifications include: CSA ‘Consensus Assessments Initiative’, JIPDC (Japan Privacy Seal), Tuv (Germany Privacy Mark), and TRUSTe.
 
Protection at the application level
Salesforce protects customer data by ensuring that only authorized users can access it. Administrators assign data security rules that determine which data users can access. Sharing models define company-wide defaults and data access based on a role hierarchy. All data is encrypted in transfer. All access is governed by strict password security policies. All passwords are stored in SHA 256 one-way hash format. Applications are continually monitored for security violation attempts.

Protection at the facilities level
Salesforce security standards are stringent and designed with demanding customers in mind, including the world’s most security-conscious financial institutions. Authorized personnel must pass through five levels of biometric scanning to reach the Salesforce system cages. All buildings are completely anonymous, with bullet-resistant exterior walls and embassy-grade concrete posts and planters around the perimeter. All exterior entrances feature silent alarm systems that notify law enforcement in the event of suspicion or intrusion. Data is backed up to disk or tape. These backups provide a second level of physical protection. Neither disks nor tapes ever leave the data center.

Protection at the network level
Multilevel security products from leading security vendors and proven security practices ensure network security. To prevent malicious attacks through unmonitored ports, external firewalls allow only http and https traffic on ports 80 and 443, along with ICMP traffic. Switches ensure that the network complies with the RFC 1918 standard, and address translation technologies further enhance network security. IDS sensors protect all network segments. Internal software systems are protected by two-factor authentication, along with the extensive use of technology that controls points of entry. All networks are certified through third-party vulnerability assessment programs. 

Trust.salesforce.com is the Salesforce community’s home for real-time information on system performance and security. On this site you'll find:

● Live and historical data on system performance
● Up-to-the minute information on planned maintenance
● Phishing, malicious software, and social engineering threats
● Best security practices for your organization
● Information on how we safeguard your data 

These papers further explain the technology that makes the Salesforce Force.com platform fast, scalable, and secure for any type of application: 

https://developer.salesforce.com/page/Multi_Tenant_Architecture   
https://developer.salesforce.com/page/Secure_Private_Trustworthy_Force.com_Whitepaper 
https://developer.salesforce.com/page/An_Overview_of_Force.com_Security  
https://help.salesforce.com/servlet/servlet.FileDownload?file=01530000003SIm9AAG 

Encryption

Salesforce has many customers that are subject to laws pertaining to the processing of personally identifiable information (PII) or personal data. Salesforce offers its customers a broad spectrum of functionalities and customer-controlled security features that its customers may implement in their respective uses of the Salesforce services. Salesforce believes that these provide its customers the flexibility to comply with laws with stringent privacy and security requirements.

Data In Motion
All transmissions between the user and the Salesforce Services are TLS encrypted with a 2048-bit Public Key. The Services use International/Global Step Up TLS certificates, with AES 256-bit encryption by default. 

Data At Rest
Salesforce includes a feature to encrypt custom text fields (ECF):
The fields can be masked appropriately for specific data types (i.e., credit card number, Social Security Number, National Insurance Number, Social Insurance Number).
Access to read the masked parts of the fields is limited by the "View Encrypted Data" permission, which is not enabled by default.
 Customers can manage their encryption key based on their organization’s security needs and regulatory requirements. See our Help and Training site for details: https://help.salesforce.com/apex/HTViewHelpDoc?id=security_keys_using_master.htm&language=en
Encrypted fields are encrypted with 128-bit keys and use the AES (Advanced Encryption Standard) algorithm.

Additional Salesforce Encryption Capabilities
Apex Code extends the powerful and proven success of the Force.com platform by introducing the ability to write code that runs on Salesforce servers. This language makes possible the development of a new class of application and features deployed entirely on demand. Using Apex, your Agency can create user interface classes that utilize the Apex crypto class to encrypt field level data up to AES 256-bit encryption. Please see here for more information: https://www.salesforce.com/us/developer/docs/apexcode/Content/apex_classes_restful_crypto.htm  

Salesforce Platform Encryption (Additional Licensing Option)
Salesforce Platform Encryption sets up in minutes, with no additional hardware or software, and uses native strong, standards-based encryption. Platform Encryption provides an extra layer to Salesforce's security while enabling customers to enjoy business critical Platform features, such as search, workflow, and validation rules. 

MHD can use Platform Encryption so that MHD ’s organization can confidently prove compliance with privacy policies, regulatory requirements, and contractual obligations for handling private data.

Platform Encryption offers native platform encryption and key management features. MHD ’s data is encrypted at rest using a hardware security module-based key derivation system. The features allow MHD to protect data at a more granular level than Classic Encryption.
While still giving users the ability to perform necessary tasks. MHD can:

· Encrypt files and attachments.

· Encrypt certain standard and custom fields.

· Use an advanced key management system.



Platform Encryption helps address some concerns about protecting confidential information. It prevents sensitive data from residing in clear, decipherable form and allows you to manage your tenant secrets, which are used to derive the keys that protect your data. Salesforce is committed to high security standards and offers multiple data encryption options. Customers who want to adopt or extend their use of Salesforce can consider using Platform Encryption to comply with various standards. Additional details on Salesforce Platform Encryption are provided at: http://releasenotes.docs.salesforce.com/en-us/summer15/release-notes/rn_security_platform_encryption.htm?edition=&impact=  

Passwords

Administrators can select up to 24 passwords to be remembered in the organization history. (The default remains 3 passwords remembered.) This option further reduces password reuse and can better protect organizations from improper access.  Make passwords hard to hack by requiring a minimum password length of up to 15 characters. Administrators can require a 15 character minimum length (the default remains 8 characters). A longer password presents more possible password combinations and helps protect an organization from improper access.  Increase organization security by requiring both uppercase and lowercase letters in passwords. Administrators can require that passwords contain alpha, numeric, and special characters. Administrators can also require that passwords include both uppercase and lowercase letters. More complex passwords improve organizational security. 

Require a minimum password lifetime to prevent multiple resets in short periods of time. Administrators can require a maximum lifetime for a password, such as 90 days. Administrators can also require that password lifetimes be a minimum of one day. If this option is selected, passwords can’t be reset more than once during the minimum lifetime. 

		· The system must have user friendly reporting tools that allow knowledgeable users to extract the information they need from the system.






Salesforce offers a powerful suite of analytics and reporting tools to help you view and analyze your data. Salesforce analytics consists of several integrated parts:

· Report Types. A report type defines the set of records and fields available to a report based on the relationships between a primary object and its related objects. Reports display only records that meet the criteria defined in the report type. Salesforce provides a set of pre-defined standard report types; administrators can create custom report types as well. For example, an administrator can create a report type that shows only job applications that have an associated resume; applications without resumes won't show up in reports using that type. An administrator can also show records that may have related records—for example, applications with or without resumes. In this case, all applications, whether or not they have resumes, are available to reports using that type.



· Report Formats
Salesforce reports can use the tabular, summary, matrix, or joined format:

Tabular reports are the simplest and fastest way to look at data. Similar to a spreadsheet, they consist simply of an ordered set of fields in columns, with each matching record listed in a row. Tabular reports are best for creating lists of records or a list with a single grand total.  Examples include contact mailing lists and activity reports.

Summary reports are similar to tabular reports, but also allow users to group rows of data, view subtotals, and create charts. They can be used as the source report for dashboard components. This type of report can be used to show subtotals based on the value of a particular field or when a hierarchical list is desired, such as all Cases for your team, subtotaled by Status and Owner. 

Matrix reports are similar to summary reports but allow users to group and summarize data by both rows and columns. This type of report can be used for comparing related totals, especially if there are large amounts of data to summarize and users need to compare values in several different fields, or users want to look at data by date and by type, person, or geography. 

Joined reports let users create multiple report blocks that provide different views of the data. Each block acts like a “sub-report,” with its own fields, columns, sorting, and filtering. A joined report can even contain data from different report types.



· Reports. A report returns a set of records that meets certain criteria, and displays it in organized rows and columns. Report data can be filtered, grouped, and displayed graphically as a chart. Reports are stored in folders, which control who has access. To help you monitor your organization, Salesforce offers a wide range of standard reports, accessible in the standard reports folders on the Reports tab. All our standard reports are "templates" so they can be used as report starting points from which users can alter fields, criteria, etc. and use the "Save As" function to easily capture a version more specific to their unique needs.  Users can also create new custom reports to access exactly the information they need. Subtotal and limit data to help users analyze trends and get a concise picture of what is happening in your organization.

[image: https://lh4.googleusercontent.com/t29Lin2fn_3-4UvMBido0d2UMhX5oHf5a5SGETBZ-t5jMocmzIVh-3IQUNhP_g8n6wgj34nZwTB6E5yh9Dq6Gtlu0mDrRHhrtiSeP-3SpTBvKkrL6-Q0gLeThP9p3m_mF98DRmc]
Figure:  Example Salesforce Report for YTD Service Cases initiated from a customer on the Salesforce Customer Community web portal

View a short (3:16) video on how to use the Report Builder in Salesforce: https://www.youtube.com/watch?v=7_LkmrhKf2g 

Report performance varies by report complexity, including the number of table joins required to produce report results. Most customer reports are executed in just a few seconds. There are some factors that can cause a report to perform poorly or to time out. Most of them can be addressed by simple changes, such as using the correct filter operators, increasing the number of filters, and reducing the amount of data.



This video describes quick tips on how to make your reports run faster: http://www.salesforce.com/_app/video/reports/help/Making_Reports_Run_Faster_video.jsp. 



Additional information on improving report performance is located at: https://help.salesforce.com/HTViewHelpDoc?id=improving_report_performance.htm.    



· Dashboards. A dashboard shows data from source reports as visual components, which can be charts, gauges, tables, metrics, or custom Visualforce pages. They provide a snapshot of key metrics and performance indicators for your organization. Each dashboard can have up to 20 components. Administrators control access to dashboards by storing them in folders with certain visibility settings. Dashboard folders can be public, hidden, or restricted to groups, roles, or territories. If you have access to a folder, you can view its dashboards. To view a dashboard component, users need access to the folder for the underlying source report. Each dashboard has a running user, whose security settings determine which data to display in a dashboard. 

[image: unnamed.png]



Figure:  Example customer service dashboard



View a short (3:25) video on Salesforce Dashboards: https://www.youtube.com/watch?v=a6lCrNnotiY





· Folders. A folder is a place where you can store reports, dashboards, documents, or email templates. Folders can be public, hidden, or shared, and can be set to read-only or read/write. You control whom has access to its contents based on roles, permissions, public groups, and license types. You can make a folder available to your entire organization, or make it private so that only the owner has access.

· Analytic Snapshots. An analytic snapshot lets you report on historical data. Authorized users can save tabular or summary report results as snapshots on a schedule. Analytic snapshots let you to work with report data similarly to how you work with other records in Salesforce.com. For example, a customer support manager could set up an analytic snapshot that reports on the open cases assigned to his or her team every day at 5:00 PM, and store that data in a custom object to build a history on open cases from which he or she could spot trends via reports. Then the customer support manager could report on point-in-time or trend data stored in the custom object and use the report as a source for a dashboard component.



Two other important points about dashboards:



First, dashboard components aren’t simply nice-looking, static pictures. They’re live, actionable objects. You can click on a dashboard component to drill down to the underlying report that generated it, and click on any item in that report to drill down to the source data. So you can quickly understand the reasons behind the results.


Second, dashboards are full participants in Salesforce’s enterprise social collaboration platform. For example, a manager could post a dashboard snapshot to their Chatter feed to share it with their “followers”, or to a specific Chatter group, along with comments, so that they can find answers, congratulate team members, or issue calls to action. And both dashboards and Chatter are available on mobile devices, as well as PCs.

		· The system must have full backup and recovery capabilities.







Disaster Recovery

Customer data, up to the last committed transaction, is replicated to disk in near-real time at the designated disaster recovery data center, backed up at the primary data center, and then cloned at an archive data center. 



Backups are performed daily at each data center facility without stopping access to the application. Backup cloning is transmitted over an encrypted network (our MPLS network across all data centers). Backups are retained for 90 days. Backups never physically leave our secure data center facilities, unless they are to be retired and destroyed through a secure destruction process.



[image: ]



This paper further explains the technology that makes the Salesforce Force.com platform fast, scalable, and secure for any type of application: https://developer.salesforce.com/page/Multi_Tenant_Architecture.



		· As a desired feature, the system should have API’s that will allow it to integrate with the OpenText, File 360 document management system in the future. Integration is not included in the scope for this project.







Connecting Salesforce to an existing enterprise application is a common and frequently performed task. Integration options range from native Web Services support (APIs, outbound workflow, etc.) to import/export utilities to middleware integration via packaged connectors to toolkits for Java, .NET, and other open platforms. Our solution provides the ability to call out to virtually all common APIs, to enable synchronization, push / pull, and mash-ups with external apps/systems.  Salesforce itself is based on web-service based APIs that in turn simplify access to Salesforce data from external systems.  Our customers heavily leverage API-based integration.

The APIs are provided with the Salesforce Force.com platform to build integration interfaces with third party applications or by our integration partners to use in their connectors. Any 3rd party application that accesses your Salesforce instance via the APIs, will be subject to the same security protections that are used in your Salesforce user interface. Therefore, the 3rd party application will need to use a "granted" user in order to access the Salesforce data. These are open APIs (based on industry-standards such as REST and SOAP) that you can use to integrate Salesforce endpoints with external endpoints such as apps or enterprise integration hubs. As an example, you have the Batch and Bulk APIs used in the Data integration patterns or the SOAP and REST APIs used for UI integration patterns.

Integration Options as various Layers of a Solution
Salesforce lets you choose integration methods at different layers to optimally align with business requirements, security policies, and master data management guidelines.  Specifically, MHD can choose how best to integrate across Security, User Interface, Business Logic and Data Integration layers as shown below.

[image: ]

For more details on optimal design patterns for integration, see the Whitepaper “Integration Patterns and Practices” at: https://resources.docs.salesforce.com/196/latest/en-us/sfdc/pdf/integration_patterns_and_practices.pdf 

Five Paths to Integration Success
Salesforce Force.com provides paths to integration success—all based on our industry-leading Web services API—and an extensive integration partner ecosystem. Integration with Salesforce Force.com means faster, simpler, and less-risky integration that doesn’t break during upgrades and delivers a new level of access and agility to your existing IT investments.

1) Choose your integration middleware - Force.com is designed to work with all major integration middleware solutions. For a list of certified integration solutions, check out the Integration category in the AppExchange marketplace (https://appexchange.salesforce.com/category/integration). Here you’ll find pre-built connectors and the services of numerous integration technology partners such as IBM CastIron, Informatica Software and Jitterbit.

2) Build it yourself - For building custom integrations plus maximum flexibility and choice, the Salesforce Force.com Platform supports all major development environments and tools, including .NET, Java, PHP, Ruby on Rails, and many more. Learn more from our wiki developer network at developer.force.com. Learn more

3) Find it on the AppExchange - For the easiest and fastest way to add pre-integrated functionality, check the AppExchange directory. You can integrate with 2,800+ components and applications with the click of a mouse. Learn more at appexchange.salesforce.com. Here you will find both free and pay-as-you-go licensed add-ons. Learn more

4)  Connect the clouds - Harness the power of multiple clouds. Learn how to connect Salesforce Force.com with the data and content of the most popular cloud services, including Amazon Web Services, Facebook, Google AppEngine, and Twitter. For example, you can enrich your Salesforce Contacts' profiles integrating with the likes of Facebook or Twitter to create a 360 degree single view of your customers.

5) Use our native connectors - Whether you need to integrate with the most common desktop productivity tools; Microsoft Excel, Microsoft Outlook, Microsoft Word, or ERP suites from Oracle or SAP, Force.com provides proven native connectors. Salesforce applications have proven to be an excellent way to get critical data from Oracle accounting and ERP applications into the hands of a much larger customer-facing audience. Information from Oracle ERP application suites, Oracle databases, or Oracle Fusion middleware can be easily exposed within Salesforce to create innovative and effective end-to-end business processes that drive higher user adoption and result in more effective business strategies. 

For more information on integration capabilities, please visit: https://developer.salesforce.com/page/Integration


Robust API’s
Salesforce Force.com Platform provides programmatic access to MHD’s  information using simple, powerful, and secure application programming interfaces. Central to the ability to integrate and extend Salesforce is the powerful and modern Web Services API. Architected around the latest standards, including SOAP, WSDL and WS-I Basic Profile, this Web service provides the complete set of operations necessary to complete ever demanding integration projects. As an open Web service, we provide our complete object model, and the API is available to all platforms that support the core Web services standards, including Java, .NET and Perl.

Out-of-the-box, Salesforce provides powerful API’s such as:

· REST API - Access objects in your organization using REST. The Force.com REST API lets you integrate with Force.com applications using simple HTTP methods, in either XML or JSON formats, making this an ideal API for developing mobile applications or external clients.

· SOAP API - Integrate your organization’s data with other applications using SOAP. The Force.com SOAP API (formerly known as the Force.com Web Services API) lets you integrate Force.com applications that can create, retrieve, update or delete records managed by Salesforce.

· Tooling API - Build custom development tools for Force.com applications. Tooling API provides SOAP and REST interfaces that allow you to build custom development tools for Force.com applications. While other Salesforce APIs can handle deployment, Tooling API was designed from the ground up to support the entire development lifecycle, including design, implementation, deployment, and maintenance.

· Chatter REST API - Access Chatter feeds and social data such as users, groups, followers, and files using REST. Allows integration to mobile apps, intranet sites, and 3rd party Web applications. Chatter REST API provides resources for feeds, comments, likes, users, groups, private messages, and recommendations. Chatter REST API is on by default in all organizations and editions that have Chatter.

· Bulk API - Load or delete large numbers of records. The Bulk API is a RESTful API that is optimal for loading or deleting large sets of data. You can use it to query, insert, update, upsert, or delete a large number of records asynchronously by submitting batches that Salesforce processes in the background.

· Meta Data API - Manage customizations in your org and build tools that manage the metadata model (not the data, itself). The Platform exposes a Metadata API—a SOAP-based Web service—that lets you access metadata in the same way you can access any of your Force.com applications, from any location on the Web.

· Streaming API - Provide a stream of data reflecting data changes in your organization. Force.com Streaming API lets you expose a near real-time stream of data from the Force.com Platform. Administrators can create topics, to which applications can subscribe, receiving asynchronous notifications of changes to data in Force.com.

· Apex REST API - Build your own REST API in Apex. This API exposes Apex classes as RESTful Web services. Apex SOAP API - Create custom SOAP Web services in Apex. This API exposes Apex classes as SOAP Web services.

· Apex SOAP Web Services - Allow an external application to invoke Apex methods through SOAP Web services.

More information about Salesforce APIs, including full reference documentation, is available at http://www.salesforce.com/us/developer/docs/api/index.htm 

Salesforce Integration with OpenText

The OpenText integration with Salesforce provides users with new interactive forms for personalized applications such as letter, quote and invoice generation and a 360° degree view of customer information in CRM. Additionally, Salesforce AppExchange Partners such as Coveo. provide connectors for OpenText eDocs and OpenText Livelink (https://appexchange.salesforce.com/listingDetail?listingId=a0N30000009x8GjEAI).



[bookmark: _Toc163539177][bookmark: _Toc448574960]4.4	FUNCTIONAL REQUIREMENTS



Refer to Attachment O – Requirements Matrix.  Vendors must review and complete the Requirements Matrix and include it in your proposal.

Vendors should also review Attachment N - MHD Operation and Information Technology Overview to have a full understanding of MHD’s requirements.  The proposed system must support MHD’s core business processes, including:



· Permitting and Inspections

· Titling 

· Licensing

· Investigations

· Mobile Home Parks

· Lot Rent Subsidy

· Education



[bookmark: _Toc448574961]4.5        SECURITY STANDARDS



		4.5.1 System must meet State security standards for transmission of personal information as outlined in NRS 205.4742 and NRS 603A.







Salesforce has many customers that are subject to laws pertaining to the processing of personally identifiable information (PII) or personal data. Salesforce offers its customers a broad spectrum of functionalities and customer-controlled security features that its customers may implement in their respective uses of the Salesforce services. Salesforce believes that these provide its customers the flexibility to comply with laws with stringent privacy and security requirements.

Data In Motion
All transmissions between the user and the Salesforce Services are TLS encrypted with a 2048-bit Public Key. The Services use International/Global Step Up TLS certificates, with AES 256-bit encryption by default. 

Data At Rest
Salesforce includes a feature to encrypt custom text fields (ECF):
The fields can be masked appropriately for specific data types (i.e., credit card number, Social Security Number, National Insurance Number, Social Insurance Number).
Access to read the masked parts of the fields is limited by the "View Encrypted Data" permission, which is not enabled by default.
 Customers can manage their encryption key based on their organization’s security needs and regulatory requirements. See our Help and Training site for details: https://help.salesforce.com/apex/HTViewHelpDoc?id=security_keys_using_master.htm&language=en
Encrypted fields are encrypted with 128-bit keys and use the AES (Advanced Encryption Standard) algorithm.

Additional Salesforce Encryption Capabilities
Apex Code extends the powerful and proven success of the Force.com platform by introducing the ability to write code that runs on Salesforce servers. This language makes possible the development of a new class of application and features deployed entirely on demand. Using Apex, your Agency can create user interface classes that utilize the Apex crypto class to encrypt field level data up to AES 256-bit encryption. Please see here for more information: https://www.salesforce.com/us/developer/docs/apexcode/Content/apex_classes_restful_crypto.htm  

Salesforce Platform Encryption (Additional Licensing Option)
Salesforce Platform Encryption sets up in minutes, with no additional hardware or software, and uses native strong, standards-based encryption. Platform Encryption provides an extra layer to Salesforce's security while enabling customers to enjoy business critical Platform features, such as search, workflow, and validation rules. 

MHD can use Platform Encryption so that MHD ’s organization can confidently prove compliance with privacy policies, regulatory requirements, and contractual obligations for handling private data.

Platform Encryption offers native platform encryption and key management features. MHD ’s data is encrypted at rest using a hardware security module-based key derivation system. The features allow MHD to protect data at a more granular level than Classic Encryption.
While still giving users the ability to perform necessary tasks. MHD  can:

· Encrypt files and attachments.

· Encrypt certain standard and custom fields.

· Use an advanced key management system.

Platform Encryption helps address some concerns about protecting confidential information. It prevents sensitive data from residing in clear, decipherable form and allows you to manage your tenant secrets, which are used to derive the keys that protect your data. Salesforce is committed to high security standards and offers multiple data encryption options. Customers who want to adopt or extend their use of Salesforce can consider using Platform Encryption to comply with various standards. Additional details on Salesforce Platform Encryption are provided at: http://releasenotes.docs.salesforce.com/en-us/summer15/release-notes/rn_security_platform_encryption.htm?edition=&impact=  

Incident Management

If negotiated into a final contract and customer maintains a Security Contact in the Service, then Salesforce will notify such Security Contact within 48 hours of becoming aware of an actual or reasonably suspected breach of Customer Data. Notification may include phone contact by Salesforce support, email to customer's administrator and Security Contact, and public posting on trust.salesforce.com. Salesforce will not notify State residents.



Salesforce maintains an Incident Response Plan and has an established Security Incident Response Process. During a security incident, the process guides Salesforce personnel in management, communication, and resolution activities. 



		4.5.2 Protection of sensitive information will include the following:

4.5.2.1 Sensitive information in existing legacy applications will encrypt data as is practical.

4.5.2.2 Confidential Personal Data will be encrypted whenever possible.

4.5.2.3 Sensitive Data will be encrypted in all newly developed applications.







Salesforce has many customers that are subject to laws pertaining to the processing of personally identifiable information (PII) or personal data. Salesforce offers its customers a broad spectrum of functionalities and customer-controlled security features that its customers may implement in their respective uses of the Salesforce services. Salesforce believes that these provide its customers the flexibility to comply with laws with stringent privacy and security requirements.

Data In Motion
All transmissions between the user and the Salesforce Services are TLS encrypted with a 2048-bit Public Key. The Services use International/Global Step Up TLS certificates, with AES 256-bit encryption by default. 

Data At Rest
Salesforce includes a feature to encrypt custom text fields (ECF):
The fields can be masked appropriately for specific data types (i.e., credit card number, Social Security Number, National Insurance Number, Social Insurance Number).
Access to read the masked parts of the fields is limited by the "View Encrypted Data" permission, which is not enabled by default.
 Customers can manage their encryption key based on their organization’s security needs and regulatory requirements. See our Help and Training site for details: https://help.salesforce.com/apex/HTViewHelpDoc?id=security_keys_using_master.htm&language=en
Encrypted fields are encrypted with 128-bit keys and use the AES (Advanced Encryption Standard) algorithm.

Additional Salesforce Encryption Capabilities
Apex Code extends the powerful and proven success of the Force.com platform by introducing the ability to write code that runs on Salesforce servers. This language makes possible the development of a new class of application and features deployed entirely on demand. Using Apex, your Agency can create user interface classes that utilize the Apex crypto class to encrypt field level data up to AES 256-bit encryption. Please see here for more information: https://www.salesforce.com/us/developer/docs/apexcode/Content/apex_classes_restful_crypto.htm  

Salesforce Platform Encryption (Additional Licensing Option)
Salesforce Platform Encryption sets up in minutes, with no additional hardware or software, and uses native strong, standards-based encryption. Platform Encryption provides an extra layer to Salesforce's security while enabling customers to enjoy business critical Platform features, such as search, workflow, and validation rules. 

MHD can use Platform Encryption so that MHD ’s organization can confidently prove compliance with privacy policies, regulatory requirements, and contractual obligations for handling private data.

Platform Encryption offers native platform encryption and key management features. MHD ’s data is encrypted at rest using a hardware security module-based key derivation system. The features allow MHD to protect data at a more granular level than Classic Encryption.
While still giving users the ability to perform necessary tasks. MHD  can:

· Encrypt files and attachments.

· Encrypt certain standard and custom fields.

· Use an advanced key management system.



Platform Encryption helps address some concerns about protecting confidential information. It prevents sensitive data from residing in clear, decipherable form and allows you to manage your tenant secrets, which are used to derive the keys that protect your data. Salesforce is committed to high security standards and offers multiple data encryption options. Customers who want to adopt or extend their use of Salesforce can consider using Platform Encryption to comply with various standards. Additional details on Salesforce Platform Encryption are provided at: http://releasenotes.docs.salesforce.com/en-us/summer15/release-notes/rn_security_platform_encryption.htm?edition=&impact=  

		4.5.3 All information technology services and systems developed or acquired by agencies shall have documented security specifications that include an analysis of security risks and recommended controls (including access control systems and contingency plans).

4.5.4 Security requirements shall be developed at the same time system planners define the requirements of the system. Requirements must permit updating security requirements as new threats/vulnerabilities are identified and/or new technologies implemented.

4.5.5 Security requirements and evaluation/test procedures shall be included in all solicitation documents and/or acquisition specifications.

4.5.6 Systems developed by either internal State or contracted system developers shall not include back doors, or other code that would cause or allow unauthorized access or manipulation of code or data

4.5.7 Security specifications shall be developed by the system developer for approval by the agency owning the system at appropriate points of the system development or acquisition cycle.

4.5.8 All system development projects must include a documented change control and approval process and must address the security implications of all changes recommended and approved to a particular service or system. The responsible agency must authorize all changes.

4.5.9 Application systems and information that become obsolete and no longer used must be disposed of by appropriate procedures. The application and associated information must be preserved, discarded, or destroyed in accordance with Electronic Record and Record Management requirements defined in NRS and NAC 239, Records Management.







		4.5.10 Software development projects must comply with State Information Security Consolidated Policy 100, Section 4.7, Software Development and Maintenance and State Standard 131, “Security for System Development”.

4.5.10.1 Separate development, test and production environments must be established on State systems.

4.5.10.2 Processes must be documented and implemented to control the transfer of software from a development environment to a production environment.

4.5.10.3 Development of software and tools must be maintained on computer systems isolated from a production environment.

4.5.10.4 Access to compilers, editors and other system utilities must be removed from production systems.

4.5.10.5 Controls must be established to issue short-term access to development staff to correct problems with production systems allowing only necessary access.

4.5.10.6 Security requirements and controls must be identified, incorporated in and verified throughout the planning, development, and testing phases of all software development projects. Security staff must be included in all phases of the System Development Lifecycle (SDLC) from the requirement definitions phase through implementation phase.







Salesforce provides a flexible, configurable certified solution that can support state business rules requirements, processes, and standards. As part of the implementation of the Salesforce solution for MHD, the Salesforce certified implementation partner will work with MHD to review the applicability of the State Information Security Consolidated Policy 100, Section 4.7, Software Development and Maintenance and State Standard 131, “Security for System Development” that need to be configured in the context of the SaaS solution delivered by Salesforce. The Salesforce Platform is extensible, enabling MHD with minimal effort to add additional custom fields and create automated workflows that are required to support MHD’s specific business processes.

Salesforce will maintain administrative, physical, and technical safeguards for protection of the security, confidentiality and integrity of Customer Data.  Those safeguards will include, but will not be limited to, measures for preventing access, use, modification or disclosure of Customer Data by Salesforce personnel except (a) to provide the Services and prevent or address service or technical problems and (b) as compelled by law.

Salesforce SDLC

Salesforce's position as an online service enables the company to roll out all levels of improvement, from patch releases to major upgrades that are largely transparent to the end users. When a bug is fixed and tested, it is rolled out to the application as part of regular maintenance; the nature of the service prevents special patches and code branches for individual customers, so all fixes can potentially benefit all customers.

The Salesforce application and service is fully instrumented for health-check monitoring and all errors are reported directly to our development organization at the time they occur—both for investigation and rapid turn-around. This means salesforce.com can detect and fix a bug before customers encounter it.

· Planned upgrade releases are accompanied by formal release notes, which document new features and some fixes. (Even during a release cycle, not all features/bug fixes are detailed in release notes.)

· No information is published for patch releases, where most bug fixes occur.

· Bug information is published for the customer audience. A list of Known Issues can be accessed at: http://success.salesforce.com/issues_index.



Instead of a multiyear development cycle between releases as occurs for on-premises software, with its accompanying stream of patches, customer test/install/rollout issues-salesforce.com continuously upgrades the service in the background. Salesforce is more like a cell phone service-upgrades happen as time passes.

Salesforce offers both a Production environment and 4 different types of Sandbox environments. This gives you the ability to create multiple copies of your organization in separate environments for a variety of purposes, such as testing and training, without compromising the data and applications in your Salesforce production organization. The usage of the various Salesforce Sandbox types during an implementation varies, but below will provide you with a description and common use of each type of environment:

Developer Sandbox
Developer sandboxes are designed for a single developer and intended for coding and testing in an isolated environment. These environments include a copy of your production organization’s configuration (metadata).  Developer sandboxes are limited to 200 MB of test or sample data, which is enough for many development and testing tasks. You can refresh a Developer sandbox once per day.

eightCloud will be using a Developer Sandbox for the MHD implementation. We have evaluated the different Sandboxes available from Salesforce an determined that the Developer Sandbox is sufficient for the MHD. The price of this is included in the Salesforce license agreement. 

Developer Pro Sandbox
Developer Pro sandboxes are intended for coding and testing in an isolated environment. These environments include a copy of your production organization’s configuration (metadata). They have a larger storage limit than Developer sandboxes, up to 1 GB of data. The larger limit allows for more robust test data sets and enables this environment to handle more development and quality assurance tasks. You can refresh a Developer Pro sandbox once per day.

Partial Copy Sandbox
Partial Copy sandbox environments include all of your organization’s configuration (metadata) and a subset of your production data that you define by using a sandbox template. Use Partial Copy sandboxes for virtually any development, testing, or training purpose. 

Additionally, as defined by your sandbox template, Partial Copy sandboxes can include your organization's standard and custom object records, documents, and attachments up to 5GB of data and a maximum of 10,000 records per selected object. You can refresh a Partial Data sandbox every 5 days.

Full Sandbox
Full sandboxes are a replica of your production organization, including all data—for example, object records and attachments—and metadata. Full sandboxes are intended to be used for any development, testing, or training purpose, including full performance and load testing. You can refresh a Full sandbox every 29 days.

 Changes in functionality and Process within the application: Change Management is also internal control over functionality and processes of the MHD. Every project goes through areas where scope may change for business reasons.  We anticipate this might happen and hence change request management is an important part of our project plan.  Early on, we establish a process to approve/reject/postpone all change requests.  This process will help all parties understand change in scope, impact on project and maintain clear project expectations.

eightCloud’s project team uses a Change Request Form to manage control and document changes to the implementation. A sample form is provided in Tab XII. All documentation from eightCloud and the collective project team is stored in the clients’ Salesforce application so this can be accessed by the MHD at any time.
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Vendor must:



4.6.1	Present the platform requirements for efficient operation of the system;



4.6.2	Review the requirements matrix carefully to insure that the proposed system design addresses all of the requirements;



4.6.3	Tie each data element/function to the vendor’s project plan by task number;



4.6.4	Respond to all of the requirements by properly coding and indicating how the requirement is satisfied.  The proposed costs and project plan must reflect the effort needed to satisfy the requirements.



4.6.5	Identify, for each of the system requirements identified in the requirements matrix, whether it is:









		Vendor Response



		Condition

		Description



		S – Standard Function

		The proposed system fully satisfies the requirement as stated.  The vendor must explain how the requirement is satisfied by the system.



		M – Modification Required

		The proposed system requires a modification to existing functionality to meet this requirement which requires a source code modification.  The system will be modified to satisfy the requirements as stated or in a different format.  The vendor must explain the modifications and include the cost of all modifications above and beyond the base cost in Attachment J, Project Costs.



		F – Planned for Future Release

		This functionality is planned for a future release.  The vendor must explain how the requirement will be satisfied by the system and when the release will be available.



		C – Custom Design and Development

		The proposed system requires new functionality to meet this requirement which requires a source code addition.  The vendor must explain the feature and its value, and include any cost above and beyond the base cost in Attachment J, Project Costs.



		N – Cannot Meet Requirement

		The proposed system will not satisfy the requirement.  The vendor must explain why the requirement cannot be satisfied.



		O – Other Software

		If the requirement is to be satisfied through the use of a separate software package(s), vendors must identify those package(s) and describe how the functionality is integrated into the base system.







		4.6.6	Identify whether each requirement is in the firm fixed price included within the cost proposal.



4.6.7	Describe how the proposed system meets the requirements specified within this RFP.
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The vendor needs to deliver a turn-key solution that supports MHD’s needs.  The solution should significantly streamline MHD’s operation and make it easier for stakeholders (e.g., occupants/owners of manufactured homes/commercial structures, contractors, licensees, and manufacturers) to interact with the agency.



The following outlines the major project tasks and deliverables/work products.  Upon mutual agreement, MHD and the vendor can modify the plan and approach as appropriate to ensure the project is executed in the most effective manner.  



Vendors should describe their project approach/methodology in their proposal.  The tasks and deliverables presented below are general and vendors are welcome to suggest modifications and/or break tasks/deliverables into smaller units.



The proposed solution will need to replace the following systems:



· Permits and Inspection Database (Microsoft Access)

· Labels and Insignia Database (Foxpro)

· Licensing Database (Foxpro)

· Titling Database (Foxpro)

· Parks Database (FoxPro)

· Investigation Database (Access)

· Check Log (Excel)



Replacing the Open Text – File 360 Document Management System (repository for tile documents) is not within the scope of this project.  However, the solution should have the capability to interface with the system in the future.



The scope of work is broken down into tasks, activities and deliverables.  The tasks and activities within this section are not necessarily listed in the order that they should be completed.  Vendors must reflect within their proposal and preliminary project plan their recommended approach to scheduling and accomplishing all tasks and activities identified within this RFP.
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5.1.1	Within the proposal, vendors must provide information regarding their approach to meeting the requirements described within Sections 5.4 through 5.13.



5.1.2	If subcontractors will be used for any of the tasks, vendors must indicate what tasks and the percentage of time subcontractor(s) will spend on those tasks.



5.1.3	Vendor's response must be limited to no more than five (5) pages per task not including appendices, samples and/or exhibits.
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Once the detailed project plan is approved by the State, the following sections detail the process for submission and review of deliverables during the life of the project/contract.



5.2.1	General



5.2.1.1	The contractor must provide one (1) master (both hard and soft copies) of each written deliverable to the appropriate State Project Manager as identified in the contract.



5.2.1.2	Once a deliverable is approved and accepted by the State, the contractor must provide an electronic copy.  The State may, at its discretion, waive this requirement for a particular deliverable.



5.2.1.3	The electronic copy must be provided in software currently utilized by the agency or provided by the contractor.



       5.2.1.4	Deliverables will be evaluated by the State utilizing mutually agreed to      acceptance/exit criteria.







		5.2.2	Deliverable Submission



5.2.2.1	Prior to development and submission of each contract deliverable, a summary document containing a description of the format and content of each deliverable will be delivered to the State Project Manager for review and approval.  The summary document must contain, at a minimum, the following:



A. 	Cover letter;



B. 	Table of Contents with a brief description of the content of each section;



C. 	Anticipated number of pages; and



D. 	Identification of appendices/exhibits.



5.2.2.2	The summary document must contain an approval/rejection section that can be completed by the State.  The summary document will be returned to the contractor within a mutually agreed upon time frame.



5.2.2.3	Deliverables must be developed by the contractor according to the approved format and content of the summary document for each specific deliverable.



5.2.2.4	At a mutually agreed to meeting, on or before the time of delivery to the State, the contractor must provide a walkthrough of each deliverable.



5.2.2.5	Deliverables must be submitted no later than 5:00 PM, per the approved contract deliverable schedule and must be accompanied by a deliverable sign-off form (refer to Attachment G ~ Project Deliverable Sign-Off Form) with the appropriate sections completed by the contractor.









		5.2.3	Deliverable Review



5.2.3.1	General



A. 	The State’s review time begins on the next working day following receipt of the deliverable.



B. 	The State’s review time will be determined by the approved and accepted detailed project plan and the approved contract.



C. 	The State has up to five (5) working days to determine if a deliverable is complete and ready for review.  Unless otherwise negotiated, this is part of the State’s review time.



D. 	Any subsequent deliverable dependent upon the State’s acceptance of a prior deliverable will not be accepted for review until all issues related to the previous deliverable have been resolved.



E. 	Deliverables determined to be incomplete and/or unacceptable for review will be rejected, not considered delivered and returned to the contractor.



F. 	After review of a deliverable, the State will return to the contractor the project deliverable sign-off form with the deliverable submission and review history section completed.



5.2.3.2	Accepted



A. 	If the deliverable is accepted, the original deliverable sign-off form signed by the appropriate State representatives will be returned to the contractor.



B. 	Once the contractor receives the original deliverable sign-off form, the State can then be invoiced for the deliverable (refer to Section 8, Financial).



5.2.3.3	Comments/Revisions Requested by the State



If the State has comments and/or revisions to a deliverable, the following will be provided to the contractor:



A. 	The original deliverable sign-off form with an updated entry to the deliverable submission and review history section.



B. 	Attached to the deliverable sign-off form will be a detailed explanation of the revisions to be made and/or a marked up copy of the deliverable.



C. 	The State’s first review and return with comments will be completed within the times specified in the contract.



D. 	The contractor will have five (5) working days, unless otherwise mutually agreed to, for review, acceptance and/or rejection of the State’s comments.



E. 	A meeting to resolve outstanding issues must be completed within three (3) working days after completion of the contractor’s review or a mutually agreed upon time frame.



F. 	Agreements made during meetings to resolve issues must be documented separately.



G. 	Once an agreement is reached regarding changes, the contractor must incorporate them into the deliverable for resubmission to the State.



H. 	All changes must be easily identifiable by the State.



I. 	Resubmission of the deliverable must occur within five (5) working days or a mutually agreed upon time frame of the resolution of any outstanding issues.



J. 	The resubmitted deliverable must be accompanied by the original deliverable sign-off form.



K. 	This review process continues until all issues have been resolved within a mutually agreed upon time frame.



L. 	During the re-review process, the State may only comment on the original exceptions noted.



M. 	All other items not originally commented on are considered to be accepted by the State.



N. 	Once all revisions have been accepted, the original deliverable sign-off form signed by the appropriate State representatives will be returned to the contractor.



O. 	The contractor must provide one (1) updated and complete master paper copy of each deliverable after approval and acceptance by the State.



P. 	Once the contractor receives the original deliverable sign-off form, the State can then be invoiced for the deliverable (refer to Section 8, Financial).



5.2.3.4	Rejected, Not Considered Delivered



If the State considers a deliverable not ready for review, the following will be returned to the contractor:



A. 	The original deliverable sign-off form with an updated entry to the deliverable submission and review history section.



B. 	The original deliverable and all copies with a written explanation as to why the deliverable is being rejected, not considered delivered.



C. 	The contractor will have five (5) working days, unless otherwise mutually agreed to, for review, acceptance and/or rejection of the State’s comments.



D. 	A meeting to discuss the State’s position regarding the rejection of the deliverable must be completed within three (3) working days after completion of the contractor’s review or a mutually agreed upon time frame.



E. 	Resubmission of the deliverable must occur within a mutually agreed upon time frame.



F. 	The resubmitted deliverable must be accompanied by the original deliverable sign-off form.



G. 	Upon resubmission of the completed deliverable, the State will follow the steps outlined in Section 5.2.3.2, Accepted, or Section 5.2.3.3, Comments/Revisions Requested by the State.
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A project kick off meeting will be held with representatives from the State and the contractor after contract approval and prior to work performed.  Items to be covered in the kick off meeting will include, but not be limited to:





5.3.1	Deliverable review process;



5.3.2	Determining format and protocol for project status meetings;



5.3.3	Determining format for project status reports;



5.3.4	Setting the schedule for meetings between representatives from the State and the contractor to develop the detailed project plan;



5.3.5	Defining lines of communication and reporting relationships;



5.3.6	Reviewing the project mission;



5.3.7	Pinpointing high-risk or problem areas; and



5.3.8	Issue resolution process.
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5.4	PLANNING AND ADMINISTRATION



5.4.1	Objective



To establish a clear, comprehensive project plan, processes and tools to effectively manage the project through to completion.  Also, ensure effective collaboration between the contractor and stakeholders throughout the project.



5.4.2	Activities



The awarded vendor must:



5.4.2.1	MHD and the vendor work together to define the detailed project plan, schedule, deliverables, and roles and responsibilities.  



5.4.2.2	MHD and the vendor will also define the processes and tools to manage and control the project (including change control and communication plan).



5.4.2.3	MHD and the vendor will work together to develop a project risk management plan.



5.4.2.4	Vendor to participate in bi-weekly project status meetings with MHD and other stakeholders.  



5.4.2.5	Vendor to attend and participate in all other project related meetings.  When appropriate the vendor will need to prepare materials and/or briefings for the meetings.



5.4.2.6	Vendor to provide written monthly project status reports to MHD.  Contents must include: overall completions status in terms of MHD approved project plan and deliverable schedule, accomplishments during the period, problems encountered and proposed/actual resolutions, what is to be accomplished in the next reporting period, identification of schedule slippage and strategy for resolution, contractor staff assigned and their location and schedule, and state resources required for activities during the next time period.







5.4.3	Deliverables

		5.4  PLANNING AND ADMINISTRATION DELIVERABLES



		DELIVERABLE NUMBER

		DESCRIPTION OF DELIVERABLE

		ACTIVITY

		STATE'S ESTIMATED

REVIEW TIME

(WORKING DAYS)



		5.4.3.1

		Detailed Project Plan

		5.4.2.1

		10



		5.4.3.2

		Defined processes for managing and controlling the project

		5.4.2.2 

		N/A



		5.4.3.3

		Risk management plan

		5.4.2.3

		5



		5.4.3.4

		Participation at all meetings 

		5.4.2.4 ~ 5.4.2.5

		5



		5.4.3.5

		Written monthly status reports

		5.4.2.6

		5
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5.5.1	Objective:



5.5.1.1	To ensure the vendor has a clear understanding of MHD’s requirements, “map” the requirements to their system, identify gaps and identify options to address the gaps.  If the vendor proposes a custom solution, this task will focus on the system design.   



5.5.2	Activities:



5.5.2.1	The vendor will review relevant MHD artifacts (e.g. documentation, forms, reports, etc.) and interview key MHD staff to fully understand MHD’s operation and system requirements.  



5.5.2.2	The vendor will document the gaps between MHD’s needs and what their software supports.  They will also document options (including cost estimates) to address the gaps, including: custom development, process work-arounds, and utilization of 3rd party projects.



5.5.2.3	The vendor will perform a thorough walk-through demonstration of their system showing how it supports MHD’s business processes, and explaining the various options to address the gaps in software functionality.  Based on the results of the review, MHD, working with the vendor will make decisions on how the gaps will be addressed.        









5.5.3	Deliverables

		5.5  Review and Validate Requirements and Gap/Fit Analysis



		DELIVERABLE NUMBER

		DESCRIPTION OF DELIVERABLE

		ACTIVITY

		STATE'S ESTIMATED

REVIEW TIME

(WORKING DAYS)



		5.5.3.1

		Gap analysis report, which includes description of gaps and options to address the gaps, including costs (one-time and ongoing).

		5.5.2.1

5.5.2.2 


		15



		5.6.3.2

		Comprehensive walk-through of system, showing how it supports each of MHD’s core business processes and demonstrating how the gaps can be addressed. 



		5.5.2.3

		10















eightCloud will facilitate an on-site Business Process Review (BPR) to define and validate the scope, options, and recommendations associated with implementing Salesforce.  The Business Process Review will be for 3 days at the MHD location in Carson City. eightCloud will have at last 2 of the assigned resources to the project on site for this meeting.  As a result of the Business Process Review, MHD and eightCloud will have clear definition around:

· The strategic goals of the client and the potential role of Salesforce

· “Out of the box” functionality available as well as options for custom capabilities

· Departmental considerations, interdependencies and requirements

· Data migration and integration considerations as well as the context for which Salesforce will fit into the client’s larger technology infrastructure

· The overall project footprint and configuration definition

· Reporting requirements

· The training plan and the role of management in delivering the training

· Potential phasing considerations and recommendations

· Timelines, roles, key players and key dates associated with the project





The result of the 3 day session will be to develop a Report of Findings (ROF). The purpose of the Report of Findings (RoF) is to document and gain consensus on the business processes reviewed and requirements captured during the onsite Business Process Review workshops conducted. 

The Report of Findings details the complete set of requirements and business processes communicated by [CLIENT] to the eightCloud project team.  The eightCloud team will carefully review requirements in order to create the best solution possible for MHD; however, all requirements captured in the RoF may not be included in the final design documents presented to MHD in subsequent project phases.  Those documents may include a subset of the requirements recorded in this document, as all requirements may not

a) Translate into a functional or technical requirements or 

b) Be considered in scope for this phase of the project per the Statement of Work (SoW)

Any requirements that are considered out of scope are indicated in the RoF. 

The main components of the ROF are:







· Project Terminology	

· Project Systems & Tools

· Glossary of Terms

· Overall Systems & Objects Mapping

· Permitting and Inspections	

· Titling	

· Licensing

· Investigations

· Mobile Home Parks

· Lot Rent Subsidy Program	

· Education

· Cash Receipts/Deposits	

· Online Services to the Public	

· Report Requirements	

· Dashboard Requirements

· Data Migration Requirements

· Data Integration Requirements	





Each area documented in the ROF will also include the gaps between current processes and desired future state by MHD. 

eightCloud has included a sample copy of our Report of Findings template in Tab XII. Please note that this is a template and the Table representations will change based on the needs of MHD (i.e. Permitting and Inspections documentation will replace the Lead Management section of the template).
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5.6.1	Objective:



5.6.1.1	The objective of this task is to develop a design document that describes the system architecture, the software and hardware components.  The design documentation should be to a level of detail that all project stakeholders can understand what will be developed/implemented.  Note: For COTS solutions, this does not need to be an extensive document.   



5.6.2	Activities:



5.6.2.1	Based on requirements and gap analysis, the vendor will develop system design specifications.  This includes, but not limited to:



A. 	Overall system architecture, including technology that will be used (hardware & software), including any third-party products that will be used;



B. 	Configuration parameters, including, but not limited to: lookup values, event triggers, key data fields, user roles, user interface and screen navigation, list of key reports and description on how they will be developed, etc. ;  



C. 	Description of administrative functions (technical and non-technical) MHD will need to perform for the ongoing support of the system; and 



D. 	Description of security and backup and recovery methods and technology.







There will be several types of documents that will be created/available as part of the project. They are listed below:

· Architecture Plan

· Project Plan and its components

· Functional Specifications

· Technical Specifications

· System Architecture

· Data Migration Plan

· Salesforce Application Set-up Documents

· Business Process Diagrams

· Training Documents (User Training Manual, FAQs, System Administration Guide)

· Application on-line help





Prior to any configuration, data migration, testing, or training, it is important to collectively sign off on this documents before the “build” (Task 3) phase of the project begins. 



Please refer to Tab XII for a Solution Design Template.



Our proposed SaaS solution is built on the Salesforce Platform and includes all needed infrastructure, which is fully hosted, managed, and maintained by Salesforce. Salesforce only requires a computer that can run a web browser and an Internet connection or a mobile device.  No other software or hardware is required.  Salesforce applications are delivered on-demand over the Internet, so MHD will not need to worry about licensing software or setting up and managing hardware platforms.

 

Salesforce Force.com is a modern Platform as a Service (PaaS) that’s built for cloud computing, with multitenancy inherent in its design. To meet the high demands of its large user population, Force.com’s foundation is a metadata-driven software architecture that enables multi-tenant applications.

 

Force.com combines several different persistence technologies, including a custom-designed relational database schema, which is innately designed for clouds and multitenancy—no virtualization required.

[image: ]

Force.com’s core technology uses a runtime engine that materializes all application data from metadata—data about the data itself. In Force.com’s well-defined metadata-driven architecture, there is a clear separation of the compiled runtime database engine (kernel), tenant data, and the metadata that describes each application. These distinct boundaries make it possible to independently update the system kernel and tenant-specific applications and schemas, with virtually no risk of one affecting the others.
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Every logical database object that Force.com exposes is internally managed using metadata. Objects, (tables in traditional relational database parlance), fields, stored procedures, and database triggers are all abstract constructs that exist merely as metadata in Force.com’s Universal Data Dictionary (UDD). For example, when you define a new application object or write some procedural code, Force.com does not create an actual table in a database or compile any code. Instead, Force.com simply stores metadata that the system’s engine can use to generate the virtual application components at runtime. When you need to modify or customize something about the application schema, like modify an existing field in an object, all that’s required is a simple non-blocking update to the corresponding metadata.

 

Because metadata is a key ingredient of Force.com applications, the system’s runtime engine must optimize access to metadata; otherwise, frequent metadata access would prevent the service from scaling. With this potential bottleneck in mind, Force.com uses massive and sophisticated metadata caches to maintain the most recently used metadata in memory, avoid performance-sapping disk I/O and code recompilations, and improve application response times.

 

The multitenant architecture and secure logical controls address separation of Customer Data. The Salesforce infrastructure is divided into a modular architecture based on “instances”. Each instance is capable of supporting several thousand customers in a secure and efficient manner. Salesforce uses the instance architecture to continue to scale and meet the demands of our customers. There are appropriate controls in place designed to prevent any given customer’s Salesforce instance from being compromised. This functionality has been designed and undergoes robust testing through an on-going process by both Salesforce and its customers.



These papers further explain the technology that makes the Salesforce Force.com platform fast, scalable, and secure for any type of application: 

https://developer.salesforce.com/page/Multi_Tenant_Architecture 

https://developer.salesforce.com/page/Secure_Private_Trustworthy_Force.com_Whitepaper

https://developer.salesforce.com/page/An_Overview_of_Force.com_Security 

Government Trusted Security and Infrastructure
Salesforce understands that the confidentiality, integrity, and availability of our customers’ information are vital to their business operations and our own success. We use a multi-layered approach to protect that key information, constantly monitoring and improving our application, systems, and processes to meet the growing demands and challenges of security.

Independent audits confirm that our security goes far beyond what most companies have been able to achieve on their own. Using the latest firewall protection, intrusion detection systems, and TLS encryption, Salesforce Force.com gives you the peace of mind only a world-class security infrastructure can provide.

Third-party validation 
Security is a multidimensional business imperative that demands consideration at multiple levels, from security for applications to physical facilities and network security. In addition to the latest technologies, world-class security requires ongoing adherence to best-practice policies. To ensure this adherence, we continually seek relevant third-party certification, including ISO 27001, the SysTrust audit (the recognized standard for system security), and SSAE 16 SOC 1 audit (an examination and assessment of internal corporate controls, previously known as SAS 70 Type II). SOC1, SOC2 and SOC3 audits are performed by third party auditor annually at a minimum. Additional audits and certifications include: CSA ‘Consensus Assessments Initiative’, JIPDC (Japan Privacy Seal), Tuv (Germany Privacy Mark), and TRUSTe.
 
Protection at the application level
Salesforce protects customer data by ensuring that only authorized users can access it. Administrators assign data security rules that determine which data users can access. Sharing models define company-wide defaults and data access based on a role hierarchy. All data is encrypted in transfer. All access is governed by strict password security policies. All passwords are stored in SHA 256 one-way hash format. Applications are continually monitored for security violation attempts.

Protection at the facilities level
Salesforce security standards are stringent and designed with demanding customers in mind, including the world’s most security-conscious financial institutions. Authorized personnel must pass through five levels of biometric scanning to reach the Salesforce system cages. All buildings are completely anonymous, with bullet-resistant exterior walls and embassy-grade concrete posts and planters around the perimeter. All exterior entrances feature silent alarm systems that notify law enforcement in the event of suspicion or intrusion. Data is backed up to disk or tape. These backups provide a second level of physical protection. Neither disks nor tapes ever leave the data center.

Protection at the network level
Multilevel security products from leading security vendors and proven security practices ensure network security. To prevent malicious attacks through unmonitored ports, external firewalls allow only http and https traffic on ports 80 and 443, along with ICMP traffic. Switches ensure that the network complies with the RFC 1918 standard, and address translation technologies further enhance network security. IDS sensors protect all network segments. Internal software systems are protected by two-factor authentication, along with the extensive use of technology that controls points of entry. All networks are certified through third-party vulnerability assessment programs. 

Trust.salesforce.com is the Salesforce community’s home for real-time information on system performance and security. On this site you'll find:

● Live and historical data on system performance
● Up-to-the minute information on planned maintenance
● Phishing, malicious software, and social engineering threats
● Best security practices for your organization
● Information on how we safeguard your data 

These papers further explain the technology that makes the Salesforce Force.com platform fast, scalable, and secure for any type of application: 

https://developer.salesforce.com/page/Multi_Tenant_Architecture   
https://developer.salesforce.com/page/Secure_Private_Trustworthy_Force.com_Whitepaper 
https://developer.salesforce.com/page/An_Overview_of_Force.com_Security  
https://help.salesforce.com/servlet/servlet.FileDownload?file=01530000003SIm9AAG 

Backup and Recovery

Customer data, up to the last committed transaction, is replicated to disk in near-real time at the designated disaster recovery data center, backed up at the primary data center, and then cloned at an archive data center. 



Backups are performed daily at each data center facility without stopping access to the application. Backup cloning is transmitted over an encrypted network (our MPLS network across all data centers). Backups are retained for 90 days. Backups never physically leave our secure data center facilities, unless they are to be retired and destroyed through a secure destruction process.
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This paper further explains the technology that makes the Salesforce Force.com platform fast, scalable, and secure for any type of application: https://developer.salesforce.com/page/Multi_Tenant_Architecture.



5.6.3	Deliverables



		5.6  SYSTEM DESIGN/IMPLEMENTATION CONFIGURATION



		DELIVERABLE NUMBER

		DESCRIPTION OF DELIVERABLE

		ACTIVITY

		STATE'S ESTIMATED

REVIEW TIME

(WORKING DAYS)



		5.6.3.1

		System Design/Implementation Configuration

		5.6.2


		10















[bookmark: _Toc448574971]5.7	TASK 3 – SETUP AND CONFIGURE/BUILD SYSTEM



		

5.7.1	Objective:

The objective of this task is to configure/customize/develop, test, and deliver a fully functional system that meets MHD’s requirements.  Throughout this task, the vendor must work closely with MHD staff to verify the system will meet their requirements in an intuitive and efficient manner.  

5.7.2	Activities:

5.7.2.1	Establish development, test environments, training & production environments.  

5.7.2.2	Configure/customize/develop system to meet MHD’s needs.

A. 	Configure/develop system components according to specifications.

B. 	Perform structured demonstrations/pilots/walk-throughs of system components to users at various stages this task to ensure the end product is on target.  Prior to UAT, users need to see how the system will provide end-to-end support for all their business processes.  

C. 	Adjust/modify system based on user feedback.  If necessary, re-demonstrate system after making the changes.  

D. 	The vendor will conduct thorough quality assurance testing of system and correct defects prior to delivering it for User Acceptance Testing (UAT) and production.  The vendor will also ensure the system meets appropriate performance and throughput requirements.  



E. 	Conduct walkthrough of entire system with users prior to UAT.





















5.7.3	Deliverables

		5.7 BUILD AND IMPLEMENT SYSTEM



		DELIVERABLE NUMBER

		DESCRIPTION OF DELIVERABLE

		ACTIVITY

		STATE'S ESTIMATED

REVIEW TIME

(WORKING DAYS)



		5.7.3.1

		Configured working system – vendor to conduct demonstrations/ pilot/walk-throughs of system components.

		5.7.2.1 

5.7.2.2


		TBD



		5.7.3.2

		Deliver fully functional system that the vendor has fully tested.

		5.7.2.2

		TBD



		5.7.3.3

		Walk-through of entire system prior to UAT.

		5.7.2.2 E

		10







[bookmark: _Toc448574972]5.8	TASK 4 – DATA MIGRATION



		



5.8.1	Objective:



The objective of this task is to migrate historical data from the existing legacy systems to the new system.



5.8.2	Activities:



5.8.2.1	The vendor shall work with MHD to develop a comprehensive data migration plan.  The legacy systems will include the following systems: Permits Database (Access), Labels and Insignia Database (foxpro), Titling Database (foxpro), Licensing Database (foxpro), Parks Database (foxpro) and Investigations Database.  Note: MHD will work with the vendor to develop a plan that is feasible, given limited funds.  The plan must include at a minimum:



A. 	Map legacy data to the new system.  MHD will provide staff knowledgeable of the existing systems.



B. 	Document business rules and program specifications for extracting legacy data, performing data cleansing, and loading it to the new system and validating it.



5.8.2.2	The vendor will work with MHD to define test cases for validating the migrated data. 



5.8.2.3	Migrate legacy data to the test environment for demonstrations and UAT.



5.8.2.4	Migrate legacy data to the production environment prior to go-live.









5.8.3	Deliverables

		5.8 DATA MIGRATION



		DELIVERABLE NUMBER

		DESCRIPTION OF DELIVERABLE

		ACTIVITY

		STATE'S ESTIMATED

REVIEW TIME

(WORKING DAYS)



		5.8.3.1

		Detailed data migration plan.

		5.8.2.1 


		10



		5.8.3.2

		Test cases for validating converted data (ensure accuracy of data migration).

		5.8.2.2

5.8.2.3

		10



		5.8.3.3

		Migrate data to test and production environments.

		5.8.2.4

		10
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Data Migration Overview



eightCloud provides our clients with a Data Migration Plan during the project and prior to exporting, cleansing, and importing the data. The sections in the customized Data Migration Plan will be as follows:

Data Migration Diagram

· Data Sources

· Import / Export Tools

· Staging 

· Testing

· Source Data to Cleanse

· Data Mapping

· Test Data Loads

· Final Conversion Plan and Schema

:

This diagram shows the basic components of a data migration. The current internal database is known as the “Source” system, and Salesforce.com is called the “Target” system. The data from the source will be extracted and any necessary preparation can be done to the data in a staging area (typically a spreadsheet and data load tool) prior to being loaded to the target system.

“SOURCE”



“TARGET”





Staging Area

SFDC

Internal DB







Clean Up

What’s in Scope?

Date Range?

Archive Strategy?



(Access / Foxpro / Excel)

Scrub data

Map data

Transform data



Load

Review

Adjust

Re-Load
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· Permits Database (Access)

· Labels and Insignia Database (Foxpro)

· Titling Database (Foxpro)

· Licensing Database (Foxpro)

· Parks Database (Foxpro) 

· Investigations Database (Access)

· Check Log (Excel)





[bookmark: _Toc429036708]Import / Export Tools



		Tool

		Editions supported

		Number of records you can import or export

		Internal or external to Salesforce

		Additional information



		Data Import Wizard (unified)

		All editions except Database.com

		Up to 50,000

		Internal

		An in-browser wizard that imports your organization’s accounts, contacts, leads, solutions, and custom objects.



		Data Loader

		Enterprise, Unlimited,Performance, Developer, and Database.com Editions

		Between 5,000 and 5 million

		External

		Data Loader is a client application for the bulk import or export of data. Use it to insert, update, delete, or export Salesforce records.



		Import Wizard for Accounts and Contacts

		Contact Manager, Group, Professional, Enterprise, Unlimited,Performance, and Developer Editions

		Up to 500 records for an individual user

Up to 50,000 records for multiple users

		Internal

		An in-browser wizard that imports personal contacts and accounts from ACT! and Outlook or from other sources; or your organization’s business accounts and contacts.



		Import Wizard for Person Accounts

		Enterprise, Performance, Unlimited,Performance and Developer Edition

		Up to 50,000

		Internal

		An in-browser wizard that imports an individual user’s person accounts or your organization’s person accounts



		Import Wizard for Leads

		Group, Professional, Enterprise, Unlimited,Performance, and Developer Editions

		Up to 50,000

		Internal

		An in-browser wizard that imports your organization’s leads. Read more.



		Solution Import Wizard

		Professional, Enterprise, Unlimited,Performance, and Developer Editions

		Up to 50,000

		Internal

		An in-browser wizard that imports your organization’s solutions. Read more.



		Custom Object Import Wizard

		Contact Manager, Group, Professional, Enterprise, Unlimited,Performance, and Developer Editions

		Up to 50,000

		Internal

		An in-browser wizard that imports your organization’s custom objects. Read more.



		Data Export

		Weekly export available in Enterprise, Unlimited, andPerformance, Editions. Monthly export available in all editions, except Database.com

		No limit

		Internal

		An in-browser wizard that exports data in .zip files that are up to 128 MB each on a monthly or weekly basis. Read more.



		Third-party tools

		Varies

		Over 5 million

		External

		See the AppExchange for available tools.



		Jitterbit Data LoaderTM for Salesforce (third-party tool)

		All editions

		Over 5 million

		External

		Free data migration tool offered by a salesforce.com, inc.partner. Read more.







[bookmark: _Toc429036710]Staging



Data will be extracted and staged on a server provided by MHD. We plan to use comma separated files (.csv) to hold the legacy data before it is mapped and imported. Further, since MHD has access to a Developer Sandbox (which means we have plenty of record storage available for resting) we will populate that instance of SFDC first before attempting a load directly into SFDC Production environment.

[bookmark: _Toc429036711]Testing



The size and complexity of this data migration plan warrants multiple rounds of testing. Each round of testing will increase in complexity. The first round will be a simple extract and load for one Object. Then, we will add another Object and continue an extract-map-load cycle. Lastly, we test associations and begin testing tables that relate to each other through external id values. Each step along the way ensures that we are mapping to the correct fields and maintaining or establishing proper associations between the various tables.
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Data migration projects can require manual data manipulation. Interpreting data correctly and seeing relationships between data elements is a challenge to automate. Guidance must typically be provided by those people who are most familiar with organizational process and the data itself. However, tools can and will assist with the process and reduce the amount of time needed to complete the effort. 'Front end' tools that simplify entering SQL (Structured Query Language) statements allow non-technical users to analyze and change data without mastering a new programming language.

The SMEs involved in the data cleanup will be asked to decide on the following key points:

· Scope of data export – how much data and which records should be migrated?

· Accessibility Strategy – it’s best practice to keep the source system available to end users (possibly as read-only) for a period of time after the target system is live. Who should have this access? For how long?

· Archive Strategy- once the source data is extracted and after Salesforce.com is live, what should be done with the internal database? Should it be archived, and after how much time should it be purged?



Data Mapping

External record IDs from the several legacy database systems will be stored in SFDC to facilitate cross-reference checks back to the original systems. Some of the source fields are mapped to several target fields as required by our final data model. Primarily this is to separate individuals out from organizations. In legacy systems the individuals and organizations were often stored on the same record. Other source tables are mapped directly to individual Salesforce Objects, while others are broken up, mapping to multiple Salesforce Objects.

Where existing relationships are to be preserved, source tables will be migrated in sequence starting with the base or "parent" objects and proceeding to "child" objects in order to build parent-child "lookup" relationships in Salesforce that preserve relationships from the source db. The load order accounts for these items:

· Dependencies between tables (e.g. a contact at an account must be loaded after the account)

· Like functionality has been grouped together







[bookmark: _Toc429036717]

Test Data Loads



Testing converted data that has been loaded to Salesforce.com is the last step necessary to confirm that the system is ready for use. When testing is complete it confirms that the historical data is accurate and that the relationships between tables works correctly. The test process will be iterative, a process where more data and more complexity is added with each iteration. Much like the testing during migration, we’ll build on success until there is agreement that we’ve achieved our goal.

The primary methods of testing will be these:

· Record count matches (number of records in scope from source system should match exported records which should match imported record)

· Data Load Tool validation error checking (each of the data load tools work in concert with the Salesforce platform to ensure valid data is being loaded. For example, an email address without an @ symbol will fail to load)

· Destination system spot checking (After data is loaded both client and eightCloud will spot check the data)

As has been noted earlier, SMEs are the key to defining and measuring a successful data load. They are the ones best suited to interpret the data and find subtle errors with mapping or take issue with unforeseen implications of table relationships. To that end MHD must own the final buy-off on the data being migrated. The eightCloud project team will assist and guide the SMEs through the process, proposing and explaining relationship options, executing the plan and resolving issues as they arise.



Data Schema

Below is a sample schema that will be developed for MHD prior to final conversion:



[image: ]
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5.9.1	Objective:



The objective of this task is to ensure the system meets MHD’s functional requirements.  MHD, with the assistance of the vendor will develop a User Acceptance Test (UAT) Plan and test cases.  The vendor will need to provide a fully functional system for UAT.  

 

5.9.2	Activities:



5.9.2.1	The vendor will provide a fully functional test environment and system prior to the start of UAT.  This includes ensuring the database tables are properly populated to support all test cases, including daily, weekly, monthly, quarterly and annual processes. 



5.9.2.2	The vendor will provide training to the MHD team that so that they understand how to use the system prior to testing.  



5.9.2.3	The vendor will review MHD’s UAT plan and test cases and provide constructive feedback on the approach and testing coverage.  



5.9.2.4	Vendor will provide technical support throughout the UAT task and correct software defects, data issues, and other system issues in an expedient manner to keep testing on schedule.  









5.9.3	Deliverables

		5.9 USER ACCEPTANCE TESTING



		DELIVERABLE NUMBER

		DESCRIPTION OF DELIVERABLE

		ACTIVITY

		STATE'S ESTIMATED

REVIEW TIME

(WORKING DAYS)



		5.9.3.1

		Test environment and fully functioning system, including test data (vendor to have performed comprehensive system testing).

		5.9.2.1 


		NA





		5.9.3.2

		Vendor training of UAT team so that they understand the system to a level necessary to complete UAT.

		5.9.2.2



		5



		5.9.3.3

		Review of MHD’s UAT plan and cases.

		5.9.2.3

		NA



		5.9.3.4

		Technical support and timely remediation of defects, data and system issues throughout the UAT.

		5.9.2.4

		TBD







Development Methodology

eightCloud will follow the Agile methodology throughout the course of this project.  We believe that Cloud based applications such as Salesforce require an iterative and collaborative approach rather than the traditional waterfall methods for development.  Moreover, we are helping create a solution that is specific to the needs of MHD, not a generic software package.  This methodology will allow for the following and ultimate success for the project:



· Iterative development based on continuous feedback

· Collaboration and user empowerment

· Ability to prototype quickly if needed

· Faster development times



Testing Methodology/Plan

eightCloud’s testing methodology is inclusive and collaborative.  Our methodology focuses on 3 types of testing:

· Unit testing:  As each piece of functionality is released (configured or developed), we perform a unit test to make sure it ties in with the associated business requirement.  We involve the users to validate the unit test to ensure their acceptance

· System Testing:  As each feature is released, we perform a system test to ensure that no other functionality is impacted.  

· User Acceptance testing:   Assigned users participate in test script/case development and execution at all levels during the project. 



The testing plan will also include a Traceability Matrix.  The purpose of this matrix is to tie a specific business/technical/integration requirement to a specific Test Case/Script.  This document eliminates any risk of not testing a specific BR (business requirement), TR (technical requirement) or IR (integration requirement).

During testing, we maintain, manage and publish a bug tracker.  This list is worked off during the various sprints and retested for desired functionality.  We have used tools such as Bugzilla in the past to manage this.  However, we have found it to be easier to manage the bug list within Salesforce (cases/list) for visibility and user comment. 

eightCloud will not be using an automated testing tool for this instance.  There are some available applications (1-2 of AppExchange) that claim to do automated testing, but we have concerns on their effectiveness (lack of reviews).  For this implementation, we believe testing should be done in a traditional manner with user scripts, use cases and validations.  

This project includes 4 sprints and each one ends with QA/test thereby ensuring a fully functional product before “go-live”.  

See sample in Tab XII of a Test Script/Case for a Salesforce CRM Project that we have managed in the past. For MHD, the process will be similar but with different and more customized scripts. 

[bookmark: _Toc448574974]5.10	TASK 6 – DOCUMENTATION





		

5.10.1	Objective:



The objective of this task is to develop user and system documentation that will allow MHD to effectively utilize, operate and maintain the system.



5.10.2	Activities:



5.10.2.1	Vendor will develop user manual for system users, tailored to MHD’s terminology and business processes.



5.10.2.2	Vendor will provide online user help that ties to the context of the specific area of the system (or function) that is in use. 



5.10.2.3	Vendor will develop system administration/operations guide for MHD and state technical staff to operate and maintain the system.  The includes, but not limited to: maintenance of user accounts and roles, configuring system parameters and business rules, security features, running of jobs, backup and recovery, building and running reports, setup of letter templates, etc.

 







5.10.3	Deliverables



		5.10  DOCUMENTATION



		DELIVERABLE NUMBER

		DESCRIPTION OF DELIVERABLE

		ACTIVITY

		STATE'S ESTIMATED

REVIEW TIME

(WORKING DAYS)



		5.10.3.1

		User manual.

		5.10.2.1 


		15



		5.10.3.2

		Online help functionality and content.

		5.10.2.2



		10



		5.10.3.3

		System administration/operations guide.

		5.10.2.3

		10







Documentation will be provided throughout the engagement with MHD:

· Report of Findings

· Project Plan and Timeline

· Status Reports

· Solution Design Documents

· Data Migration Plan

· Training Plans for both end users and System Administrators

· Change Requests

· Go Live Plan (Transition to Production)



These templates can be found in Tab XII.
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5.11.1	Objective:



Develop and execute training for users, trainers and technical staff.  Training will need to cover all key aspects of the system and presented in the context of how MHD staff performs their business processes.  



5.11.2	Activities:



5.11.2.1	The vendor and MHD will work together to develop a training plan that describes the objectives, content and duration for each topic/module, as well as the delivery approach.



5.11.2.2	The vendor, working with MHD will develop training materials and scenarios.



5.11.2.3	The vendor will provide a training environment with a fully functional system that is populated with data necessary to cover the subject matter described in the training plan and materials.  



5.11.2.4	The vendor will conduct training which is tailored to MHD’s business processes.  MHD is open to the train-the-trainer approach.







5.11.3	Deliverables

		5.12 TRAINING



		DELIVERABLE NUMBER

		DESCRIPTION OF DELIVERABLE

		ACTIVITY

		STATE'S ESTIMATED

REVIEW TIME

(WORKING DAYS)



		5.11.3.1

		Training plan.

		5.11.2.1 


		5



		5.11.3.2

		Training materials and scenarios.

		5.11.2.2



		10



		5.11.3.3

		Fully functional training environment with data.

		5.11.2.3

		5



		5.11.3.4

		Training.

		5.11.2.4

		10









eightCloud Approach to Training

eightCloud will organize all training activities based on the specific needs of the user base. We understand that of the 80 or so users, there will be a mix of employees at the MH. eightCloud’s training philosophy has two components:  (a) Inform and train the user on general system use and (b) Train users on the actual implementation specific to MHD along with all associated business processes.  

eightCloud’s training components typically include:

· Curriculum Development

· Administrator training 

· End User and Management training

· Post Go Live user assistance



Our strategy will be to discuss training thoroughly with the MHD project team during the Planning and Analysis phase albeit, the detailed plan and schedule for training is usually determined towards the end of the project when Stakeholders and end user participants understand the application, customizations, and processes better.

eightCloud has budgeted for a hands on and comprehensive training programs for the MHD and are prepared to handle the majority of the training. 

eightCloud has the following methods of training that are available for the MHD:

· In person, Instructor-led training (provided by eightCloud or a MHD System Administrator/Power User. This is considered the formal training approach

· Web Based, instructor-led on-line training through “Join Me” or “GoTo Meeting”

· Self-paced training through following electronic or hard copies of training curriculum. Basically, this is a Power Point deck with screen shots and call out boxes that walk the end users through the application. 



There are many different ways to handle training for multiple. Ideally, we would prefer a representative user from each of the user groups to be in person for an initial formal training session(s) in Carson City. However, we can conduct initial training sessions with a combination of in person, instructor-led training while remote end users log into a web meeting to follow along.

As discussed previously, we anticipate a preliminary training plan as a result of the Planning Analysis sessions at the beginning of the project. The training plan will be documented in the Solution Design which is eightCloud’s plan to build, design, test, and deploy.

Training Materials

eightCloud will provide multiple training curriculums to all user groups at MHD. We do understand that computer skill sets vary within each role of an organization and will address this early in the project to determine how to design and approach training. 

eightCloud will include on-line training in the solution that will include an option to have video recorded training sessions, webinars, etc. so that end users do not have to be in person, or, can reference at a later time for follow up training. 

eightCloud will develop all of the training materials for the MHD as well as electronic distribution and/ or hard copies. Furthermore, eightCloud will document training version changes and make accessible to the System Administrators and end users for future use. 

Please keep in mind that any Salesforce maintenance release upgrades do not affect or alter customizations. And, maintenance release notes are always provided to all users and administrators well in advance of the release schedule. 

eightCloud will provide training for those areas of the application that are relative to the user groups at the MHD. We understand that there may be certain areas of the Salesforce application that are irrelevant to some users and may cause confusion, so we will adhere to the components that apply to the job role of the user groups. 

Best practices are to limit each classroom training session to no more than 20 participants so that the eightCloud instructor can have adequate time with all participants and questions they may have. Furthermore, a smaller classroom environment allows for better interaction between users as well as with instructors. 

We use a variety of materials for training as shown below:

•	General System Use Training:  On-line help available within the application, quick guides/FAQs and You-Tube videos published by Salesforce.com

•	Training Manual:  For all application users, we will create a training manual (how-to’s) that will be available on-line for reference on a daily basis.  This document should be updated by the responsible party as the application changes.  This document will not be generic, but will focus on the implementation at the MHD.

During the course of the project, we expect the following roles be played by the MHD. These roles are vital to the success of the project and the long term viability of the Salesforce application at the MHD.

•	Executive Sponsor(s):  This role will be the guiding light for the entire project.  She/he/they will provide leadership, sign-offs on major milestones, assist in risk & change management and act as arbiter for key corporate decisions.

•	CRM/Salesforce Lead:  This highly visible role is intended to be the application leader from MHD.  She/he will work closely with eightCloud team on the plan, scope, business requirements and processes.  She/he will ultimately become the expert on the MHD’s instance of Salesforce.

•	Power Users (2-3):  We would like 2-3 Power Users of the current system to be part of the project.  These resources will play a key role in data conversion/migration, user test script development and user testing.

•	SME (various areas):  We would like to have access to SMEs (Subject Matter Experts) in various areas such permit/licensing processes.  These resources will play a key role in developing and validating integration specifications for this phase and potential future phases.

•	Technical SME:  We would like to have access to technology SMEs (Subject Matter Experts) as well.  For instance, we would like to have access to the Database administrator of the current systems, access to the Network Admin, etc.

•	Trainer (optional):  If a trainer is available for MHD, we would like to them her/him as part of the project.  This person will be trained by eightCloud so that they can provide end-user training to all employees.  Most organizations we work with do not have this role; hence we consider it optional.  In the absence of this role at MHD, eightCloud will assume responsibility of this function.

Salesforce Support and Training

Salesforce incorporates the following training resources and best practices as part of the proposed subscription service as well as additional Salesforce instructor-led training that is available for an additional cost. 

Salesforce provides an intuitive help and training portal which brings together a rich set of resources that would give MHD a centralized way to help solve problems quickly and easily. Salesforce also provides context-sensitive help icons throughout the application screens to make it easier for users to get unique help without searching. It is notable that we don’t provide large, offline help manuals but rather, all our help is online so we assure that online help is extremely thorough and effective for usability.

The Help site:

· Is fully customizable - You can personalize Help to meet your specific needs, customizing the gadget layout to show what is important to you

· Allows users to get the right answers, fast - Knowledgebase is more intelligent and comprehensive than ever (Auto Suggestion of Search Terms, Expanded Knowledge Repository [Help Docs, Solutions, FAQs, Training, Best Practices], and Refinement by Dimension)

· Provides chat - New engagement Channel gives customers the ability to chat with the Salesforce support team in real time

· Has easy case management - Opening and reviewing cases is easier than ever

· Makes your administrator’s life easier - Administrators gain insight with enhanced reporting on cases and organization information






Salesforce Premier+ Success Plan - with the Premier+Success support plan, which includes support, training, and administration, MHD will have unlimited access to our complete library of more than 100 online courses to build expertise in Salesforce products, drive value, and maximize ROI. As a Premier+ customer, MHD will also receive additional expertise and programs from Salesforce’s Customers For Life (CFL) organization, a global team dedicated to customer success. 



Customers For Life (CFL) Program - MHD will be assigned a Customer Success Manager (CSM), who serves as a success coach and stays with MHD every step of the way. Together they create a Success Blueprint to define business goals and roadmap. CFL offers many resources and tools to get started, including the Customer Resource Center (success.salesforce.com) with online Help, Learning Center and Communities, where you can tap into training videos, a knowledgebase, or reach out to other customers for best practices.



Ongoing success monitoring is a key part of Customer Success. Salesforce’s cloud computing model enables us to monitor usage data, to determine whether customers are getting the most from their subscription. We share this information with customers through Personal Account Reviews and Success Scorecards, along with actionable recommendations for improvement. Customer Success offers programs to help customers roll out new features or products, with training and adoption toolkits, to ensure our customers’ business benefit is always growing, and that they remain customers for life.

The Customer Success team includes several functions: Training & Certification, Customer Support, Strategic Services, Customer Success Management, and our network of system integration partners.
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5.12.1	Objective:



The objective of this task is to migrate to the new production system and ensure a smooth transition for MHD’s operations.



5.12.2	Activities:



5.12.2.1	The vendor and MHD will work together to develop a transition plan that will insure system availability to all users and minimize the impact to MHD’s operations.



5.12.2.2	The vendor performs a final conversion from the legacy systems just prior to go live.  The final data conversion will be scheduled to minimize the impact to MHD’s operations.  



5.12.2.3	The vendor will provide immediate technical support at least the first Three weeks of production to address any critical issues that may arise.  Vendor will have staff available to monitor system and communicate with MHD staff.  



5.12.3	Deliverables



5.12 TRANSITION TO PRODUCTION

DELIVERABLE NUMBER	DESCRIPTION OF DELIVERABLE	ACTIVITY	STATE'S ESTIMATED

REVIEW TIME

(WORKING DAYS)

5.12.3.1	Production transition plan.	5.12.2.1 

	5

5.12.3.2	Final conversion of legacy data to new system.	5.12.2.2

	10

5.12.3.3	Technical support after go-live for at least two weeks.	5.12.2.3	15









5.12.3	Deliverables

		5.12 TRANSITION TO PRODUCTION



		DELIVERABLE NUMBER

		DESCRIPTION OF DELIVERABLE

		ACTIVITY

		STATE'S ESTIMATED

REVIEW TIME

(WORKING DAYS)



		5.12.3.1

		Production transition plan.

		5.12.2.1 


		5



		5.12.3.2

		Final conversion of legacy data to new system.

		5.12.2.2



		10



		5.12.3.3

		Technical support after go-live for at least two weeks.

		5.12.2.3

		15









eightCloud has provided our Go Live Plan or transition to production template in Tab XII. The cut over to production plan template provided will be similar for MHD but customized based on the organization needs, timeline, and other factors such as current MHD employee workloads. 
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5.13.1	Objective:



The objective of this task is to evaluate the new system from a functional and performance perspective approximately eight to ten weeks after completion of the production rollout.  



5.13.2	Activities:



5.13.2.1	The vendor and MHD will work together to develop a Post Implementation Review Plan (PIRP).



5.13.2.2	MHD, working closely with the vendor, will execute the PIPR to validate that the production system meets MHD’s requirements and that the vendor is meeting their service level requirements.



5.13.2.3	The vendor will resolve reported deficiencies in a timely manner.  







		5.13 POST IMPLEMENTATION REVIEW



		DELIVERABLE NUMBER

		DESCRIPTION OF DELIVERABLE

		ACTIVITY

		STATE'S ESTIMATED

REVIEW TIME

(WORKING DAYS)



		5.13.3.1

		Post Implementation Review Plan.

		5.13.2.1 


		10



		5.13.3.2

		Execute Plan.

		5.13.2.2



		N/A



		5.13.3.3

		Resolution of system and vendor operational issues.

		5.13.2.3

		TBD







eightCloud Managed Services

eightCloud maintains a balance between implementation projects and Managed Services. Implementation projects typically have a fairly defined start and end date. eightCloud’s Managed Services programs are designed to support a client after go live with a dedicated Point of Contact that has access to all of eightCloud’s skills sets and resources. The purpose of our Managed Services programs are to ensure success, help System Administrators improve their knowledge of Salesforce, provide guidance, ideas, and best practices for system adoption, and help client’s think through next phases of organizational maturity with the Platform. 

Since the MHD has indicated in the RFP documents that there will be next phases with potential system integrations, we see eightCloud’s Managed Service offerings an ideal fit and a value add for the MHD to Partner with eightCloud. We have provided these services to several of our clients after project completion and there is a limited amount of knowledge transfer that occurs. This result is an easy transition saving costs and time.  It is likely that at least some of the eightCloud resources deployed on the MHD project can be engaged on a Managed Services Support program for the MHD. Furthermore, the knowledge of the configured application the eightCloud team will have will provide immediate contribution to system enhancements and future phases. 

Key Elements of eightCloud’s Support and Maintenance Model

· Every customer is assigned 2 named resources for on-going support and maintenance:  A Sr. Salesforce Analyst (Operational Support, Business Analysis and Data Quality) and a PM/Architect (Guidance, Roadmap and Integration).  This is unique to eightCloud and a key differentiator that provides tremendous value to all customers.  Our development team works closely with your assigned resources as and when required.

· Our services are very high-touch.  eightCloud resources stay in constant touch with you to ensure that the CRM environment is managed and supported continuously.   We do not wait for cases to be created to be in contact.

· Our resources are available via multiple channels: Phone (direct line, not a 1-800 number), Webex, Skype and Customer Community (Portal).  

· Salesforce Release Management:  As part of our support & maintenance agreement, eightCloud will read through all pages of the Salesforce release notes (3/year) and evaluate what applies to the MHD instance.  If there items that apply, we will work with the CRM Lead to implement the change and train users if needed.

· Salesforce Ecosystem Applications:  As part of our support agreement, eightCloud will continuously engage with the CRM Lead and help evaluate and implement tools (on AppExchange) for various initiatives such as Data Quality, Analytics, etc.

· Technical Review:  As part of our support & maintenance agreement, we also do an annual technical review of your Salesforce instance to identify areas of risk.  This will include security, code coverage and storage.

· For The MHD’s instance, we will offer a 4 hr. SLA for first response.  All cases are managed in eightCloud’s instance and have built-in escalation rules based on customer SLAs.  Since we believe in a high-touch, you have direct access to your analyst at all times via cell phone not matter what the SLA.



At Week 21 as described in the Project Timeline, the eightCloud and the MHD project team will spend some time addressing a Post Implementation Managed Support agreement. We have budgeted a 90 day Managed Services engagement program for the MHD at 40 hours per month but this is subject to change based on collective feedback. Forty (40) hours per month is an average Managed Services Support agreement for our clients directly after go live. 

Towards the end of this 90-day period, we recommend the MHD project team and eightCloud Lead collectively document the user experience and system effectiveness for future improvements and success, if necessary. The documentation should include:

· Re-cap MHD needs and project goals.



· Analyze system usability and user adoption



· Document major findings and any potential issues



· Provide feedback and next steps for future usability.
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					Post Implementation Review

							90-day Managed Services Program

Below is eightCloud’s Case Support Management System for Managed Services:
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In addition to eightCloud’s Managed Services Programs, Salesforce provides varying levels of support:



Salesforce Premier+ Success Support Plan (Optional)

The Premier+ Success Plan gives you all the benefits of our Premier success plan, including a support rep assigned to your organization, priority case routing, 2-hour response time, 24x7 phone support, unlimited usage of our entire online course library, plus one very helpful addition: access to your own team of expert salesforce.com administrators. This lets you focus on design and management while we support your configuration.

The Premier+ Success Plan includes:

· Unlimited access to our entire online course catalog

· 24x7 toll-free phone support

· Priority case queuing and routing

· Quick 2-hour response time

· An assigned support account rep

· Force.com code troubleshooting

· Customizable end-user course templates

· Premier Success Review to measure usage and trends

· Access to our pool of salesforce.com Certified Administrators who can configure and maintain your salesforce.com edition

· Premier Success Review to measure usage and trends

· Includes administration services: Request 100+ routine configuration updates like creating users, reports, workflow, and dashboards. You take online administration training to learn the basics, then you tell us your business requirements. Our team of certified administrators updates your Salesforce system.



Please see the Premier+ Success Plan terms for more information:

http://www2.sfdcstatic.com/assets/pdf/misc/salesforce_premierplans.pdf
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6.1 [bookmark: _Toc448574980]VENDOR INFORMATION



Vendors must provide a company profile in the table format below.



		Question

		Response



		Company name:

		eightCloud Inc.



		Ownership (sole proprietor, partnership, etc.):

		☒ corporation ☐ partnership ☐ sole proprietor
☐ limited liability company ☐ other: _________________



		State of incorporation:

		Washington



		Date of incorporation:

		2011



		# of years in business:

		5



		List of top officers:

		Ajay Nair

President/CEO

ajay.nair@eightcloud.com

206.769.5104



Darryl Lemecha

Vice President/Secretary

darryl.lemecha@eightcloud.com

678.733.0402





		Location of company headquarters:

		Kirkland, WA



		Location(s) of the company offices:

		eightCloud is a virtual company based in Kirkland, WA.  Just like most traditional consultants do, all eightCloud employees work from their home offices.  We meet regularly as a team, to share ideas, work on projects and discuss upcoming endeavors. Approximately 50% of eightCloud’s employees are located in the State of Washington. 





		Location(s) of the office that will provide the services described in this RFP:

		eightCloud is a virtual company based in Kirkland, WA.  Just like most traditional consultants do, all eightCloud employees work from their home offices.  We meet regularly as a team, to share ideas, work on projects and discuss upcoming endeavors. Approximately 50 % of eightCloud’s employees are located in the State of Washington. 





		Number of employees locally with the expertise to support the requirements identified in this RFP:

		N/A



		Number of employees nationally with the expertise to support the requirements in this RFP:

		20



		Location(s) from which employees will be assigned for this project:

		WA, OR, Potentially other States as well







	

		Please be advised, pursuant to NRS 80.010, a corporation organized pursuant to the laws of another state must register with the State of Nevada, Secretary of State’s Office as a foreign corporation before a contract can be executed between the State of Nevada and the awarded vendor, unless specifically exempted by NRS 80.015.



The selected vendor, prior to doing business in the State of Nevada, must be appropriately licensed by the State of Nevada, Secretary of State’s Office pursuant to NRS76.  Information regarding the Nevada Business License can be located at http://sos.state.nv.us. 











		Question

		Response



		Nevada Business License Number:

		N/A - forthcoming



		Legal Entity Name:

		eightCloud







	

		Is “Legal Entity Name” the same name as vendor is doing business as?











		Yes

		X

		No

		







		Vendors are cautioned that some services may contain licensing requirement(s).  Vendors shall be proactive in verification of these requirements prior to proposal submittal.  Proposals that do not contain the requisite licensure may be deemed non-responsive.





















		6.1.5	Has the vendor ever been engaged under contract by any State of Nevada agency?  









		Yes

		

		No

		X









		6.1.6	Are you now or have you been within the last two (2) years an employee of the State of Nevada, or any of its agencies, departments, or divisions?









		Yes

		

		No

		X







		

		6.1.7	Disclosure of any significant prior or ongoing contract failures, contract breaches, civil or criminal litigation in which the vendor has been alleged to be liable or held liable in a matter involving a contract with the State of Nevada or any other governmental entity.  Any pending claim or litigation occurring within the past six (6) years which may adversely affect the vendor’s ability to perform or fulfill its obligations if a contract is awarded as a result of this RFP must also be disclosed.



Does any of the above apply to your company?









		Yes

		

		No

		X













		6.1.8	Vendors must review the insurance requirements specified in Attachment E, Insurance Schedule for RFP 3238.  Does your organization currently have or will your organization be able to provide the insurance requirements as specified in Attachment E.



Any exceptions and/or assumptions to the insurance requirements must be identified on Attachment B, Technical Proposal Certification of Compliance with Terms and Conditions of RFP.  Exceptions and/or assumptions will be taken into consideration as part of the evaluation process; however, vendors must be specific.  If vendors do not specify any exceptions and/or assumptions at time of proposal submission, the State will not consider any additional exceptions and/or assumptions during negotiations.  



Upon contract award, the successful vendor must provide the Certificate of Insurance identifying the coverages as specified in Attachment E, Insurance Schedule for RFP 3238.







		Yes

		X

		No

		







.

		Any exceptions and/or assumptions to the insurance requirements must be identified on Attachment B, Technical Proposal Certification of Compliance with Terms and Conditions of RFP.  Exceptions and/or assumptions will be taken into consideration as part of the evaluation process; however, vendors must be specific.  If vendors do not specify any exceptions and/or assumptions at time of proposal submission, the State will not consider any additional exceptions and/or assumptions during negotiations.  



Upon contract award, the successful vendor must provide the Certificate of Insurance identifying the coverages as specified in Attachment E, Insurance Schedule for RFP 3238
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		6.1.9	Company background/history and why vendor is qualified to provide the services described in this RFP.  Limit response to no more than five (5) pages









About the Companies

Salesforce.com
Salesforce is the enterprise cloud computing leader dedicated to helping companies and government agencies transform into connected organizations through social and mobile technologies. Since launching its first service in 2000, Salesforce’s list of over 150,000 customers span nearly every industry worldwide. The company’s trusted cloud platform is creating a connected government experience for over 1000 government agencies including all federal cabinet government agencies and the majority of US States. With the world’s leading cloud platform, Salesforce is freeing government data from legacy systems, empowering citizens and connecting agencies to administer government in powerful new ways. Government agencies are using Salesforce solutions for a multitude of government functions including grants management, constituent communications and correspondence management, incident and case management, call/contact center management, outreach programs, learning management, volunteer management, project management, and even donor management, among numerous others.







Service Cloud: With the Service Cloud, service and support personnel can achieve more 1st call resolutions, better maintain SLAs and increase customer satisfaction ratings at a fraction of the cost. Government agencies can collect customer support requests from all channels, automate routine processes, and open up knowledge base and FAQ’s help via their Web site. Salesforce’s powerful analytics engine can also deliver key performance metrics tailored to government organizations fast, without the need for code or IT resources. Used in call centers across federal and state and local governments, Salesforce helps deliver great service with 40% improved agent productivity, 35% decrease in support costs, 37% faster case resolution, and 37% increased customer satisfaction.



Salesforce Private AppExchange: With the Salesforce Private AppExchange offering, customers can create one secure, customized, branded app store location to host customized apps and distribute apps across users. With role based access, users will have instant access to any mobile or cloud app they need to be productive, on any device. Customers can create app categories by role, function, and more. Salesforce provides tools that will allow customers the flexibility to design the user experience. Customers can brand their store - name the store, set up logos, and customize banners. You can create categories to control how applications display, whether by language, business function, or even across applications. Global search allows users to easily find the particular application they are looking for. To view navigation and UI, go to the public Salesforce app store, at: https://appexchange.salesforce.com/.



Government Customer Success: In the public sector, Salesforce’s trusted cloud platform and applications help government employees and agencies collaborate easily and connect with partners and constituents like never before.  Federal, state, and local government agencies are rapidly adopting Salesforce because their cloud computing solutions are faster to deploy and typically less expensive than most on premise solutions. Moreover, their solutions dramatically boost productivity, foster innovation, and promote constructive collaboration – all while addressing governments’ specific high-priority security requirements. 

With the world’s leading platform, Salesforce is freeing government data from legacy systems and unleashing staff, partners, and citizens to administer government in powerful new ways. 
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Disclaimer: Salesforce is an innovative cloud services provider with constantly evolving technology. We have made a good faith effort to provide you with responses to your request that are accurate as of the date of the response and within our knowledge. Because Salesforce procedures and policies change from time to time and Salesforce continues to innovate by providing each customer multiple major release upgrades each year, we cannot guarantee that the answers to your request will remain the same over time. The rights and responsibilities of the parties with regard to your use of Salesforce’s online software services shall be set forth solely in the applicable agreement executed by Salesforce. The responses here to your request shall not be part of a final contract.  



eightCloud	

eightCloud was established in 2011 and is an implementation partner for Salesforce.com and its ecosystem products. We are creating a new vision and approach for companies to be able to implement, manage, invest and grow their Salesforce.com and their overall cloud ecosystem.

We strongly believe that our expertise with the Salesforce platform, our West Coast presence, and our years of experience helping organizations meet their unique application development needs will add value to the MHD to migrate to a superior platform to conduct business for its consumers and residences

eightCloud’s goal is to help every customer develop and implement a cadence of governance via the creation of an Application Center of Excellence (COE). This COE will include five distinct skills: Project Management, Architecture, Business Planning & Analysis, Administration, and Development. These collective skillsets (eightCloud and the MHD personnel) along with a strong governance focus will enable the NV MHD employees to work faster, work better, reduce risks, and reduce overall costs.



All eightCloud employees have more than a decade each of CRM experience (Salesforce.com, Siebel, Microsoft, etc.). In addition, several of us have managed large scale IT departments in multiple industries with complex enterprise applications (CRM, Finance/Accounting, HR, etc.). Our past corporate and consulting experience helps us understand business problems better, recognize the need for business continuity and system governance (change management) throughout its lifecycle.



eightCloud has embraced the public sector based on our belief that there is a severe lack of reliable partners in the Cloud application space for public sector entities. We have gleaned significant learnings around the public sector engagement model from senior executives at Salesforce.com and now have a clear focus to help entities in this area.





		6.1.10	Length of time vendor has been providing services described in this RFP to the public and/or private sector.  Please provide a brief description.







eightCloud initiated business in the state of WA in April 2011 with the sole purpose of helping customers deploy and manage their Salesforce ecosystem.  Unlike other firms, we have a distinct focus on Salesforce.com and its ecosystem products.  Due to this singular focus, our experience is deep, enabling the NV MHD to realize it’s goals quickly and with the least amount of effort. eightCloud employees are highly regarded at Salesforce.com holding many official certifications including:

· Salesforce.com Certified Administrators (14)

· Salesforce.com Certified Advanced Administrators (2)

· Salesforce.com Sales Cloud Consultant (8)

· Salesforce.com Service Cloud Consultant (3)

· Salesforce.com Developer (11)



In addition, several of us have managed large scale IT departments in multiple industries with complex enterprise applications (CRM, Finance/Accounting, HR, etc.).  Our past corporate and consulting experience helps us understand business problems better, recognize the need for business continuity and system governance (change management) throughout its lifecycle.

eightCloud is a stable company based in Kirkland, Washington. We have very low attrition rates having only 1 person that has left the company in over 4 years. In addition, eightCloud is a financially stable company with zero debt. 







		6.1.11	Financial information and documentation to be included in Part III, Confidential Financial Information of vendor’s response in accordance with Section 12.5, Part III – Confidential Financial.







		

6.1.1.1	Dun and Bradstreet Number







eightCloud’s D&B # - 079371971





		

6.1.1.1	Federal Tax Identification Number







                                     eightCloud’s FIN # -    45-2150899



		

6.1.1.1	The last two (2) years and current year interim:



6.1.1.1.1	Profit and Loss Statement 



6.1.1.1.2	Balance Statement
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6.2 [bookmark: _Toc448574981]SUBCONTRACTOR INFORMATION



Does this proposal include the use of subcontractors?

		Yes

		

		No

		X







	



As indicated above, eightCloud will not be using any subcontractors on the MHD implementation project. 





































BUSINESS REFERENCES



		Vendors should provide a minimum of five (5) business references from similar projects performed for private, state and/or large local government clients within the last four (4) years.





	

	

		6.3.2	Business references must show a proven ability of:



6.3.2.1	Implementing systems for other government agencies that perform similar functions as MHD, such as:



•	Permitting and inspection.



•	Seals (inventory tracking of seals and issuance).



•	Licensing.



•	Titling.



•	Parks (MHD understands this is a somewhat unique application and is weighted as a lessor priority than the others).



•	Public online lookup of records.



•	Support online payment and issuance of permits (public self service capabilities).



6.3.2.2	Developing, designing, implementing and/or transferring a large scale application with public and/or private sectors;



6.3.2.3	Successful ongoing support of the system for client, including effective deployment of upgrades;



6.3.2.4	Developing and executing a comprehensive application test plan;



6.3.2.5	Developing and implementing a comprehensive training plan;



6.3.2.6	Experience with comprehensive project management;



6.3.2.7	Experience with cultural change management;



6.3.2.8	Experience working with business partners that are proposed on this project (if relevant); and



6.3.2.9	Experience with data migration.



6.3.2.10	 Maintaining effective backup and recovery infrastructure.







		6.3.3	Vendors must provide the following information for every business reference provided by the vendor and/or subcontractor:



The “Company Name” must be the name of the proposing vendor or the vendor’s proposed subcontractor.  











		Reference #:

		



		Company Name:

		Oregon State Sec State



		Identify role company will have for this RFP project

(Check appropriate role below):



		X

		VENDOR

		

		SUBCONTRACTOR



		Project Name:

		Service Cloud



		Primary Contact Information



		Name:

		Judy Weems



		Street Address:

		255 Capitol St. Suite 151



		City, State, Zip:

		Salem, OR 97310



		Phone, including area code:

		503-986-2316



		Facsimile, including area code:

		n/a



		Email address:

		Judy.weems@state.or.us



		Alternate Contact Information



		Name:

		



		Street Address:

		



		City, State, Zip:

		



		Phone, including area code:

		



		Facsimile, including area code:

		



		Email address:

		



		Project Information



		Brief description of the project/contract and description of services performed:

		Service Cloud Implementation



		Original Project/Contract Start Date:

		Jan 2014



		Original Project/Contract End Date:

		Mar 2014



		Original Project/Contract Value:

		$15-20K



		Final Project/Contract Date:

		Mar 2014



		Was project/contract completed in time originally allotted, and if not, why not?

		Yes



		Was project/contract completed within or under the original budget / cost proposal, and if not, why not?

		Yes













		Reference #:

		



		Company Name:

		Argen



		Identify role company will have for this RFP project

(Check appropriate role below):



		X

		VENDOR

		

		SUBCONTRACTOR



		Project Name:

		Sales Cloud



		Primary Contact Information



		Name:

		Julie Woolf



		Street Address:

		5855 Oberlin Dr.



		City, State, Zip:

		San Diego, CA 92121



		Phone, including area code:

		858-626-8633



		Facsimile, including area code:

		n/a



		Email address:

		jawoolf@argen.com



		Alternate Contact Information



		Name:

		



		Street Address:

		



		City, State, Zip:

		



		Phone, including area code:

		



		Facsimile, including area code:

		



		Email address:

		



		Project Information



		Brief description of the project/contract and description of services performed:

		Sales Cloud Implementation



		Original Project/Contract Start Date:

		Oct 2012



		Original Project/Contract End Date:

		Jan 2013



		Original Project/Contract Value:

		$25-30K



		Final Project/Contract Date:

		Jan 2013 (plus ongoing support – present)



		Was project/contract completed in time originally allotted, and if not, why not?

		Yes



		Was project/contract completed within or under the original budget / cost proposal, and if not, why not?

		Yes







		Reference #:

		



		Company Name:

		Puget Sound Educational Service District



		Identify role company will have for this RFP project

(Check appropriate role below):



		X

		VENDOR

		

		SUBCONTRACTOR



		Project Name:

		Custom Cloud



		Primary Contact Information



		Name:

		Susanne McIntyre



		Street Address:

		800 Oakesdale Ave SW



		City, State, Zip:

		Renton, WA 98057



		Phone, including area code:

		425-917-7919



		Facsimile, including area code:

		n/a



		Email address:

		smcintyre@psesd.org



		Alternate Contact Information



		Name:

		



		Street Address:

		



		City, State, Zip:

		



		Phone, including area code:

		



		Facsimile, including area code:

		



		Email address:

		



		Project Information



		Brief description of the project/contract and description of services performed:

		Custom Cloud Implementation



		Original Project/Contract Start Date:

		Sep 2015



		Original Project/Contract End Date:

		Jan 2016



		Original Project/Contract Value:

		$10K



		Final Project/Contract Date:

		Mar 2016



		Was project/contract completed in time originally allotted, and if not, why not?

		No. Customer decided to add a change request for additional work.



		Was project/contract completed within or under the original budget / cost proposal, and if not, why not?

		No. Customer decided to add a change request for additional work.









		Reference #:

		



		Company Name:

		State of Washington, Dept. of Natural Resources



		Identify role company will have for this RFP project

(Check appropriate role below):



		X

		VENDOR

		

		SUBCONTRACTOR



		Project Name:

		Custom Cloud



		Primary Contact Information



		Name:

		Tim Vessey



		Street Address:

		1111 Washington St. SE



		City, State, Zip:

		Olympia, WA 98504



		Phone, including area code:

		360-902-1519



		Facsimile, including area code:

		n/a



		Email address:

		tim.vessey@dnr.wa.gov



		Alternate Contact Information



		Name:

		



		Street Address:

		



		City, State, Zip:

		



		Phone, including area code:

		



		Facsimile, including area code:

		



		Email address:

		



		Project Information



		Brief description of the project/contract and description of services performed:

		Custom Cloud Implementation



		Original Project/Contract Start Date:

		Jan 2013



		Original Project/Contract End Date:

		Apr 2013



		Original Project/Contract Value:

		$64K



		Final Project/Contract Date:

		Apr 2013



		Was project/contract completed in time originally allotted, and if not, why not?

		Yes



		Was project/contract completed within or under the original budget / cost proposal, and if not, why not?

		Yes







		Reference #:

		



		Company Name:

		Tacoma Housing Authority



		Identify role company will have for this RFP project

(Check appropriate role below):



		X

		VENDOR

		

		SUBCONTRACTOR



		Project Name:

		Custom Cloud



		Primary Contact Information



		Name:

		Todd Craven



		Street Address:

		902 South L St.



		City, State, Zip:

		Tacoma, WA 98405



		Phone, including area code:

		253-207-4400



		Facsimile, including area code:

		n/a



		Email address:

		tcraven@tacomahousing.org



		Alternate Contact Information



		Name:

		



		Street Address:

		



		City, State, Zip:

		



		Phone, including area code:

		



		Facsimile, including area code:

		



		Email address:

		



		Project Information



		Brief description of the project/contract and description of services performed:

		Custom Cloud Implementation



		Original Project/Contract Start Date:

		Mar 2015 (Phase 1)



		Original Project/Contract End Date:

		Mar 2016 (Phase 1)



		Original Project/Contract Value:

		$450K



		Final Project/Contract Date:

		Mar 2016



		Was project/contract completed in time originally allotted, and if not, why not?

		Yes



		Was project/contract completed within or under the original budget / cost proposal, and if not, why not?

		Yes.











		Vendors must also submit Attachment F, Reference Questionnaire to the business references that are identified in Section 6.3.3.  



The company identified as the business references must submit the Reference Questionnaire directly to the Purchasing Division. 



It is the vendor’s responsibility to ensure that completed forms are received by the Purchasing Division on or before the deadline as specified in Section 10, RFP Timeline for inclusion in the evaluation process.  Reference Questionnaires not received, or not complete, may adversely affect the vendor’s score in the evaluation process.  



The State reserves the right to contact and verify any and all references listed regarding the quality and degree of satisfaction for such performance.











































6.3 [bookmark: _Toc163539200][bookmark: _Toc448574982]VENDOR STAFF SKILLS AND EXPERIENCE REQUIRED 



		The vendor shall provide qualified personnel to perform the work necessary to accomplish the tasks defined in the Scope of Work.  The State must approve all awarded vendor resources.  The State reserves the right to require the removal of any member of the awarded vendor's staff from the project.  The following are general guidelines for staff qualifications:







eightCloud will likely use the following project organizational chart for the MHD project:
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		Project Manager Qualifications



The Project Manager assigned by the awarded vendor to the engagement must have:



6.1.1.1	A minimum of four (4) years of project management experience, within the last ten (10) years, in government or the private sector;



6.1.1.2	A minimum of three (3) years of experience successfully implementing solutions similar to the solution proposed by the vendor for this project. 



6.1.1.3	A minimum of two (2) years of experience with systems analysis and design;



6.1.1.4	A minimum of two (2) years of experience with systems development and implementation;



6.1.1.5	Completed at least one (1) project within the past three (3) years that involved designing business processes and procedures and developing new systems to support the new business processes; and



6.1.1.6	Completed at least one (1) project within the past three (3) years that involved communication and coordination of activities with external stakeholders.







Eric Long, Director of Delivery Services - https://www.linkedin.com/in/ericlong



		Technical Lead Qualifications



The technical lead assigned by the awarded vendor must have:



6.1.1.1	A minimum of three (3) years of experience successfully implementing systems similar to the system proposed for this project.



6.1.1.2	A minimum of four (4) years of experience in systems development, design and programming of automated systems;



6.1.1.3	A minimum of four (4) years of experience developing systems using a relational database;



6.1.1.4	A minimum of two (2) years of experience developing Internet applications;



6.1.1.5	A minimum of two (2) years of experience managing systems architecture and systems development projects; and









Isaac Krig, Technical Consultant - https://www.linkedin.com/in/ikrig

	

		Implementation Lead Qualifications



The implementation lead assigned by the awarded vendor must have:



6.1.1.1	A minimum of three (3) years of experience managing the implementation of new business processes and procedures and new automated systems to support the new business processes;



6.1.1.2	A minimum of two (2) years of experience managing the implementation of Internet applications;



6.1.1.3	Completed at least one (1) project within the past three (3) years that involved the procurement, receipt and make ready of computer equipment and software; and



6.1.1.4	Completed at least one (1) project within the past three (3) years that involved a phased implementation where systems activities were coordinated between the old and new system environments.







[bookmark: _Toc163539204]

Wayne Clifford, Senior Salesforce Analyst  - https://www.linkedin.com/in/wayne-clifford-56290b3



		Individual Team Member Qualifications



Each member of the awarded vendor's project team must meet at least one (1) of the qualifications below.  In addition, the aggregation of the individual qualifications of the team members must cumulatively meet all of the following requirements.  These requirements are:



6.1.1.1	Two (2) years of experience within the last six (6) years analyzing and modeling business processes and defining user requirements;



6.1.1.2	Two (2) years of experience within the last five (5) years designing online interfaces using the tools proposed for this project;



6.1.1.3	Three (3) years of experience within the last five (5) years implementing systems similar to the system proposed for this project;



6.1.1.4	Three (3) years of experience within the last five years developing secure Internet applications using the tools proposed for this project; and



6.1.1.5	Completed at least one (1) project within the past three (3) years that involved development of course outlines and materials and organizing and conducting classes to support the implementation of new business processes and systems.







eightCloud will likely use the above mentioned project organizational chart for the MHD project. The balance of the team has not been identified yet due to schedules of our team members and, scheduling of the MHD project.

We do assure that the additional resources needed will have the qualifications listed in 6.1.1.1 – 6.1.1.5





6.4 [bookmark: _Toc163539205][bookmark: _Toc448574983]VENDOR STAFF RESUMES 



		A resume must be completed for each proposed individual on the State format provided in Attachment I, Proposed Staff Resume, including identification of key personnel per Section 14.3.19, Key Personnel.











		

		

		

		COMPANY NAME:

		eightCloud







		Contractor

		Subcontractor







		Name: 

		Eric Long

		 Key Personnel



		Classification:

		Director

		# of Years in Classification:

		4



		Brief Summary of Experience:

		Salesforce consultant with experience designing, implementing, and supporting dozens of Salesforce instances.



		# of Years with Firm:

		4



		RELEVANT PROFESSIONAL EXPERIENCE



		Required Information:



MMYYYY to Present:

Vendor Name:

Client Name:

Client Contact Name:

Client Address, Phone Number, Email:



Role in Project:

Details and Duration of Project:

Software/hardware used in engagement:

		



11/2015 - present

eightCloud

Washington State Dept. of Enterprise Services

Doug Selix

1500 Jefferson St. SE / Olympia, WA 98501 / (360) 407-2200 / doug.selix@des.wa.gov

Project Manager / Business Analyst

Salesforce customer cloud implementation plus community (8 months)

Salesforce Enterprise Edition + Customer Community







		Required Information:



MMYYYY to MMYYYY:

Vendor Name:

Client Name:

Client Contact Name:

Client Address, Phone Number, Email:



Role in Project:

Details and Duration of Project:

Software/hardware used in engagement:

		



01/2014 – 09/2014

eightCloud

Washington State Dept. of Natural Resources, Aquatics Div.

Tim Vessey

1111 Washington St SE / Olympia, WA 98501 / (360) 902-1000 / tim.vessey@dnr.wa.gov

Project Manager

Lease Application and approval system (9 months)

Salesforce custom cloud



		EDUCATION



		Institution Name:

City:

State:

Degree/Achievement:





Certifications:

		University of Phoenix



		

		Phoenix



		

		AZ



		

		M.B.A., Technology Management



		

		Salesforce: Admin, Advanced Admin, App Builder, Sales Cloud Consultant, Service Cloud Consultant



		HARDWARE/SOFTWARE SUMMARY (Be Specific)



		Description

		# of Year’s Experience



		Environments:

		n/a

		



		Hardware:

		n/a

		



		Software:

		Salesforce

		10



		Tools:

		n/a

		



		Databases:

		n/a

		



		REFERENCES



		Minimum of three (3) required, including name, title, organization, phone number, fax number and email address

		Uryah Messmer

 Sales, Independent

425-239-2121

uryah@hotmail.com



Ryan Johnson

Personal Friend

253-661-1306

Ryanjohnson1@hotmail.com



Eric Carnrite

Personal Friend

206-940-9304

Eric_carnrite@hotmail.com









		COMPANY NAME:

		eightCloud







		Contractor

		Subcontractor







		Name: 

		Isaac Krig

		 Key Personnel



		Classification:

		Principal Technical Architect

		# of Years in Classification:

		3



		Brief Summary of Experience:

		Salesforce.com Architect, specializing in technical implementations, integrations, custom development projects and packaged salesforce.com applications.



		# of Years with Firm:

		3



		RELEVANT PROFESSIONAL EXPERIENCE



		Required Information:



MMYYYY to Present:

Vendor Name:

Client Name:

Client Contact Name:

Client Address, Phone Number, Email:



Role in Project:

Details and Duration of Project:







Software/hardware used in engagement:

		



03/2015 - present

eightCloud

Tacoma Housing Authority

Todd Craven

902 South L Street / Tacoma, WA 98405-4037/ (253) 207-4400 / todd.craven@tha.org

Technical Architect, Business Analyst

Various custom Force.com modules to support a Public Housing Authority (~130 users): Community Services, Tenant Management, Asset Management, Voucher Management, Sharefile Integration



Salesforce Platform (Force.com)















		EDUCATION



		Institution Name:

City:

State:

Degree/Achievement:





Certifications:

		Western Washington University



		

		Bellingham



		

		WA



		

		BA, Mathematics and Economics



		

		Certified Salesforce.com Administrator

Certified Salesforce.com Developer



		HARDWARE/SOFTWARE SUMMARY (Be Specific)



		Description

		# of Year’s Experience



		Environments:

		n/a

		



		Hardware:

		n/a

		



		Software:

		Salesforce.com

		8



		Tools:

		n/a

		



		Databases:

		n/a

		



		REFERENCES



		Minimum of three (3) required, including name, title, organization, phone number, fax number and email address

		Kris Lentz

Former customer

360-223-5355

kris.lentz@solavei.com



Allyndreth Devlyn

Former customer

415-624-1200

adevlin@plos.org



Elizabeth Rodriguez

Current customer

888-234-7893

elizabeth.rodriguez@xad.com





























6.5 [bookmark: _Toc163539207][bookmark: _Toc448574984]PRELIMINARY PROJECT PLAN 



		Vendors must submit a preliminary project plan as part of the proposal, including, but not limited to:



6.1.1.1	Gantt charts that show all proposed project activities;



6.1.1.2	Planning methodologies;



6.1.1.3	Milestones;



6.1.1.4	Task conflicts and/or interdependencies;



6.1.1.5	Estimated time frame for each task identified in Section 5, Scope of Work; and



6.1.1.6	Overall estimated time frame from project start to completion for both Contractor and State activities, including strategies to avoid schedule slippage.











	Proposed Schedule (22 weeks)



[image: ]



Activities, Tasks, and Deliverables

eightCloud uses a Salesforce App Exchange Product PM Milestones to manage an overall Project Plan for our clients. The Project Plan includes activities, and tasks, along with an overall timeline. 

The output of this project plan is delivered to our clients in a PDF file. We are also happy to manage the project plan in MS Project if that is the preference of the MHD. 



Preliminary Project Plan – NV MHD System Replacement



· Planning and Administration Deliverables (2 weeks; 0 hours)

· Kick Off Call w/ Team Introductions

· Schedule Business Process Review (On Site 3-day Meeting)

· Documentation Validation

· Schedule

· 2 weeks (weeks 1-2)



· Review and Validate Requirements and Gap/Fit Analysis (4 weeks; 150 hours)

· Business Process Review (3 days on site)

· Activities & Deliverables

· Kick off Meeting

· Detailed Project Plan 

· Testing Plan

· Training Plan

· Deployment Plan

· Review Existing Documentation

· Define Project Roles/Responsibilities

· Requirements Validation / 3 Day On site meeting

· Result of Findings

· Schedule

· 4 weeks (weeks 2-5)



· System Design/Implementation Configuration Resource Plan (4 weeks; 250 hours)

· Activities & Deliverables

· Co-Design Sessions

· Solution Design Document

· Data Schema

· Role Hierarchy

· Profile Definitions

· Configuration Workbook

· Schedule

· 4 weeks (weeks 4-7)



· Setup and Configure/Build System (9 weeks; 500 hours) – Includes 4 Sprints

· Activities & Deliverables

· Core Configurations

· User Roles/Profiles

· Standard Object Configuration

· Custom Object Configuration

· Workflow Rules / Process Builder Processes / Flows

· Validation Rules

· Implement Conga Composer and Form Assembly

· Install & Configure

· Template and Form Development

· Reporting Requirements

· Build Reports

· Build Dashboards

· Schedule Reports & Dashboards

· QA / Testing

· Schedule

· 6 weeks (weeks 6-14)



· Data Migration (4 weeks; 150 hours)

· Activities & Deliverables

· Data Mapping files

· Transformations

· Trial Data Loads (up to 3)

· Final Data Load

· QA / Testing

· Schedule

· 3 weeks (week 13-16)





· User Acceptance Testing UAT (3 weeks; 75 hours)

· Activities & Deliverables

· Test Script Inventory

· Testing Triage

· Bug Tracking

· Resolutions / Re-Tests

· Schedule

· 3 weeks (weeks 16-18)





· Deploy / Training (3 weeks; 150 hours)

· Activities & Deliverables

· Training Curriculum

· Presentations

· User Guides

· Job Aids

· Videos

· Training Delivery

· Classroom Lecture & Lab

· Schedule

· 5 weeks (week 17-19)





· Transition to Production (1 week; 50 hours)

· Migrate Configuration & Code to Production Environnent

· QA / Testing

· User Validation in Production

· Schedule

· 1 week (week 20)





· Documentation (on going; 75 hours)

· Updated Design Documentation

· Status Reports

· Hours Usage Reports

· Change Requests/Change Management

· Updated Configuration Workbook

· Schedule

· On going (week 1-22)





· Post Implementation Review (1 week; 75 hours)

· Schedule

· 1 week (week 22)





· Warranty and Corrective Maintenance Deliverables - 90 days Support (12 weeks; 120 hours)

· Schedule

· 90-day period beginning at Go Live

· Activities & Deliverables

· Establish Service Level Agreement

· Case Management Tracking

· Cadence for status meetings

· Enhancement Request / Change Control / Governance Processes



		Vendors must provide a written plan addressing the roles and responsibilities and method of communication between the contractor and any subcontractor(s).



The preliminary project plan will be incorporated into the contract.  



The first project deliverable is the finalized detailed project plan that must include fixed deliverable due dates for all subsequent project tasks as defined in Section 5, Scope of Work.  The contract will be amended to include the State approved detailed project plan.



Vendors must identify all potential risks associated with the project, their proposed plan to mitigate the potential risks and include recommended strategies for managing those risks.



Vendors must provide information on the staff that will be located on-site in Carson City.  If staff will be located at remote locations, vendors must include specific information on plans to accommodate the exchange of information and transfer of technical and procedural knowledge.  The State encourages alternate methods of communication other than in person meetings, such as transmission of documents via email and teleconferencing, as appropriate.







		



	eightCloud is not using subcontractors for the MHD implementation project. 



eightCloud will incorporate the preliminary Project Plan in the contract. However, the Preliminary Project Plan is subject to change as a result of the Planning and Analysis Phase of the project and after subsequent meetings thereafter. 

eightCloud confirms that the first deliverable of the project is the finalized project plan and will include fixed deliverable due dates for the tasks listed in Section 5, Scope of Work. 

Risk associated with this project are listed in Section 6.6, Project Management Methodology. Risks will be re-evaluated after the Planning and Analysis Phase along with any associated mitigation plan. 

eightCloud will commit to include at least 2 Project team members to be on site for the Planning Analysis Phase. We anticipate 3 days on site with the MHD and the remainder of the project will likely be remote (except for at least 2 days for end user training and system administrator training / handoff). 











6.6 [bookmark: _Toc163539208][bookmark: _Toc448574985]PROJECT MANAGEMENT 



		Vendors must describe the project management methodology and processes utilized for:



Project integration to ensure that the various elements of the project are properly coordinated;



Project scope to ensure that the project includes all the work required and only the work required to complete the project successfully;



Time management to ensure timely completion of the project.  Include defining activities, estimating activity duration, developing and controlling the project schedule;



Management of contractor and/or subcontractor issues and resolution process;



Responding to and covering requested changes in the project time frames;



Responding to State generated issues;



Cost management to ensure that the project is completed within the approved budget.  Include resource planning, cost estimating, cost budgeting and cost control;



Resource management to ensure the most effective use of people involved in the project including subcontractors;



Communications management to ensure effective information generation, documentation, storage, transmission and disposal of project information; and



Risk management to ensure that risks are identified, planned for, analyzed, communicated and acted upon effectively.













Project Management Methodology



We believe in a collaborative, inclusive and agile Project Management methodology to tackle complex business problems faced by our customers using Salesforce.com products.   Our Project Methodology is structured, but also agile in order to facilitate faster prototyping, design, reviews and development.  We as an organization strongly believe that the “Planning & Analysis” phase is the key determinant of a successful project and the “Support and Governance” phase (often ignored) is the long term pillar to a successful endeavor.



The phases of the methodology are shown below:



[image: ]







PLANNING AND ANALYSIS PHASE

This phase is for the team to level set on the objectives, expectations and scope of the project.  The analyses will include detailed 1:1 conversation with stakeholders from all groups in an effort to establish current structures, processes and requirements and KPIs.



· Project Planning

· Objectives/Vision/Mission

· Scope 

· KPI/Success Measures 

· Project Assumptions (business/technology)

· Risks Management and Mitigation Plan

· Team (PM, SMEs, Technologists, etc.) 

· High Level Schedule (Gantt chart) with WDVA

· Communication Plan

· Change Management/Change Control Plan

· Training Plan

· Close-out Plan



· Project Analysis

· System Architecture 

· Current System Review

· Future System 

· Functional Specifications

· Business Requirements (current databases & external systems)

· Business Processes (current and future)

· Technical Specifications

· Application requirements

· Integration Requirements

· Data Conversion Specifications

· Data Migration Analysis

· Application database review (tables, relationships, etc.)

· Data Quality assessment/Data Cleaning Methodology

· Data Conversion requirements (history, etc.)

· System Testing Plan

· Determine high level test plan (Unit, System, Integration and UAT) and schedule

· Determine responsibilities

· “Go-live” Plan





DESIGN PHASE 

This phase is intended to be collaborative and will help the team finalize specifications for the final product.  Some of the key steps are:

· Conduct design/configuration sessions to tackle business requirements and processes. This step would analyze UI, workflow, document management, process management, etc. 

· Design sessions will help create a Sandbox environment for user reviews and will form the basis for the “Build & Stabilize” phase.

· Develop a detailed design for data conversion (entity mapping, data field structures, scripting language/tool)

· Design Integration environment using recommended Middleware solution

· Create a Map-Gap matrix (business requirements vs. system capabilities)

· Collaboratively determine how gaps will be addressed to achieve final objectives.  Gaps may be addressed via Custom Development; New Application purchase/install OR Manual workarounds

· Finalize data conversion design specifications

· Complete Design Specifications and sign-off



BUILD AND STABILIZE PHASE (CONFIGURATION/TEST)

This phase is where we collectively build and test the solution based on the specifications that have been validated in the previous phase.  This phase will be the longest and will be broken down into “Sprints” (Agile methodology) with continuous involvement from various subject matter experts.  

Each “sprint” will go through a QA step before proceeding.  In addition, a Bug Tracker is used to capture bugs during each Sprint.  Some of the key steps of this step are:

· Sprint 1

· Users, Standard Objects, Custom Objects, Forms and Data Structure configuration

· Data conversion scripts development, run preliminary data loads, data QA and cleansing

· Integration middleware set-up and preliminary end-point/end-point set-up

· Unit test and QA of Sprint 1

· Sprint 2:  

· Advanced Configuration including workflows, triggers, reports and dashboards

· Integration end-points data set-up and preliminary run

· 2nd Data conversion run

· Initiate Test Script Development for application and integration

· Unit test of QA of Sprint 2

· Sprint 3

· 3rd data conversion run and validation

· Final UI configuration

· Full integration run (all end-points: systems and data files)

· Complete Test Scripts for final User Acceptance Testing (UAT)

· Unit test of QA of Sprint 3

· Sprint 4

· Final data conversion run and validation

· System integration testing:  Application, workflows and integration

· Final QA

· Freeze system set-ups for “go-live”



DEPLOY PHASE (GO-LIVE)

This phase is where we deploy the solution for all stakeholders.  The following steps will be executed:

· User Acceptance Testing (UAT)

· Bug Triage and Prioritization 

· UAT sign-off

· Code Migration (change-sets) from Sandbox to Production environment

· Production system set-up/final review

· Execute Data Migration

· Go-Live 

· User Communication





Change Management

Change Management is a critical area of a project and has direct impact on user adoption and the success of the application both internally and externally.

There are 2 interpretations of Change Management at eightCloud:

Changes in internal behavior and operating procedures: How an internal user base will perceive a new application and the level this will affect their day to day operating procedures. Going from very manual processes and applications to a new system can be a big change for some employees and understanding the user base and their overall perception of change will be important for the MHD to discuss with the eightCloud project team during the initial Planning and Analysis phases.

For example, if a client feels that the majority of their user base will be highly adoptive and quick to embrace the new application, then a faster project plan and more aggressive approach to completion will be something to consider for the collective project team. While an organization that has a user base that may be resistant to technology may benefit from a longer timeline and project plan and require more involvement from the user base.

Regardless of the internal view of new processes and technology, the eightCloud project team will consider Change Management a focus during initial sessions of the project with the MHD.

Changes in functionality and Process within the application: Change Management is also internal control over functionality and processes of the new system.:  Every project goes through areas where scope may change for business reasons.  We anticipate this might happen and hence change requests management is an important part of our project plan.  Early on, we establish a process to approve/reject/postpone all change requests.  This process will help all parties understand change in scope, impact on project and maintain clear project expectations.

eightCloud personnel have implemented/managed numerous enterprise class applications for a variety of industry verticals.  We are aware of various risks that can show up during implementation.

We would like to classify risks into 2 categories for the purposes of this project:

RISKS NOT LIKELY TO AFFECT THE PROJECT

· Application:  We believe that the MHD selection of Salesforce.com as a platform eliminates several risks associated with on premise solutions.



RISKS LIKELY TO AFFECT THE PROJECT

· Scope:  We believe the scope is well defined, although “scope creep” can happen with any project. This risk can be considered LOW with LOW impact.

· Data Migration:  Data Migration is always a risk due to the following reasons: lack of details about source system, potential lack of personnel who developed source system and data quality concerns. This risk is to be considered MED with HIGH impact.

· Integration:  This risk is considered LOW with LOW impact but should be addressed during the Planning and Analysis since the MHD has an initiative to integrate the new application with system(s) in the future 

· WHD Resource Availability: A successful project requires active participants from both parties.  This has been one of the areas wherein we have had some issues in the past to the detriment of a project.  We believe the MHD has focus, a good amount of stakeholders, and set goals and objectives for the success of the new application therefore, this risk is to be considered LOW, but the impact could be MEDIUM should the workloads of the MHD project team become demanding creating a loss of focus during implementation.

· Training and User Adoption: The MHD has provided adequate information for the number of users, number of system administrators, locations of users and facilities, and desktop applications and environments. But, this risk is considered MEDIUM with HIGH impact since this is always a critical part of an application’s success. The MHD project team should not overlook training and communicate with their internal user base with regular updates to the status of the project in order to keep momentum and excitement about the launch of the new system. 



Risk Mitigation Strategy/Plan

As mentioned above there are some risks associated with this project, some of which have a high impact on the overall project.  eightCloud cannot anticipate all risks at this time, but our experience with large scale enterprise applications helps us put a strategy/plan in place before a project starts.  The pillars of this strategy are:

· Communication:  eightCloud’s philosophy is to communicate all aspects of the project to the stakeholders at a frequency that is mutually acceptable.  Status meetings are focused primarily on project risk along with an overall review of the project timelines and progress.  We find it imperative that we bring these risks to everyone’s attention so that we can collectively address.  In addition, we will communicate the plan, role expectations, time required, etc. to all active project members so that everyone has a clear, joint understanding of the plan.  

· Prioritization of items:  Scope creep is something that happens even with the best of intentions.  eightCloud believes that no request made by a stakeholder/SME can or should be ignored.  We believe every request has equal merit and throughout the project, we maintain and publish a “Whiteboard list”.  The list is presented to the stakeholders for validation and prioritization.  We believe in the use of project phases and recommend that “out of scope” items be brought in only if required to support successful implementation of the agreed upon scope.  We will facilitate the discussion to move the other items to a subsequent phase after “go-live”.

· Empowerment:  We empower all project stakeholders increasing system awareness, including both capabilities and shortcomings.  A general application overview (“What is Salesforce.com?”, “What business problems does it solve?”, “What are workflows?”, etc.) is done for all new implementations as we believe it is imperative that all stakeholders start from an equal level of base understanding of the terminology and product knowledge.  With this knowledge, everyone can contribute, resolve issues quickly and mitigate risks as they are identified.

· Change Request management:  Every project goes through areas where scope might have to be changed for business reasons.  We anticipate this and hence change requests management is an important part of our project plan.  Early, on we establish a process to approve/reject/postpone all change requests.  This process will help all parties understand change in scope, impact on project and maintain clear project expectations.



To track and report on risks, eightCloud uses a project status report that includes hours’ usage by project milestones, change request log, and a Gantt Chart. Risks are also tracked and reported on in Weekly Status reports that address critical items, bugs, and associated fixes.

For Additional information, related processes, forms, etc. for eightCloud’s Project Management Process, please refer to Tab XII, Other Materials Information Section.



6.7 [bookmark: _Toc163539209][bookmark: _Toc448574986]QUALITY ASSURANCE



		Vendors must describe the quality assurance methodology and processes utilized to ensure that the project will satisfy State requirements as outlined in Section 5, Scope of Work of this RFP.







eightCloud has many ways to maintain quality of control throughout the life cycle of our projects. Our planning and Analysis phase is very comprehensive between both project teams ensuring mutual plans and processes are shared and agreed upon. Many of our projects include steering committee formations between the two parties. Steering Committees mitigate risk through change control, user feedback, and best practices sharing through a collective sharing of project experience and exposure.



Furthermore, eightCloud maintains the following documentation during different phases of our Salesforce implementation projects:

· Findings Summary document – this occurs after the Planning and Analysis phase and prior to Solution Design development

· Solution Design - validates the configuration, data migration, testing, and training elements prior to building the application

· Reporting / Documentation - on-going Status Reports, hours accumulated reports, Change Requests

· Training Plans, Training Curriculum, Data Migration/Integration plans



For more information on eightCloud’s documentation, please visit Tab XII. In addition to these forms and processes, eightCloud is more than happy to use any other forms the MHD uses or feels more comfortable with. 



6.8 [bookmark: _Toc163539210][bookmark: _Toc448574987]METRICS MANAGEMENT 



		Vendors must describe the metrics management methodology and processes utilized to satisfy State requirements as outlined in Section 5, Scope of Work of this RFP.  The methodology must include the metrics captured and how they are tracked and measured.







We do not see any mentions of “metrics management methodology” in Section 5 of the RFP. However, if the MHD is referring to Quality Assurance, please refer to the above section and various attachments in Tab XII.



If the MHD is referring to “what kind of metrics to monitor to ensure success,” there are many ways to do this with Salesforce.

· Administrator Handoff – as part of the training process, eightCloud provides a comprehensive session(s) to the MHD System Administrator for the Salesforce application. This includes addressing how to handle user questions, issues, and suggestions, knowledge of the Set Up Menu which will help that person understand the back end Salesforce application better for future growth. 



· Health Check – eightCloud provides a Health Check as a standard part of our Managed Services programs. Below is a depiction of how a health check assists our clients in evaluating the ongoing usage and success of their Salesforce application. 





[image: ]





For more information, please see Tab XII for a sample copy of a program health check. 



6.9 [bookmark: _Toc163539211][bookmark: _Toc448574988]DESIGN AND DEVELOPMENT PROCESSES 



		Vendors must describe the methodology, processes and tools utilized for:



Analyzing potential solutions, including identifying alternatives for evaluation in addition to those suggested by the State;



Developing a detailed operational concept of the interaction of the system, the user and the environment that satisfies the operational need;



Identifying the key design issues that must be resolved to support successful development of the system; and



Integrating the disciplines that are essential to system functional requirements definition.







eightCloud has provided this information in the Project Management Methodology section located in section 6.7.

Our methodology address all of these discussion points as described above:



· Potential Solutions – details in this proposal and the cost proposal address using 2 additional Salesforce App Exchange products to address some specific needs for Printing and Form submission. We also may recommend a Data Migration tool (JitterBit, Imformatica) for migrating the data/files. 



The Business Process Review (Planning and Analysis phase) will address these potential solutions.



· Operational Concept – this is addressed in our Project Methodology (section 6.7) and in our Project Plan for MHD.



· Key Design Issues – please refer to a copy of our Sample Solution Design Document located in Tab XII







6.10 [bookmark: _Toc163539212][bookmark: _Toc448574989]CONFIGURATION MANAGEMENT 



		Vendors must describe the methodology, processes and tools utilized for:



Control of changes to requirements, design and code;



Control of interface changes;



Traceability of requirements, design and code;



Tools to help control versions and builds;



Parameters established for regression testing;



Baselines established for tools, change log and modules;



Documentation of the change request process including check in/out, review and regular testing;



Documentation of the change control board and change proposal process; and



Change log that tracks open/closed change requests.











eightCloud has addressed the majority of these processes in the Project Methodology section (6.7). 

Upgrades and New Releases do not interrupt your Salesforce customizations. 

For Change Management / Change Control, please refer to a sample copy of this in the Tab XII. For your convenience, we have embedded a copy of this below:









EIGHTCLOUD, INC. PROJECT CHANGE REQUEST TO SoW #__

This eightCloud, Inc. Project Change Request to SoW #__ (“Change Request”) is made effective as of __________ ___, 2015 (“Change Effective Date”) pursuant to and is governed by that certain Master Service Agreement (“Agreement”) entered into as of __________ ___, 2015 by and between  ____________________ (“Client”), and eightCloud, Inc. a Washington corporation (“eightCloud”). Unless otherwise defined in this Change Request, capitalized terms will have the meanings given to them in the Agreement.

Client and eightCloud hereby agree to the following changes:  ___________________________________________________________________________________

___________________________________________________________________________________

___________________________________________________________________________________

This Change Request will □ decrease □ increase eightCloud’s fees as follows: 	

eightCloud’s Total Estimated Fees under SoW #__ (taking into account this Change Request) shall be: 	

The change(s) in this Change Request are hereby accepted and approved.  All Consulting Services are to be performed under the terms and conditions specified in the Agreement unless otherwise specified.  This Change Request shall be a supplement to SoW #___, and shall be governed by the provisions set forth therein.  This Change Request and the change(s) set forth herein are not valid until signed by a duly authorized representative of eightCloud and Client.

IN WITNESS WHEREOF, the Parties have executed this SoW #___ as of the SoW #___ Effective Date.



CLIENT:

_______________________________________

By:						

Name:						

Title:						

Signature Date:			





EIGHTCLOUD, INC.,

a Washington corporation

By:						

Name:						

Title:						

Signature Date:			







Below is a copy of eightCloud’s Project Change Request Form:



6.11 [bookmark: _Toc163539213][bookmark: _Toc448574990]PEER REVIEW MANAGEMENT 



		Vendors must describe the methodology, processes and tools utilized for:



Peer reviews conducted for design, code and test cases;



Number of types of people normally involved in peer reviews;



Types of procedures and checklists utilized;



Types of statistics compiled on the type, severity and location of errors; and



How errors are tracked to closure.







Section 6.6 Project Methodology addresses “UAT” which is testing, peer reviews, processes, enhancements, and error management. Below is more detailed explanation of User Testing and Acceptance:

eightCloud’s testing methodology is inclusive and collaborative.  Our methodology focuses on 3 types of testing:



· Unit testing:  As each piece of functionality is released (configured or developed), we perform a unit test to make sure it ties in with the associated business requirement.  We involve the users to validate the unit test to ensure their acceptance

· System Testing:  As each feature is released, we perform a system test to ensure that no other functionality is impacted.  

· User Acceptance testing:   Assigned users participate in test script/case development and execution at all levels during the project. 



The testing plan will also include a Traceability Matrix.  The purpose of this matrix is to tie a specific business/technical/integration requirement to a specific Test Case/Script.  This document eliminates any risk of not testing a specific BR (business requirement), TR (technical requirement) or IR (integration requirement).



During testing, we maintain, manage and publish a bug tracker.  This list is worked off during the various sprints and retested for desired functionality.  We have used tools such as Bugzilla in the past to manage this.  However, we have found it to be easier to manage the bug list within Salesforce (cases/list) for visibility and user comment. 



eightCloud will not be using an automated testing tool for this instance.  There are some available applications (1-2 of AppExchange) that claim to do automated testing, but we have concerns on their effectiveness (lack of reviews).  For this implementation, we believe testing should be done in a traditional manner with user scripts, use cases and validations.  

 

This project includes 4 sprints and each one ends with QA/test thereby ensuring a fully functional product before “go-live”.  



eightCloud has included a Sample Test Script File as an Attachment in Tab XII. 











6.12 [bookmark: _Toc163539214][bookmark: _Toc448574991]PROJECT SOFTWARE TOOLS



		Vendors must describe any software tools and equipment resources to be utilized during the course of the project including minimum hardware requirements and compatibility with existing computing resources as described in Section 3.4, Current Computing Environment.



Costs and training associated with the project software tools identified must be included in Attachment J, Project Costs.







eightCloud does not anticipate any the use of any hardware needs or software tools for the MHD implementation project. The Data Migration element of the project can be handled by the native Data Loader tool that is free of charge and comes with the Service Cloud license. In addition to this, Salesforce has free App Exchange products such as the Jitterbit Data Loader that can be used to facilitate the data migration. 

eightCloud will use the App PM Milestones to manage the project for MHD. There is no charge to MHD for this nor are there any charges for software tools or hardware in Attachment J. 





[bookmark: _Toc448574992]Tab IV - Attachment I – Proposed Staff Resume(s)





		

		COMPANY NAME:

		eightCloud







		Contractor

		Subcontractor







		Name: 

		Eric Long

		 Key Personnel



		Classification:

		Director

		# of Years in Classification:

		4



		Brief Summary of Experience:

		Salesforce consultant with experience designing, implementing, and supporting dozens of Salesforce instances.



		# of Years with Firm:

		4



		RELEVANT PROFESSIONAL EXPERIENCE



		Required Information:



MMYYYY to Present:

Vendor Name:

Client Name:

Client Contact Name:

Client Address, Phone Number, Email:



Role in Project:

Details and Duration of Project:

Software/hardware used in engagement:

		



11/2015 - present

eightCloud

Washington State Dept. of Enterprise Services

Doug Selix

1500 Jefferson St. SE / Olympia, WA 98501 / (360) 407-2200 / doug.selix@des.wa.gov

Project Manager / Business Analyst

Salesforce customer cloud implementation plus community (8 months)

Salesforce Enterprise Edition + Customer Community







		Required Information:



MMYYYY to MMYYYY:

Vendor Name:

Client Name:

Client Contact Name:

Client Address, Phone Number, Email:



Role in Project:

Details and Duration of Project:

Software/hardware used in engagement:

		



01/2014 – 09/2014

eightCloud

Washington State Dept. of Natural Resources, Aquatics Div.

Tim Vessey

1111 Washington St SE / Olympia, WA 98501 / (360) 902-1000 / tim.vessey@dnr.wa.gov

Project Manager

Lease Application and approval system (9 months)

Salesforce custom cloud



		EDUCATION



		Institution Name:

City:

State:

Degree/Achievement:





Certifications:

		University of Phoenix



		

		Phoenix



		

		AZ



		

		M.B.A., Technology Management



		

		Salesforce: Admin, Advanced Admin, App Builder, Sales Cloud Consultant, Service Cloud Consultant



		HARDWARE/SOFTWARE SUMMARY (Be Specific)



		Description

		# of Year’s Experience



		Environments:

		n/a

		



		Hardware:

		n/a

		



		Software:

		Salesforce

		10



		Tools:

		n/a

		



		Databases:

		n/a

		



		REFERENCES



		Minimum of three (3) required, including name, title, organization, phone number, fax number and email address

		Uryah Messmer

 Sales, Independent

425-239-2121

uryah@hotmail.com



Ryan Johnson

Personal Friend

253-661-1306

Ryanjohnson1@hotmail.com



Eric Carnrite

Personal Friend

206-940-9304

Eric_carnrite@hotmail.com













































		COMPANY NAME:

		eightCloud







		Contractor

		Subcontractor







		Name: 

		Isaac Krig

		 Key Personnel



		Classification:

		Principal Technical Architect

		# of Years in Classification:

		3



		Brief Summary of Experience:

		Salesforce.com Architect, specializing in technical implementations, integrations, custom development projects and packaged salesforce.com applications.



		# of Years with Firm:

		3



		RELEVANT PROFESSIONAL EXPERIENCE



		

		



		Required Information:



MMYYYY to Present:

Vendor Name:

Client Name:

Client Contact Name:

Client Address, Phone Number, Email:



Role in Project:

Details and Duration of Project:







Software/hardware used in engagement:

		



03/2015 - present

eightCloud

Tacoma Housing Authority

Todd Craven

902 South L Street / Tacoma, WA 98405-4037/ (253) 207-4400 / todd.craven@tha.org

Technical Architect, Business Analyst

Various custom Force.com modules to support a Public Housing Authority (~130 users): Community Services, Tenant Management, Asset Management, Voucher Management, Sharefile Integration



Salesforce Platform (Force.com)















		EDUCATION



		Institution Name:

City:

State:

Degree/Achievement:





Certifications:

		Western Washington University



		

		Bellingham



		

		WA



		

		BA, Mathematics and Economics



		

		Certified Salesforce.com Administrator

Certified Salesforce.com Developer



		HARDWARE/SOFTWARE SUMMARY (Be Specific)



		Description

		# of Year’s Experience



		Environments:

		n/a

		



		Hardware:

		n/a

		



		Software:

		Salesforce.com

		8



		Tools:

		n/a

		



		Databases:

		n/a

		



		REFERENCES



		Minimum of three (3) required, including name, title, organization, phone number, fax number and email address

		Kris Lentz

Former customer

360-223-5355

kris.lentz@solavei.com



Allyndreth Devlyn

Former customer

415-624-1200

adevlin@plos.org



Elizabeth Rodriguez

Current customer

888-234-7893

elizabeth.rodriguez@xad.com





























[bookmark: _Toc448574993]Tab X - Preliminary Project Plan





		6.1.1	Vendors must submit a preliminary project plan as part of the proposal, including, but not limited to:



6.1.1.1	Gantt charts that show all proposed project activities;



6.1.1.2	Planning methodologies;



6.1.1.3	Milestones;



6.1.1.4	Task conflicts and/or interdependencies;



6.1.1.5	Estimated time frame for each task identified in Section 5, Scope of Work; and



6.1.1.6	Overall estimated time frame from project start to completion for both Contractor and State activities, including strategies to avoid schedule slippage.



6.1.2	Vendors must provide a written plan addressing the roles and responsibilities and method of communication between the contractor and any subcontractor(s).



6.1.3	The preliminary project plan will be incorporated into the contract.  



6.1.4	The first project deliverable is the finalized detailed project plan that must include fixed deliverable due dates for all subsequent project tasks as defined in Section 5, Scope of Work.  The contract will be amended to include the State approved detailed project plan.



6.1.5	Vendors must identify all potential risks associated with the project, their proposed plan to mitigate the potential risks and include recommended strategies for managing those risks.



6.1.6	Vendors must provide information on the staff that will be located on-site in Carson City.  If staff will be located at remote locations, vendors must include specific information on plans to accommodate the exchange of information and transfer of technical and procedural knowledge.  The State encourages alternate methods of communication other than in person meetings, such as transmission of documents via email and teleconferencing, as appropriate.

















Preliminary Project Plan – NV MHD System Replacement



· Planning and Administration Deliverables (2 weeks; 0 hours)

· Kick Off Call w/ Team Introductions

· Schedule Business Process Review (On Site 3-day Meeting)

· Documentation Validation

· Schedule

· 2 weeks (weeks 1-2)





· Review and Validate Requirements and Gap/Fit Analysis (4 weeks; 150 hours)

· Business Process Review (3 days on site)

· Activities & Deliverables

· Kick off Meeting

· Detailed Project Plan 

· Testing Plan

· Training Plan

· Deployment Plan

· Review Existing Documentation

· Define Project Roles/Responsibilities

· Requirements Validation / 3 Day On site meeting

· Result of Findings

· Schedule

· 4 weeks (weeks 2-5)



· System Design/Implementation Configuration Resource Plan (4 weeks; 250 hours)

· Activities & Deliverables

· Co-Design Sessions

· Solution Design Document

· Data Schema

· Role Hierarchy

· Profile Definitions

· Configuration Workbook

· Schedule

· 4 weeks (weeks 4-7)



· Setup and Configure/Build System (9 weeks; 500 hours) – Includes 4 Sprints

· Activities & Deliverables

· Core Configurations

· User Roles/Profiles

· Standard Object Configuration

· Custom Object Configuration

· Workflow Rules / Process Builder Processes / Flows

· Validation Rules

· Implement Conga Composer and Form Assembly

· Install & Configure

· Template and Form Development

· Reporting Requirements

· Build Reports

· Build Dashboards

· Schedule Reports & Dashboards

· QA / Testing

· Schedule

· 6 weeks (weeks 6-14)



· Data Migration (4 weeks; 150 hours)

· Activities & Deliverables

· Data Mapping files

· Transformations

· Trial Data Loads (up to 3)

· Final Data Load

· QA / Testing

· Schedule

· 3 weeks (week 13-16)





· User Acceptance Testing UAT (3 weeks; 75 hours)

· Activities & Deliverables

· Test Script Inventory

· Testing Triage

· Bug Tracking

· Resolutions / Re-Tests

· Schedule

· 3 weeks (weeks 16-18)







· Deploy / Training (3 weeks; 150 hours)

· Activities & Deliverables

· Training Curriculum

· Presentations

· User Guides

· Job Aids

· Videos

· Training Delivery

· Classroom Lecture & Lab

· Schedule

· 5 weeks (week 17-19)





· Transition to Production (1 week; 50 hours)

· Migrate Configuration & Code to Production Environnent

· QA / Testing

· User Validation in Production

· Schedule

· 1 week (week 20)





· Documentation (on going; 75 hours)

· Updated Design Documentation

· Status Reports

· Hours Usage Reports

· Change Requests/Change Management

· Updated Configuration Workbook

· Schedule

· On going (week 1-22)





· Post Implementation Review (1 week; 75 hours)

· Schedule

· 1 week (week 22)





· Warranty and Corrective Maintenance Deliverables - 90 days Support (12 weeks; 120 hours)

· Schedule

· 90-day period beginning at Go Live

· Activities & Deliverables

· Establish Service Level Agreement

· Case Management Tracking

· Cadence for status meetings

· Enhancement Request / Change Control / Governance Processes

















































[bookmark: _Toc448574994]Tab XI - Requirements Matrix



Attachment O



As a preface to eightCloud’s response to Attachment O, we would like to make clear our Vendor Responses column and definition. The majority of our responses are designated as “S – Standard Functionality,” or “M – Modification Required.” 



Standard Functionality Example (Requirement 5.10 ) - “The system shall have the ability to generate emails from program to recipient and park.” This is Standard Functionality in Salesforce and we were consistent with our responses when MHD used general terms such as “has the ability to, allow for, or supports.”

Modification Required Example (Requirement 3.5) - “The system shall support “Company” records with the following fields:  License Number, Business Name, DBA Name, Physical Address, Mailing Address, City, St, Zip, Phone, Company Email, Status, Date original license issued, Expiration date, and Comments.” This is Modification Required since “Date License Issued and Expiration Date” are not standard fields on the Account Object and light customization/configuration is required to build these custom fields. 

In addition to this, we indicated “Task Number in Project Plan” in column C as stated in 4.6.3 – “Tie each data element/function to the vendor’s project plan by task number.” All of these Requirements will be included in Task 2 - SYSTEM DESIGN/IMPLEMENTATION CONFIGURATION and 2 of the Requirements in Attachment O will be in in both Task 2 and one other task respectably. 

eightCloud’s System Design Phase will define and validate these requirements with MHD before Task 3 which is the build phase of the project. 

















[bookmark: _Toc448574995]Tab XII - Other Information Material



[bookmark: _Toc448574996]eightcloud executive summary and proposed solution



eightCloud is pleased to provide the NV MHD with a system replacement solution to streamline its operations for licensing, permits, and inspections. We are proposing the Salesforce Service Cloud to provide a superior customer and end user experience.  The Service Cloud increases customer satisfaction, automates business processes, provides intelligent reporting and analytics tailored to the MHD’s specifications. Salesforce eliminates the need for code and IT resources and MHD will have a platform to build and grow on with future needs through integration, customer and inspector self-service through Salesforce Customer Communities. 

eightCloud’s understanding of the MHD’s system replacement initiative:



We have read through and studied the RFP documents, Attachment N, and the 4 Amendments of Questions and Answers and have a solid understanding of the current technical environment.



· NV MHD has 6 outdated databases that are unsupported and insufficient for day to day business operations

· The current technology is outdated for day to day business operations

· There are a lot of manual processes and data entry and re-entry (manual entry is mentioned many times in Attachment N)

· Customer Service is compromised and the permitting, licensing, and inspection process is lengthy and inefficient

· Lack of automation is exposing risk through manual data entry

· Multiple databases are inefficient and have limited visibility to important metrics to the MHD as indicated in Attachment O



eightCloud’s solution and Value Proposition



eightCloud is proposing a Salesforce platform / Service Cloud environment for the 16 users at MHD. We have provided similar implementations for business licenses for Washington State Housing Finance Commission, Oregon Secretary of State, and Washington Department of Natural Resources. 



· The Salesforce Service Cloud will provide a single source of truth for all MHD information

· Salesforce is supported technology with future enhancements and providing 3 new release upgrades per year

· The Salesforce platform will provide the MHD with a major reduction of multiple data entry points 

· MHD will have increased customer service and expedited processes with the Service cloud through workflow and automation and form availability and integration





Applications:



· Salesforce Service Cloud

· App Exchange Product Conga Composer for Labeling Process

· App Exchange product Form Assembly for Form completion and automation



Both Conga Composer and Form Assembly are built on the Salesforce platform so there are no integration needs. Below is a pictorial view of Current Process, Proposed Solution, and Future State:







Current Process





[image: ]

Proposed Solution







[image: ]

Future State

[image: ]









[bookmark: _Toc448574997]Salesforce Assumptions or Exceptions to Response



		
Solicitation paragraph

		Assumption or Exception Response



		Attachment H. Statement of Understanding (entire document)

		The Salesforce cloud/SaaS end user licensing agreement includes a confidentiality clause. Our interpretation is that this applies only to the System Integration personnel (its employees and subcontractors) that will directly perform the solution implementation services for MHD, but not the cloud service provider personnel.  Cloud service provider personnel are required to sign an NDA, which covers all customer data, not specifically the data belonging to a single tenant of the system. Additionally, we assume that the NDA language that is incorporated as part of the overall cloud/SaaS subscription agreement will meet this requirement.





		Section 13. Terms and Conditions
13.2.1 Background Checks

13.2.1.1 All contractor personnel assigned to the contract must have a background check from the Federal Bureau of Investigation pursuant to NRS 239B.010. All fingerprints must be forwarded to the Central Repository for Nevada Records of Criminal History for submission to the Federal Bureau of Investigation.



13.2.1.2 Any employee of the selected vendor, who will require any type of system access, must have a State Background Check (as identified in Section 13.2.1.4 “A” below) before system access will be granted. The vendor or its employees may be denied access to the premises if they have not been security cleared.



		We assume that this only applies to contractor personnel that are performing the solution implementation services and not the Salesforce personnel that are hosting the solution.



For example, Salesforce engages the services of a background screening vendor to conduct background checks, as outlined below, on employees at the time of hire in the U.S. 

· Address check: using the applicant’s social security, all residential addresses for the past 7 years are verified

· Criminal background check: state, federal, and national searches are performed to identify felony and misdemeanor convictions within the last 7 years

· Global sanctions and enforcement check

· Federal debarment check

· Healthcare sanctions check

· Education verification

· Employment history: queries up to three of the applicant’s most recent places of employment in the past 7 years



Salesforce also performs background investigations in certain foreign countries. The scope of these checks is subject to local laws in the jurisdictions in which the employee is hired.



		Section 13. Terms and Conditions
13.3.11 Source Code Ownership - all sections and subsections (13.3.11.1 - 13.3.11.14)

		Salesforce is providing a cloud-based SaaS solution that will be configured to meet MHD's specific requirements. Salesforce is not creating any new Intellectual Property for MHD. MHD would own MHD’s data. Salesforce would be responsible for maintaining access in terms of performance and availability to MHD's data. MHD would have access to its data and metadata, but not all of the Salesforce PaaS and SaaS underlying solution source code. MHD has full rights to extract its data at anytime during the subscription service via Export Services utilities including: weekly export, data loader, APIs, EAI tools, etc.  However, Salesforce does not typically offer full system source code because it is inapplicable to software delivered as a service subscription through a multitenant architecture. Salesforce is happy to discuss further with MHD why the concept, while relevant in traditional on-premise, perpetual license software, does not make sense in a cloud-computing model such as that of Salesforce. While it is possible to provide the source code in an escrow account for a configured solution, the source code would only be able to operate in Salesforce’s PaaS/SaaS environment.

MHD’s data can be exported during the subscription service as needed. In addition, all application meta-data, including data objects, configurations, code, permissions, etc., is available for export using the Meta-data API, Force.com IDE and/or the Force.com Migration Tool. The metadata is exported as standard XML documents that describe the component and all elements. The following list describes all component of metadata that is exported:



		Salesforce Component

		Description



		Standard Objects

		Default set of data objects (similar to database tables) provided with the Salesforce platform such as Contacts, Accounts, Cases, Assets, etc.



		Custom Objects	

		Custom data object created by [Insert Customer] for specific use cases



		Object Translations 

		Meta data for translations of custom objects in a variety of languages



		Reports

		Salesforce standard and custom reports



		Dashboards

		Salesforce standard and custom dashboards



		Page Layouts

		The object user interface for display and edit



		Record Types

		Different business processes that define which field picklist values, and page layouts are available to specific users



		User Roles

		Definition of users data access



		User Profiles

		User access definitions - what the user can has access too



		Permission Sets

		The collection of settings and permissions that give users access to various tools and functions



		Groups

		The set of users



		Queues

		A set of users and access to specific objects



		Email Templates

		Definition of an email template, letterhead and content used for business process



		Visualforce Components

		Encapsulation of Visualforce for use within Visualforce Pages.  Equivalent to custom tags in Java Server Faces (JSF) or Active Server Pages (ASP)



		Visualforce Pages

		Salesforce component and tag-based user interface framework for the Salesforce platform, which follows the Model-View-Controller (MVC) methodology.  Similar to Java Server Faces (JSF) or Active Server Pages (ASP)



		Triggers

		Customer Apex code that performs data actions before or after data actions to the database.  This is similar to a database trigger



		Apex  Classes

		Salesforce’s strongly typed, object-oriented programming language used for triggers, class or controllers (the C in MVC).  Apex is similar to Java and .NET



		Workflows and Approval Processes

		The set of standardized internal procedures and automated business processes used to drive actions 



		Validation Rules

		All the actions for each field that helps in assuring data entry quality



		Custom Settings			

		Similar to custom objects and enable application developers to create custom sets of data, as well as create and associate custom data for an organization, profile, or specific user



		Static Resources

		All content files, i.e. zip, images, javascript, etc., that are used and referenced within Visualforce pages



		Sites

		Configurations of all public web applications and web sites that are running natively on the Salesforce platform







Should MHD elect to terminate its Salesforce service, Salesforce also provides tools that support the migration of configurations and customizations to the different environments, such as local code repositories, sandboxes, and production. These tools can be used to export MHD’s configurations and customizations in the event MHD terminates its relationship with Salesforce.



The available tools are as follows:



· Metadata API: Salesforce provides a metadata API that allows for programmatic access to the metadata in a customer’s Salesforce environment.

· Force.com IDE: The Salesforce Force.com IDE is an integrated development environment that is built on top of the Eclipse open source IDE.

· Force.com Migration Tool: a Java/Ant-based command-line utility for moving metadata between a local directory and a Salesforce organization. When migrating from stage to production is done by IT, anyone that prefers deploying in a scripting environment will find the Force.com Migration Tool a familiar process.



For additional details on Salesforce environment management, please see the following:



https://developer.salesforce.com/page/Force.com_Migration_Tool 

http://www.salesforce.com/us/developer/docs/api_meta/index.htm 

http://wiki.developerforce.com/index.php/Force.com_IDE



		Section 13. Terms and Conditions 13.3.12 Escrow Account- all sections and subsections (13.3.12.1 - 13.2.12.6)

		For PaaS/SaaS solutions,  Salesforce would be responsible for maintaining access in terms of performance and availability to MHD's data. MHD would own MHD’s data. MHD  would have access to its data and metadata, as described above, but not all of the PaaS/SaaS solution source code. MHD would have full rights to extract their data at any time during the subscription service. However, Salesforce does not typically offer system source code because it is inapplicable to software delivered as a service subscription through a multitenant architecture. While it is possible to provide the source code in an escrow account for a configured solution, the source code would only be able to operate in the Salesforce's PaaS/SaaS environment.  



		Section 13. Terms and Conditions
13.3.14 Guaranteed Access to Software -- all sections and subsections (13.3.14.1 - 13.3.14.3)


		For PaaS/SaaS solutions,  Salesforce would be responsible for maintaining access in terms of performance and availability to MHD's data. MHD would own MHD’s data. MHD would have access to its data and metadata, as described above, but not all of the PaaS/SaaS solution source code. MHD would have full rights to extract their data at any time during the subscription service. However, Salesforce does not typically offer system source code because it is inapplicable to software delivered as a service subscription through a multitenant architecture. While it is possible to provide the source code in an escrow account for a configured solution, the source code would only be able to operate in Salesforce's PaaS/SaaS environment.  



		Attachment D. Contract Form
21.  STATE OWNERSHIP OF PROPRIETARY INFORMATION.  

Any reports, histories, studies, tests, manuals, instructions, photographs, negatives, blue prints, plans, maps, data, system designs, computer code (which is intended to be consideration under the Contract), or any other documents or drawings, prepared or in the course of preparation by Contractor (or its subcontractors) in performance of its obligations under this Contract shall be the exclusive property of the State and all such materials shall be delivered into State possession by Contractor upon completion, termination, or cancellation of this Contract.  Contractor shall not use, willingly allow, or cause to have such materials used for any purpose other than performance of Contractor’s obligations under this Contract without the prior written consent of the State.  Notwithstanding the foregoing, the State shall have no proprietary interest in any materials licensed for use by the State that is subject to patent, trademark, or copyright protection.

		For PaaS/SaaS solutions, Salesforce would be responsible for maintaining access in terms of performance and availability to MHD's data. MHD would own MHD’s data. MHD would have access to its data and metadata, as described above, but not all of the PaaS/SaaS solution source code. MHD would have full rights to extract their data at any time during the subscription service. However, Salesforce does not typically offer system source code because it is inapplicable to software delivered as a service subscription through a multitenant architecture. While it is possible to provide the source code in an escrow account for a configured solution, the source code would only be able to operate in the Salesforce's PaaS/SaaS environment.  








		Attachment D. Contract Form
1. WARRANTIES.

A. General Warranty.  Contractor warrants that all services, deliverables, and/or work products under this Contract shall be completed in a workmanlike manner consistent with standards in the trade, profession, or industry, shall conform to or exceed the specifications set forth in the incorporated attachments; and shall be fit for ordinary use, of good quality, with no material defects.
B. System Compliance.  Contractor warrants that any information system application(s) shall not experience abnormally ending and/or invalid and/or incorrect results from the application(s) in the operating and testing of the business of the State.

		We believe that this only applies to contractor personnel that are performing the solution implementation services. 



The rights and responsibilities of both eightCloud and MHD with regard to the use of Salesforce's online software services are solely as set forth by the Salesforce reseller and in accordance with the incorporated Salesforce end user license agreement (EULA) located here: https://org62.my.salesforce.com/sfc/p/000000000062/a/30000000TsYl/0Xos6M2qDRCn30hy6HEa7QzydmAt.CAT1eS8RqVY_T0. 

Please see Section 13 of the EULA on Warranty. Salesforce does not provide a warranty. The Warranty items denoted within the RFP are inapplicable to software delivered as a service subscription through a multi-tenant architecture. Salesforce is happy to discuss further with MHD during contract negotiations why the concept, while relevant in traditional on-premise, perpetual license software, does not make sense in a cloud-computing model.



		Attachment D. Contract Form
9. INSPECTION & AUDIT.

		Salesforce does not typically offer a Right to Audit clause as part of the base service offering. Salesforce is a multi-tenant cloud service. Annual site visits can be negotiated, but in consideration of our other customers, random access cannot be permitted. As a multi-tenant service, compartmentalization is virtual, not physical. Salesforce contracts with third party auditors to inspect and review our security. The results of these audits can be provided to MHD as desired and under NDA.



Salesforce has comprehensive privacy and security assessments and certifications performed by multiple third parties, including ISO 27001, SSAE 16 SOC 1, SOC 2, SOC 3, PCI-DSS, and FedRAMP. Third party auditors test the effectiveness of Salesforce's security controls as it relates to each of the compliance frameworks mentioned above.

Salesforce provides contractual assurance to its customers that the Customer Data hosted in Salesforce’s services will be kept confidential. Salesforce provides information about the architecture, security and privacy of the Salesforce service here: https://help.salesforce.com/apex/HTViewHelpDoc?id=security_overview.htm&language=en_US . This document is available on help.salesforce.com.


Should MHD   desire to conduct an annual site visit, MHD can do so once annually, after completing Salesforce's Security Assessment Agreement. MHD may conduct, either itself or through a third party independent contractor selected by MHD at MHD’s expense, an on-site audit and review of Salesforce's architecture, systems and procedures used in connection with the Services. Such audit and review shall be conducted up to once per year, with one week's advance notice. After conducting an audit, MHD must notify Salesforce of the manner in which Salesforce does not comply with any of the security, confidentiality or privacy obligations herein, if applicable. Upon such notice, Salesforce shall use commercially reasonable efforts to make any necessary changes to ensure compliance with such obligations.



		Section 4.2 Computing Platform

4.5.1 System must meet State security standards for transmission of personal information as outlined in NRS 205.4742 and NRS 603A.

		If negotiated into a final contract and customer maintains a Security Contact in the Service, then Salesforce will notify such Security Contact within 48 hours of becoming aware of an actual or reasonably suspected breach of Customer Data. Notification may include phone contact by Salesforce support, email to customer's administrator and Security Contact, and public posting on trust.salesforce.com. Salesforce will not notify State residents.



Salesforce maintains an Incident Response Plan and has an established Security Incident Response Process. During a security incident, the process guides Salesforce personnel in management, communication, and resolution activities. 









[bookmark: _Toc448574998]eightCloud Assumptions:



· MHD is responsible for the Licensing Agreements for Conga Composer and Form Assembly. Pricing for these products is provided in Attachment J – 7.1.6

· After the Review and Validate Requirements and Gap/Fit Analysis Phase, and potentially the System Design/Implementation Configuration Phase, it may be determined that either Conga Composer and / or Form Assembly may not be needed by either alternate functionality options within Salesforce or, reduction of costs and scope as determined by NV MHD

· Any obtainment of licensing and costs for ETL tools potentially needed is the responsibility of MHD

· Based on MHD’s needs and requirements, eightCloud assumes that the Salesforce Data Loader (provided with the Salesforce Service Cloud Licenses) will be sufficient for the Data Migration effort. After the System Design/Implementation Configuration Phase, eightCloud will determine the “best fit” solution for Data Migration as there are other free software tools available. eightCloud will work with MHD on recommending the most cost effective solution for Data Migration such as JitterBit (free and paid versions) and DB Amp. 

· MHD is responsible for providing Data Migration Files in Excel, CSV, or Flat File format suitable for import. eightCloud is not responsible for data cleansing, enrichment, de-duplication on any data to be imported and will need your need participation during this exercise.











[bookmark: _Toc448574999]eightCloud Out of Scope Items





· eightCloud’s solution does not include a Payment Processing connector / solution. eightCloud’s proposal does include the recording of payments, refunds, etc. through the use of either formula fields and or manual entry

· Salesforce Communities is not included in the proposal or cost estimate and considered out of scope



















































[bookmark: _Toc448575000]eightCloud Related Forms and Attachments:



	eightCloud Sample Change Request Form



[bookmark: _MON_1521969014]		

	

	eightCloud Sample Status Report





[bookmark: _MON_1521969124]		



	eightCloud Sample Project Plan





[bookmark: _MON_1521969260]		





	eightCloud Sample Training Plan





[bookmark: _MON_1521969329]		



	eightCloud Sample Health Check 





		



eightCloud Sample Test Script (UAT)





	



	eightCloud Sample Report of Findings Document





[bookmark: _MON_1522065571]		



	eightCloud Sample Go Live Plan





[bookmark: _MON_1522138822]		



	Conga Composer Data Sheet





		



	Form Assembly Web Link



	https://www.formassembly.com/pricing.php
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eightCloud Sample Change Request Form.docx




EIGHTCLOUD, INC. PROJECT CHANGE REQUEST TO SoW #__


This eightCloud, Inc. Project Change Request to SoW #__ (“Change Request”) is made effective as of __________ ___, 2015 (“Change Effective Date”) pursuant to and is governed by that certain Master Service Agreement (“Agreement”) entered into as of __________ ___, 2015 by and between  ____________________ (“Client”), and eightCloud, Inc. a Washington corporation (“eightCloud”). Unless otherwise defined in this Change Request, capitalized terms will have the meanings given to them in the Agreement.


Client and eightCloud hereby agree to the following changes:  ___________________________________________________________________________________


___________________________________________________________________________________


___________________________________________________________________________________


This Change Request will □ decrease □ increase eightCloud’s fees as follows: 	


eightCloud’s Total Estimated Fees under SoW #__ (taking into account this Change Request) shall be: 	


The change(s) in this Change Request are hereby accepted and approved.  All Consulting Services are to be performed under the terms and conditions specified in the Agreement unless otherwise specified.  This Change Request shall be a supplement to SoW #___, and shall be governed by the provisions set forth therein.  This Change Request and the change(s) set forth herein are not valid until signed by a duly authorized representative of eightCloud and Client.


IN WITNESS WHEREOF, the Parties have executed this SoW #___ as of the SoW #___ Effective Date.


			


CLIENT:


By:						


Name:						


Title:						


Signature Date:			





			


EIGHTCLOUD, INC.,a Washington corporation


By:						


Name:		Ajay Nair			


Title:		CEO				


Signature Date:			
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eightCloud Sample Status Report








Project Plan (Gantt Chart)	Green = Complete / Blue = In Progress / Red = Late / Grey = Not Started
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Hours Analysis 						Overall Project Status = Green


			Milestone


			Hrs Used


			Hrs Budget


			% 
Used


			 Est. % Complete





			0.0 Project Management


			164


			180


			91%


			80%





			1.1 Schema, Roles and Profiles Build


			64


			65


			98%


			100%





			2.1 ShareFile Install, Customize, Configure


			227


			332


			68%


			70%





			2.2 Project Management Install, Customize, Configure


			258*


			306*


			84%


			65%





			2.3 Document Merge Tool Install, Customize, Configure


			1


			27


			4%


			100%





			2.4 Electronic Signature Tool Install, Customize, Configure


			22


			60


			37%


			75%





			3.1 Asset Mgmt, Risk Mgmt, and Insurance Claims Build


			152


			110


			138%


			85%





			3.2 Community Services Build


			151


			252


			60%


			75%





			3.3 Tax Credit Compliance (formerly Const Mgmt)


			4


			12


			33%


			85%





			3.4 IT Help Desk Build


			99


			110


			90%


			85%





			3.5 Marketing Build


			153


			116


			132%


			85%





			3.6 Policy Build


			19


			50


			38%


			85%





			3.7 Reasonable Accommodation Build


			106


			130


			82%


			85%





			4.1 Data Migration


			21


			80


			26%


			18%





			5.1 Change Requests


			


			


			


			





			       PM Tool Enhancements (170 hrs)


			*


			*


			*


			*





			6.1 Finance Consulting


			30


			100


			30%


			30%





			Summary Approved Hours


			1471


			1930


			76.2%


			72%-78%
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eightCloud Sample Project Plan.docx
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Training Plan


For


EIGHTCLOUD SAMPLE CLIENT























“Salesforce (SFDC) Project”
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[bookmark: _Toc421089192][bookmark: _Toc421610125][bookmark: _Toc399840237]Executive Summary


EIGHTCLOUD SAMPLE CLIENT is replacing their current database applications and paper processes with Salesforce. 


This document summarizes the need to:


Identify training audiences, and their unique training needs 


Define training objectives


· Identify skill development areas required to support implementation


Define the approach to take for training


· Provide a schedule framework


· Specify delivery mechanisms for the training materials


· Define the curriculum planned for each audience


Identify roles and responsibilities 


This document is intended to be a working document that is used to guide the training that is done. As such it will be updated as necessary during additional phases of the project.







[bookmark: _Toc421610126]Training Audiences


A training audience is defined as a group or similar job position that performs clearly defined functions and requires a specific set of knowledge or skills. We have identified these departments as unique training audiences:


Note: The Approximate Group size does not include the Salesforce Implementation Team unless the individual is also otherwise part of the intended audience.


Note: The Core SMEs listed were defined based on the Planning and Analysis phase but need to be reviewed and finalized by EIGHTCLOUD SAMPLE CLIENT.


			Audience


			Approximate Group Size


			Core SMEs





			Policy Planning


			2-3


			Client SME





			Marketing


			1


			Client SME





			Finance


			11


			Client SME





			Real Estate Development


			8


			Client SME





			Community Services


			16


			Client SME





			Leasing & Occupancy


			20-22


			Client SME





			Inspectors


			5


			Client SME





			IT


			8


			Client SME





			Asset Management


			2-4


			Client SME





			Compliance


			2-4


			Client SME





			Property Management


			22


			Client SME





			Maintenance


			24-26


			Client SME





			IT Development


			1


			Client SME















[bookmark: _Toc421610127]Training Objectives


[bookmark: _Toc421610128]General Salesforce Training


All Salesforce users will need to be involved in a basic Salesforce 101 session that reviews the following information:


· Salesforce 101:


· Login / Password Reset


· Navigation


· Creating / Editing records


· Activity Management


· Reports & Dashboards


· “My Settings”


· Outlook Integration (Salesforce for Outlook Desktop Add-On)


· Salesforce at a Glance


· Overview of types of data stored in Salesforce


· High Level process flow review for all departments


· Diagram and explanation of the integrations to/from Salesforce





[bookmark: _Toc421610129]Audience Specific Training


Each of the audiences will be involved in training specific to their own departments. Where appropriate, cross-departmental training may be useful.


Asset Management


Community Services


Compliance


Finance


Inspectors


IT


IT Development


Leasing & Occupancy


Maintenance


Marketing


Policy Planning


Property Management


Real Estate Development









[bookmark: _Toc421610130]Training Approach


[bookmark: _Toc421610131]Schedule


Training will be an ongoing effort that will involve the following components:


1. Train the SMEs during the Build phase. This training will be hands on and will have limited training materials. However these SMEs will become the Salesforce experts in each department and provide EIGHTCLOUD SAMPLE CLIENT a key resource for ongoing success.


2. Formal “train the trainer” efforts during the Go-Live phase. These formal efforts will have associated materials.


3. Ongoing training during roll-out. eightCloud will be available to answer questions and provide targeted training during the 8 week rollout:


a. Week 1: Rollout Live


b. Week 2: Questions and Support


c. Week 3: Outlook Integration


d. Week 4: Questions and Support


e. Week 5: Mobile Rollout


f. Week 6: Questions and Support


g. Week 7: Portal Rollout


h. Week 8: Questions and Support


4. Long term Support and Govern option. eightCloud also offers managed services as a long term option for providing training as part of the support and governance.





[bookmark: _Toc421610132]Delivery


The expected and preferred delivery method is live classroom instruction with both lecture and hands on components. The instructor will demonstrate a task, and then ask the class to perform the same task. The members of the project team will be on hand to assist individuals as needed.


To be confirmed when the curriculum is developed, but at this time the assumption is that training will require 2 to 3 days total for each participant. It will likely consist of a half day for the basics, half a day for Outlook and mobile training, and a whole day for the department specific training. Certain individuals may wish/need to participate in several of the department trainings thereby increasing the number of days spent in training.





[bookmark: _Toc421610133]Administrator and IT Developer Training


Salesforce Administrators and IT Developers should expect to attend as many of the training sessions as possible. Additional training may be warranted for individuals in these two roles.





[bookmark: _Toc421610134]Training Materials


Prior to the classroom, participants will be asked to review pre-work materials and/or take online training available from Salesforce. 


During the classroom session, the instructor will present concepts using a live demo and the end users will also be provided a user guide with written narratives and annotated screenshots as a reference. The user guide will be a coordinated effort between eightCloud and EIGHTCLOUD SAMPLE CLIENT SMEs.





To recap:


Pre-work (SFDC online training)


User Guide


Live Demo












[bookmark: _Toc421610135]Roles and Responsibilities





			Organization


			Name


			Role / Responsibility





			Project Team





			eightCloud, inc.


			eightCloud Resource


			Project Manager / Organize training efforts from eightCloud side; trainer





			eightCloud, inc.


			eightCloud Resource


			Technical Architect / Developer training as necessary





			eightCloud, inc.


			eightCloud Resource


			Lead Analyst / Trainer





			eightCloud, inc.


			eightCloud Resource


			Salesforce Analyst / Training documentation





			EIGHTCLOUD SAMPLE CLIENT


			TBD


			Project Manager / Organize training efforts on EIGHTCLOUD SAMPLE CLIENT side





			EIGHTCLOUD SAMPLE CLIENT


			TBD


			EIGHTCLOUD SAMPLE CLIENT Trainers
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			Version Number


			Date


			Description


			Author/Editor





			1.0


			3/20/15


			Template Creation


			Neil Jamison





			1.1


			6/3/15


			First Draft


			Neil Jamison





			2.0


			6/9/15


			Formatted per eightCloud Sample Client


			Neil Jamison
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			Name


			Role


			Action


			Date





			


			


			


			6/15/2015
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Salesforce Health Check Review











• Executive Summary / Major Findings
• Stakeholder Feedback
• Application Analysis 



– User Adoption
– Company Profile
– Leads
– Opportunities
– Accounts
– Contacts
– Campaigns
– Cases
– Chatter
– Reports & Dashboards
– Security – Roles & Profiles
– Data Usage
– Integration, Visualforce & Apex



• Corporate Roadmap
• Questions



Agenda✓











• Goal



– To determine health of the current implementation



– Document application



– Determine Risks and provide Recommendations



– Co-Develop Salesforce roadmap with customer



• Application Analysis + User Inputs



– Global Set-ups & Configurations



– Salesforce Object Review (configuration, usage)



– Security Review



– Data and Metadata analysis



– Adoption and Usage Statistics 



– Stakeholder interviews



eightCloud Methodology✓











• Standard Objects
– Leads



• 93% of all leads are Open, including 77k from 2011 and 2012
• Process issue – standard Lead-to-Opportunity conversion is not followed
• 85k Leads owned by Inactive User – transfer to active user or purge



– Accounts
• Most Accounts (66%) owned by an inactive user – transfer to active user
• Agency/ Account custom vs. standard object schema should be simplified



– Contacts
• 30/50 fields are rarely populated – field audit should be performed.



– Opportunities
• High number of past due opportunities (3K+) – update or close
• 2K owned by an inactive user – transfer to active user or close



– Cases
• Not actively using the Case object – no cases opened in 2013



– Campaigns
• The Campaign object is not being used at this time in Salesforce.com



Executive Summary / Major Findings



Recommendations/Best Practices
1) Use standard Salesforce.com Lead Conversion process



2) Perform Account-owner audit



3) Close out old Leads & Opportunities



4) Perform Field Audit across the board



✓











• Key Custom Objects



– Agency



• 380 Agency records



• Records and children records have been ‘migrated’ to standard Account object



• This custom object will be retired (there is nothing special about this object that 
cannot be address with the standard Account record).



• Misc



– Reports and Dashboards



• 84% of all reports have not been run in last 30 days



– Roles and Profiles



• Chargent Gateway is Public Full Access



• Too many custom profiles –17/37 (~1:2) profile:user ratio



Executive Summary / Major Findings



Recommendations/Best Practices
1) Cleanup and purge reports that are not useful



2) Audit Roles & Profiles (reduce the number)



3) Start using Territory Management.



4) Retire the Agency object, migrate to standard Salesforce.com object



✓











• Sales/ Marketing



– Let’s improve and build out reporting and dashboards.



– Let’s use Salesforce.com the way it was intended and move away from 
customized Agency object.



• Sales Support



– Lead-to-oppty workflow is not efficient.



– We are not engaging with Leads in SFDC, even when we assign them.



– Opptys are manually created, there is no loop back into SFDC.



• Operations



– Salesforce.com workflow can be improved



– We should integrate Salesforce.com with other systems (AdServer, Quickbook, 
Inventory Management).



Some Stakeholder Feedback…✓











Current Metric
The most basic metric used to measure adoption is the percentage of active users that have logged in 
to the application within the last 2 weeks.



For the period of the past 2 weeks, the number of users that logged in at least one time was 22 out of 
a total of 37 active users in the org, which is a 60% adoption metric. A healthy usage metric is above 
80% for the prior two weeks.



Time Period
Total # of Users Logged In (Active 



Users)
Adoption % Logged In (Active 



Users)



Last 2 Weeks 22 60%



Last 4 Weeks 27 73%



Last 8 Weeks 28 76%



Application Analysis:  Adoption✓











• ABC is using Salesforce Enterprise Edition with 37 total licenses (37 currently in use)



• Company Profile:



Org Item Value



Company Name ABC, Inc.



Primary Contact Sunil Kumar



Phone 415-533-7406



Used Data Space .578 GB (57%)



Used File Space .9 GB (3%)



API Requests, Last 24 Hours 927 (37,000 max)



Fiscal Year Starts In January



Salesforce.com Organization ID 00DE0000000Jfdx



Salesforce Edition Enterprise Edition



Application Analysis:  Company Profile✓











General Info
• 89,440 total Leads (97% unconverted)



– Process issue: Leads are not typically converted to Oppty



• Lead fields



– 31 total standard fields: 11 are filled in less than 10% of the time 
(of these, 2 fields contain no value on any lead record).



– 18 total custom fields: these fields are rarely used, 15 of these 
fields are filled in less than 1% of the time (of these, 3 fields 
contain no value on any lead record).



• Zero (0) validation rules



• 8 triggers, all managed packages (7 HubSpot, 1 Constant Contact)



• 4 page layouts; 4 used



• Default Lead Owner: Alex Mock (if assignment rules do not assign 
the lead, Alex will own the lead)



• 3 record types: Agency Sales, Business Development, Direct Sales



• 3 lead processes: Agency Sales, Business Development, Direct Sales



• 0 active workflow rules (1 inactive)



Application Analysis:  Leads
Year Created Leads



2011 10,217



2012 73,483



2013 5,740



Total Leads 89,440



✓











General Info



• 1 lead assignment process: HubSpot-based regional mapping to 
Users and Queues.



• Lead limits



– Custom Fields: 40/800 (8% used)



– Custom Field Relationships: 1/25 (4% used)



– All other limits under 1% usage



• No Auto-Response Rules



• Lead Status



– 93% of all leads are Open, including 77k from 2011 and 2012



– 85k Leads owned by Inactive User



Application Analysis:  Leads (continued)
Lead Status Leads



Contacted 1,603



Open 83,109



Qualified 2,767



Unqualified 1,961



Total Leads 89,440



Recommendations/Best Practices
1) Lead cleanup initiative for stale leads (convert/ close everything).



2) Leverage standard SFDC Lead Conversion process, avoid orphaning 
Leads.



✓











General Info



• 4,024 total opportunity records



– 1,919 in Open status. Of these,



• 1,756 have a Close Date in 2012 or earlier 



• 1,694 are owned by an inactive user



• Opportunity fields



– 30 total standard fields: 18 are filled in 100% of the time, 8 are filled in less than 
25% of the time (of these, 3 contain no value on any Opportunity record)



– 174 total custom fields:  148 are filled in less than 20% of the time (of these, 90 
contain no value on any Opportunity record)



• 10 active validation rules



• 1 trigger (HubSpot Integration)



• 7 page layouts; 5 used



• 4 record types 



– 3 associated sales processes 



• 23 active workflow rules



• Opportunity limits



– Custom Fields: 190/500 (38% used)



– Custom Relationship Fields: 6/25 (24% used)



– Active Workflow Rules: 23/50 (46% used)



– All other limits under 10% used



Application Analysis:  Opportunities



Recommendations/Best Practices
1) Review past due Opportunities: update closedate or close Oppty.



2) Review Opportunities owned by inactive users (reassign or close).



3) Review Opportunity Stages.



Opportunity Stage (29 stages) Records



Contacted 1,500



Demo Set 809



Prospecting 649



Closed Lost 546



Proposal 115



Demo Hold (No Contract Out) 57



Contract Out (No Commit) 53



Verbal Commitment 50



Contract Out (Verbal Commit) 40



Live 36



Proposal/ Price Quote 33



IO In 32



Solution Presented 18



Contract Sent 17



Integration/ Testing 10



Opportunity 10



Contract Executed 10



Needs Analysis 7



New 7



… 9



Total Opportunities 4,024



✓











General Info
• 4,092 total account records



• Account fields



– 31 total standard fields: 16 fields are populated lass than 25% of 
the time (of these, 2 fields contain no value on any Account 
record).



– 18 total custom fields: all 18 are populated less than 10% of the 
time, and 15 are populated less than 1% of the time.



• 0 validation rules



• 2 triggers (HubSpot)



• 4 page layouts; 4 used 



• 3 record types



• 0 workflow rules



• Account limits:



– Custom Fields: 18/500 (4% used)



– Rollup Summary Fields: 0/10 (0% used)



– Custom Relationship Fields: 3/25 (12% used)



Application Analysis:  Accounts
Account Type Accounts



Customer 10



Partner 7



Prospect 1



SMTP 78



(blank) 3,996



Total Accounts 4,092



Recommendations/Best Practices
1) Currently 2,714 accounts are owned by an Inactive User; these should be 



reviewed and reassigned.



2) Account categorization should be reviewed.



✓











General Info
• 3,205 total contact records



• Contact fields



– 44 total standard fields: 14 fields are used frequently, 
populated on 70% of all Contact records. 24 fields are used 
infrequently, populated on fewer than 10% of all Contact 
records (10 fields have never been used).



– 6 total custom fields: these fields are populated on fewer than 
6% of all Contact records (3 fields have never been used).



• 0 validation rules



• 6 triggers; 5 for HubSpot, 1 for Constant Contact



• 2 page layouts; 2 used



• 2 record types



• 1 active workflow rule



• Contact limits



– Custom Fields: 5/500 (1% used)



– Custom Relationship Fields: 2/25 (8% used)



– All other limits are near 0%



Application Analysis:  Contacts



Recommendations/Best Practices
1) Most Contacts (2,874) are owned by Inactive Users. 



This should be addressed alongside Account object 
cleanup.



✓











General Info



• The Campaign object is not being used at this time in Salesforce.com.



Application Analysis:  Campaigns✓











General Info



• Not actively using the Case object



• 1,293 total case records



– 1,286 closed/ 7 open



– No cases opened in 2013



Application Analysis:  Cases✓











General Info



• Chat enabled



• Low engagement



• A total of 1 groups



– 1 private



• 0 Topics listed



• 0 Chatter Mobile users



Application Analysis:  Chatter



Chatter uses a lot of the same paradigms that you see on sites like Facebook and Twitter, 
however, Chatter is completely secure and completely private. At the heart of Chatter is a feed 
with all of the things you choose to follow, like people, groups, accounts, and opportunities. You 
are in control. Chatter is not an app for monitoring other social media sites, like Twitter or 
LinkedIn. Chatter usage tends to correlate closely with general Salesforce.com engagement.



✓











General Info



• There are a total of 296 reports, of which...



– 249 have not been run in the last 30-days



– 221 have not been run in the last 90-days



– 25 have never been run (22 of these are reports were created by package installs)



• 80 of these reports are in the Unfiled Public Reports folder



• 96 total dashboards



Application Analysis:  Reports & Dashboards



Recommendations/Best Practices
1) Setup an archive reports folder for any reports that have not been run in 



over 90-days.



2) Remove permissions from the Unfiled Public Reports folder for those 
users that do not need it.



✓











List of Apps
– Chargent



– Conga Composer



– Constant Contact for Salesforce



– DocuSign for Salesforce



– EchoSign



– HubSpot



– PaymentConnect



– Salesforce for Google AdWords



Recommendations/Best Practices
1) Low risk, but recommend a full audit of installed apps.



Application Analysis: Installed Packages✓











Role Hierarchy
VP of Strategic Partnerships



aMp



BD Manager



BD Rep



VP of Sales



Director of Agency Sales Central



Account Executive Central



OCC



Director of Agency Sales East



Account Executive East



Director of Agency Sales West



Account Executive West



Head of Travel



Sharing Settings (Org-Wide Defaults)



– Lead -> Private



– Account -> Private



– Contact -> Private



– Opportunity-> Private



– Case -> Private



– Campaign -> Public Full Access



– Chargent Gateway -> Public Full Access



Sharing Settings (OWD) determine the access Users have to records they do not own. The Role 
Hierarchy is a way to extend access to records when Sharing Settings (OWD) have been set to 
anything more restrictive than “Public Read/Write”. 



Recommendations/Best Practices
1) Sharing Settings have some risk areas that should be audited.



2) Role Hierarchy should be adjusted to reflect expanding sales 
organization for 2014.



Application Analysis:  Sharing Settings & Roles✓











Custom Profiles (17)
– Account Executive
– Account Manager
– Accounting
– Ad Operations
– Ad Ops with Agreement
– Agency Sales
– Agency Sales Manager
– AM Test
– Business Development
– CLT Account Manager
– CLT System Administrator
– Custom Admin
– Direct Sales
– OCC
– Sales Coordinator
– Vendor Admin
– VP of Business Development



The Profile assigned to user defines that user’s permissions.  This is different than access to 
records in that it defines what a user can do with a record once it is up on the screen (i.e. 
edit/create/delete).  Profiles also define general systems permissions such as “Manage Public List 
Views” or “Password Never Expires”.



Recommendations/Best Practices
1) This org has too many profiles, 2:1 User-to-Profile ratio (should be around 



10:1 User-to-Profile).



2) Audit should be performed to right-size profile list, permission sets 
should be used if necessary (best practice).



Application Analysis:  Profiles✓











Network Access



– Four (4) IP Ranges have been whitelisted, which allows access from those 
IP address w/o requiring two-factor authentication.



Password Policy



– Require reset every 90 days



– 8 characters, mix of alpha and numeric



– Cannot re-use any of last 3 passwords



Miscellaneous



– No issues found



Recommendations/Best Practices
1) Audit IP Ranges to make sure they are known and trusted.



Application Analysis:  General Security✓











Recommendations/Best Practices
1) If Storage becomes an issue in the distant future… we could 



evaluate Task record persistence in Salesforce. We could consider 
deleting records based on criteria (e.g. Tasks older than 2 years).



2) Salesforce does archive Tasks that are older than 1 year and in a 
Completed status, however these still count against storage.



Storage Types Limit Used % Used



Data Storage 1 GB .578 GB 57%



File Storage 32 GB .9 GB 3%



Top 5 Record Types Records Used % Used



Tasks 101,303 197.9 MB 34%



Leads 89,435 174.7 MB 30%



HubSpot Activities 55,793 109 MB 19%



Top 5 Data Users Used % Used



Dan Hight 239.1 MB 26%



Melissa Andringa 103.4 MB 11%



Chris Sanchez 96.7 MB 11%



Application Analysis:  Data Usage



Data Statistics
• Data Storage includes all records in 



standard and custom objects



– Data Storage utilization is currently 
at 56% (.578 GB used vs. 1 GB limit)



– Of that data, 34% (198 MB) are Tasks



• File Storage includes attachments, 
Documents/Files tab, and Chatter



✓











Application Analysis:  Integration



General Info



– Hubspot



– Constant Contact



Recommendations/Best Practices



1) Constant Contact batch class fails several times a day… 
let’s resolve this.



✓











General Info



– Percent of available code used = .28%



– Code Coverage estimate = 85%



– Mostly managed packages (small amount of custom 
code for forgotten passwords)



Application Analysis:  Visual Force & APEX



Recommendations/Best Practices



✓











Salesforce.com Roadmap



1. SFDC Integrations 
(AdServer, Quickbook, 
Inventory Management)



2. Campaign Management



Futures



Object 
Hierarchy 
Alignment



Quota Load/ 
Reporting



Training



Adoption



Futures



Timeline



✓











Questions / Next Steps
✓
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Introduction


			1.			Introduction


						1.1.			Purpose


									The general purpose of this document is to provide a template that can be used for writing test cases and scripts. 


						1.2.			Instructions


									The instructions for using this test script are listed below.


									1.			Ultimately, each test script should map against one or more application requirements (see diagram below).  Each test script should also contain one or more test cases per test script as shown in the diagram below.





									2.			Each individual test script should be its own tab, with an associated tab containing only the test cases for that script.





									3.			Be sure to copy and label the "Test Script" and "Test Case" tabs when adding additional scripts and cases to this workbook.  When completely filled out just select "Print Workbook" to generate a complete document for audit records.











Test Script - CRM - Contacts


			2.			Test Script


						Salesforce CRM Project


						Salesforce - Contacts


						2.1.			Test Script Execution Instructions


									Please complete the "Execution History" section completely each time.  


									Contacts workflow


						2.2.			Specific Information Regarding this Script


									The instructions for using this test script are listed below.





									Test Script Setup:





									Please add a contact to CRM including the following fields first name, last name, email address and phone number





									<Test scripts will be executed in the following browser and operating system combinations>: IE 7 or better





									<The following files have been set up for use in this test script>:





									Test Script Evolution:





									<Note about highlighted items that are subject to change as you move from one environment to another.>


									Additional Information:





									<Anything else.>


						2.3.			Execution History





									Date			Build			Min. to Execute			# Pass/# Fail			Executed by:						Comments


									8/2/10			it2			6			Pass			Eric						Could not find how to relate an Accounto case












































						2.3.			Revision History





									Date			Build			Description																								Author





















































Test Cases Contacts


			3.			Test Script and Test Case Template





						Test Script number/name															Description


						< #2 , Salesforce - Contacts >															Contact Workflow


						Preconditions															Your mother does not exist in the CRM system as a contact

















									Test Case number/name												Requirement												Expected Result


									< #2.1 ,Add Contact workflow >												<Requirement>												<Expected Result>


									Preconditions												Your mother does not exist in the CRM system as a contact














									Step			Input Data / Comments									Activity												Expected Results												Actual Results / Comments


									1												Under Search on left navigation, choose 'Contacts' from drop-down												Related search input fields should display


									2			"Your mother's name"									Search for contact												Not found


									3												Click new contact												new contact form opens


									4												add first name, last name												data is populated in fields


									5			Email address you have access (msn, hotmail or gmail account or old Vertafore alias)									phone number and email address												data is populated in fields


									6												Associate mother's contact to an account												Note the account


									7												Click save												Your mother is contact in CRM


									8												Search for your mother by name												Find the contact you just created


									9												Select your mother from Recently Viewed on left												See mother's contact under Recently Viewed


									10												Search for the account												Account found


									11												Verify your mother exists under contacts for the account												Mother is listed as contact for account








									Test Case number/name												Requirement												Expected Result


									< #2.2 , Add contact with out account >												<Requirement>												<Expected Result>


									Preconditions												Your best friend does not exist in the data base.


																					<List pre-conditions here.  Delete or add lines as needed.>


																					<List pre-conditions here.  Delete or add lines as needed.>


																					<List pre-conditions here.  Delete or add lines as needed.>


																					<List pre-conditions here.  Delete or add lines as needed.>


									Step			Input Data / Comments									Activity												Expected Results												Actual Results / Comments


									1			Your best friends name									Search for contact												Not found


									2												Click new contact												New contact form opens


									3												Add first name and last name												data is populated in fields


									4			Email address you have access (msn, hotmail or gmail account or old Vertafore alias)									Phone number and email address												data is populated in fields


									5												Click save												Your best friend is a contact in CRM


									6												Click Home page tab												Home page is displayed


									7												Search for best friend by email address												The contact your just created is found


									8												Open the contact for our best friend												Contact is displayed


									9												Look under 'Open Activities' related list												Open task assigned to you is automatically created.


									10												Click Home page tab												Under my open tasks see new task





									Test Case number/name												Requirement												Expected Result


									< #2.3 , Making Contact Portal User >												<Requirement>												<Expected Result>


									Preconditions												Your mother is not a Vertafore portal user


																					<List pre-conditions here.  Delete or add lines as needed.>


																					<List pre-conditions here.  Delete or add lines as needed.>


																					<List pre-conditions here.  Delete or add lines as needed.>


																					<List pre-conditions here.  Delete or add lines as needed.>


									Step			Input Data / Comments									Activity												Expected Results												Actual Results / Comments


									1												Select your mother under the recently viewed links												The contact detail for your mother opens


									2												Select the link by register self service user												The register self service portal user form opens, first and last name and email address are populated.


									3			Enter field information									check display name to public, enter a vertafore id, confirm email, check to manage cases online, and word verification, select register												Registration verification screen displays


									4												Refresh the contact in CRM												IQ user statusregistration in progress, IQ user role should be restricted, IQ user type external, IQ registeration Date is current date, submitted Vertafore ID is id entered on form


									5			Update stats fields in CRM									Change IQ User Role to update my cases and change IQ user status to Approved												the changes are saved when you view contact details.


									6												Login to IQ staging <insert URL> 												My inbox pulls up when login


									7												Select web users and search for your mother												Your mother is found


									8												select your mother and select to edit												Web user your mother contact details opens in edit mode


									9												change ……..(need to see page for details)








									Test Case number/name												Requirement												Expected Result


									< #2.4 , Changing Contact association>												<Requirement>												<Expected Result>


									Step			Input Data / Comments									Activity												Expected Results												Actual Results / Comments


									1												Search for contact Donna Gumm												Donna is returned in search results


									2												Select Donna's name												Contact detail form for Donna opens


									3												Click on the magnifying glass next to the Account name.												Search window is popped


									4


									5												Search for any different account												Account search results are displayed


									6												Select this account												Account name is updated on Donna's detail page


									7												Search for Account noted in step 												The account populates in account field under contact information


									8


									9


									10


									11


									12








Test Script - CRM Cases


			3.			Test Script


						Salesforce CRM Project


						Salesforce - Cases


						3.1.			Test Script Execution Instructions


									<Enter any SPECIAL instructions for this Test Script here>


									<Note that each test case (and script) has a Description and Precondition section in which you can enter test case specific instructions>


						3.2.			Specific Information Regarding this Script


									The instructions for using this test script are listed below.





									Test Script Setup:





									<The following data variables have been set up for use in this test script>:





									<Test scripts will be executed in the following browser and operating system combinations>:





									<The following files have been set up for use in this test script>:





									Test Script Evolution:





									<Note about highlighted items that are subject to change as you move from one environment to another.>


									Additional Information:





									<Anything else.>


						3.3.			Execution History





									Date			Build			Defect Number			Min. to Execute			# Pass/# Fail			Executed by:						Comments


						3.1












































						3.3.			Revision History





									Date			Build			Description																								Author





















































Test Cases  - CRM Cases


			3.			Test Script and Test Case Template





						Test Script number/name															Description


						< #3 , Salesforce - Cases >															Case Workflow


						Preconditions															Access to CRM with representative rights or better


																					Account and contact data in CRM


																					List reports built


																					Email address on contact you can access


																					Account has an Asset associated to it.





									Test Case number/name												Requirement												Expected Result


									< #3.1 , Create Case>												<Requirement>												<Expected Result>


									Preconditions												Use contact you created which you have access to email address


																					<List pre-conditions here.  Delete or add lines as needed.>


																					<List pre-conditions here.  Delete or add lines as needed.>


																					<List pre-conditions here.  Delete or add lines as needed.>


																					<List pre-conditions here.  Delete or add lines as needed.>


									Step			Input Data / Comments									Activity												Expected Results												Actual Results / Comments


									1												search for contact you created previously												Contact detail form appears


									2												Select new next to case object												Case detail form opens in edit mode with the following information populated, case number account, contact, work phone, email address, tier, priority, status and open time.


									3			Select Asset/select product									Click on magnifying glass next to asset												After selecting available item, the product will populate


									4												Click on drop down box for team and select one Value												Team selected fills to box, note the team


									5			enter a subject and description																					information is in subject and description fields


									6												Click save												returned to contact detail screen see case listed under case object with you as the owner


									7												Select the case tab												see case listed under my open cases


									8												Check email address associated with contact for emails of case creation.												Received email acknowledging case creation.














									Test Case number/name												Requirement												Expected Result


									< #3.2, Activity Workflow >												<Requirement>												<Expected Result>


									Preconditions												Have existing case assigned to you.














									Step			Input Data / Comments									Activity												Expected Results												Actual Results / Comments


									1												From case tab select the case listed under my open cases												Case detail screen with case information will launch.


									2			Document customer interaction									On completed activities object select log a call												New task form will open.  Following data will populate, owner, type=call, due date= current date, priority=3-low, status=completed, account, primary contact, case number, audit information populates, there is also information in call details


									3			enter subject and description information									enter subject and description information												subject and description fields have data you entered


									4			select an interaction type									click drop down box under interaction												field populates with selection


									5												click save												Case detail screen with case information will launch. Completed activities will show activity you created























									Test Case number/name												Requirement												Expected Result


									< #3.3 , Task Workflow >												<Requirement>												<Expected Result>


									Preconditions												Existing case opened at case detail screen














									Step			Input Data / Comments									Activity												Expected Results												Actual Results / Comments


									1												on open activity object, click new task												Task details form will open with following fields populated: owner - you, due date - today's date, priority - 3-low, account, contact and case id from case.


									2			enter subject and description information									enter subject and description information												subject and description fields have data you entered


									3			select type from drop down menu									select type research												research displays in type field


									4			select next business date for due date									Click Due Date select next business day


									5			change priority 									from Priority drop down menu select 2-medium												2-medium should display in priority


									6			select status									from drop down menu select a status Not started												Status displays Not Started


									7												Click save												case detail screen will display with new task under open activities


									8												Click Home Page Tab												Task will display under my open task with next business day as due date














									Test Case number/name												Requirement												Expected Result												Actual Results / Comments


									< #3.4 , Appointment Workflow>												<Requirement>												<Expected Result>


									Preconditions												Existing case














									Step			Input Data / Comments									Activity												Expected Results


									1												under recently viewed on left - select case number												case detail screen will open with case


									2												Under the open activities object select a new appt												the appointment edit form will open.  Populated data is owner=you, start time=today's date with a time, end time=end date with one hour later time; related to: has account, primary contact; case number from case


									3			enter subject and description information									enter subject and description information												subject and description fields have data you entered


									4			enter a type									from drop down select call												Type=call


									5			update start and end date and time									click on the link for the start and end date and times												start and end dates and times display what you selected


									6												click save												case detail screen will open .  Under open activities the new appointment is lised


									7												Select the calendar tab												calendar tab opens


									8												select the date for the appointment												you see the appointment in your calendar














									Test Case number/name												Requirement												Expected Result												Actual Results / Comments


									< #3.5 ,Complete task  Workflow >												<Requirement>												<Expected Result>


									Preconditions												open task with you as the owner














									Step			Input Data / Comments									Activity												Expected Results


									1												On the calendar tab click the open task in the lower right hand corner of the screen (select the task subject to open)												task detail form opens with data for task created in #3.3


									2												either select edit or click next to the items to modify												either form or field displays in edit mode


									3			Update description to complete									type comments in description												Description field has your added comments


									4			change status									select the status drop down menu select completed												status displays completed


									5												select save												task detail screen displays and completed date displays current date and time























									Test Case number/name												Requirement												Expected Result


									< #3.6 , Search knowledge base Workflow >												<Requirement>												<Expected Result>


									Preconditions												Existing open case














									Step			Input Data / Comments									Activity												Expected Results												Actual Results / Comments


									1												Under the recently viewed list select a case												Case detail form will open


									2												navigate to the find answers object												see this displayed on page


									3			type in a keyword(s) or question in search box									next to the long box select ask												results will display under search results





























									Test Case number/name												Requirement												Expected Result


									< #3.7 , Link KB article Workflow >												<Requirement>												<Expected Result>


									Preconditions												case, find answer search conducted, data returned in search














									Step			Input Data / Comments									Activity												Expected Results												Actual Results / Comments


									1												after performing KB search and results were found select two articles												small box next to article are checked


									2												click on link with states linked content												articles will display under header of linked content
































									Test Case number/name												Requirement												Expected Result


									< #3.8 ,Add customer portal note Workflow >												<Requirement>												<Expected Result>


									Preconditions												Existing open case, customer who is portal user














									Step			Input Data / Comments									Activity												Expected Results												Actual Results / Comments


									1												from case detail form select new task 												Task details form will open with following fields populated: owner - you, due date - today's date, priority - 3-low, account, contact and case id from case.


									2			enter subject and description information									enter subject and description information												subject and description fields have data you entered


									3			select type from drop down menu									select type portal note												portal note displays in type field


									4			select status									from drop down menu select a status Not started												Status displays Not Started


									5												Click save												case detail screen will display with new task under completed activities - type of portal note


									6												Login to IC as portal user												user is able to successfully login and name displays in upper right of screen


									7												select view my cases												find case, portal note is visible











									Test Case number/name												Requirement												Expected Result


									< #3.9 , Unlink KB workflow>												<Requirement>												<Expected Result>


									Preconditions												Existing case in CRM with linked answers














									Step			Input Data / Comments									Activity												Expected Results												Actual Results / Comments


									1												select the cases tab												cases home page displays with list of your open cases


									2												select an open case												case detail form displays with case data


									3												Under find answers>linked answers> select one linked answer check it												box next to linked answer is checked


									4												select unlink												answer will not show under linked answers


























									Test Case number/name												Requirement												Expected Result


									< #3.10 , Escalate Case Workflow>												<Requirement>												<Expected Result>


									Preconditions												Existing case














									Step			Input Data / Comments									Activity												Expected Results												Actual Results / Comments


									1												From case detail page either select to edit case or click on tier to edit												form or field is in edit mode


									2			edit tier									select level 2 escalation for tier												case detail view refreshes and escalation and escalation detail objects are visible.


									3			under escalation enter information for all fields but TFS									make selections for those fields												fields display selections


									4			under escalation detail object please populate appropriate data									enter data in some or all of the fields, make appropriate data selections												data displays as selected or entered


									5			change case status									under detail section change status to open-escalated, sub status to level 2												status=open-escalated, sub status level2


									6			remove self from owner field									delete your name from owner field												nothing displays in owner field


									7												click save												case detail form displays with all data entered


									8												select case tab												case home page displays


									9												from case list select the appropriate open escalated team case list to view escalated case												case shows up in list


									10												select from case list all escalated cases												case shows up in the list








									Test Case number/name												Requirement												Expected Result


									< #3.11 ,Close case>												<Requirement>												<Expected Result>


									Preconditions												open existing case














									Step			Input Data / Comments									Activity												Expected Results												Actual Results / Comments


									1												select all open cases from case list												list of open cases will display


									2												select a case with a status of open and no owner												case detail will display


									3			make yourself the owner									in owner field type in your network alias												name should display as owner


									4			search under find answers									search find answers for KB article												articles will display


									5			check one of the results									select link to link KB article to case												KB article will show under linked answers


									6												selected log a call under completed activities to document interaction												Log a call form will open


									7			enter all appropriate information									populate subject, description and click save												task will show under completed activities


									8			populate data of product area, call type									select product area and call type from drop down box												fields display selected items


									9			change case status									change the case status to closed												field shows closed


									10												click save												case detail will display and data selections display properly


									11												navigate to case home page												case home page displays


									12												under case list select closed cases												you will see closed case in list with you as the owner


									13												in the case list drop down menu select cases I closed in the last 90 days												case pulls to this list
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									< #3.12 , workflow>												<Requirement>												<Expected Result>


									Preconditions												<List pre-conditions here.  Delete or add lines as needed.>


																					<List pre-conditions here.  Delete or add lines as needed.>


																					<List pre-conditions here.  Delete or add lines as needed.>


																					<List pre-conditions here.  Delete or add lines as needed.>


																					<List pre-conditions here.  Delete or add lines as needed.>


									Step			Input Data / Comments									Activity												Expected Results												Actual Results / Comments
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[bookmark: _Toc318010732]Document Overview


[bookmark: _Toc287624720][bookmark: _Toc287876706][bookmark: _Toc330994631][bookmark: _Toc318010733]Purpose & Scope


The purpose of the Report of Findings (RoF) is to document and gain consensus on the business processes reviewed and requirements captured during the onsite Business Process Review workshops conducted on [insert dates]. 


The Report of Findings details the complete set of requirements and business processes communicated by [CLIENT] to the eightCloud project team.  The eightCloud team will carefully review requirements in order to create the best solution possible for [CLIENT]; however, all requirements captured in the RoF may not be included in the final design documents presented to [CLIENT] in subsequent project phases.  Those documents may include a subset of the requirements recorded in this document, as all requirements may not


a) Translate into a functional or technical requirements or 


b) Be considered in scope for this phase of the project per the Statement of Work (SoW)


[bookmark: _Toc287876708][bookmark: _Toc330994633]Any requirements that are considered out of scope are indicated in the RoF. 


[bookmark: _Toc318010734]Key Project Objectives


[bookmark: _Toc287876709][bookmark: _Toc330994634][Provide a list of the objectives – i.e. what has the client indicated to eightCloud are the key objectives that are their driving indicators for success of the project]


[bookmark: _Toc318010735]Project Assumptions


[bookmark: _Toc287876710][bookmark: _Toc330994635][Provide a list of assumptions – what are the restrictions, limitations, accepted truths, expectations that need to be stated explicitly, etc.]


[bookmark: _Toc318010736]Project Terminology


The following terminology has been noted and may appear throughout the Report of Findings. 


[bookmark: _Toc285096138][bookmark: _Toc287876726][bookmark: _Toc330994691][bookmark: _Toc318010769]Project Terminology


			[CLIENT] Business Terms





			


			





			


			








[bookmark: _Toc285096140][bookmark: _Toc287876728][bookmark: _Toc330994693][bookmark: _Toc318010770]Project Systems & Tools


			[CLIENT] Systems & Applications





			


			





			


			








[bookmark: _Toc285096141][bookmark: _Toc287876729][bookmark: _Toc330994694][bookmark: _Toc318010771]Glossary of Terms


			Glossary of Terms





			BPR


			Business Process Review





			CRM


			Customer Relationship Management





			Object


			Data structure within SFDC with associated routines/processes





			RoF


			Report of Findings





			SFDC


			Salesforce.com





			SDD


			Solution Design Document





			SoW


			Statement of Work















[bookmark: _Toc318010737]Executive Summary


[bookmark: _Toc287876712][bookmark: _Toc330994637][bookmark: _Toc318010738]Executive Overview


The following section is designed to provide an overview of the key findings documented throughout the Analyze Phase of the project.  The detailed process flows and business requirements outlined in the subsequent sections of the RoF contain the details that support the solution design.


[bookmark: _Toc318010739]Context Diagram


The context diagram provides a high-level data map that demonstrates the interactions of systems, users, external entities and integration points as part of the business process.


[bookmark: _Toc318010764]Systems & Object Mapping


<INSERT DIAGRAM HERE>





[bookmark: _Toc318010740]Key Findings


[text]





























[bookmark: _Toc318010741]Security


[bookmark: _Toc287876717][bookmark: _Toc330994642][bookmark: _Toc318010742]Security & Sharing


The following requirements document how information will be secured and shared within the solution.


[bookmark: _Toc318010743]Role Hierarchy


[Insert diagram here]


[bookmark: _Toc318010744]Requirements


			ID


			Description


			SoW Scope





			1 


			Ability to …


			In Scope





			2 


			


			





			3 


			


			











[bookmark: _Toc318010745]Lead Management


[bookmark: _Toc318010746]Lead Management Process


[bookmark: _Toc318010765]Lead Management Process


[Insert Process Flow]


[bookmark: _Toc318010747]Lead Management Requirements


[bookmark: _Toc318010772]Lead Management Requirements


			ID


			Description


			SoW Scope





			


			Ability to…


			In Scope





			


			


			





			


			


			











[bookmark: _Toc318010748]Account Management


[bookmark: _Toc318010749]Account Management Process


[bookmark: _Toc318010766]Account Management Process


[Insert Process Flow]


[bookmark: _Toc318010750]Account Management Requirements


[bookmark: _Toc318010773]Account Management Requirements


			ID


			Description


			SoW Scope





			


			Ability to…


			In Scope





			


			


			





			


			


			











[bookmark: _Toc318010751]Opportunity Management


[bookmark: _Toc318010752]Opportunity Management Process


[bookmark: _Toc318010767]Opportunity Management Process


[Insert Process Flow]


[bookmark: _Toc318010753]Opportunity Management Requirements


[bookmark: _Toc318010774]Opportunity Management Requirements


			ID


			Description


			SoW Scope





			


			Ability to…


			In Scope





			


			


			





			


			


			











[bookmark: _Toc318010754]Support Management


[bookmark: _Toc318010755]Support Management Process


[bookmark: _Toc318010768]Support Management Process


[Insert Process Flow]


[bookmark: _Toc318010756]Support Management Requirements


[bookmark: _Toc318010775]Support Management Requirements


			ID


			Description


			SoW Scope





			


			Ability to…


			In Scope





			


			


			





			


			


			












[bookmark: _Toc318010757]Analytic Requirements


The following items were identified as KPI requirements.  In order to meet these requirements, fields / records must capture the related data points in order to report on these items.  Items marked with an “*” may not be possible without additional integrations / batch data migrations that are not necessarily in scope for this phase. 


[bookmark: _Toc318010758]Report Requirements


[bookmark: _Toc318010776]Report Requirements


			ID


			Report Title


			Report Description


			SoW Scope





			


			


			


			In Scope





			


			


			


			





			


			


			


			








[bookmark: _Toc318010759]Dashboard Requirements


[bookmark: _Toc318010777]Dashboard Requirements


			ID


			Dashboard Title


			Dashboard Description


			SoW Scope





			


			


			


			In Scope





			


			


			


			





			


			


			


			











[bookmark: _Toc318010760]Data Migration


Data Migration will consist of [Account, Contact, etc.] records from [CLIENT]. Additional migration details will be detailed in the design documents and Migration Workbook. 


[bookmark: _Toc318010761]Data Migration Requirements


The following section outlines the high-level migration requirements captured during the BPR.


[bookmark: _Toc381636577][bookmark: _Toc318010778]Data Migration Requirements


			
ID


			Ref #


			Source Data Description


			Destination Table


			# of Files


			Approximate Record Count


			Approximate Fields (assumed)


			SoW Scope





			


			


			


			


			


			


			


			





			


			


			


			


			


			


			


			











[bookmark: _Toc318010762]Data Integration


Data Integration will consist of […]. Additional integration details will be detailed in the design documents and Integration Workbook. 


[bookmark: _Toc318010763]Data Integration Requirements


The following section outlines the high-level integration requirements captured during the BPR.


[bookmark: _Toc318010779]Data Integration Requirements


			
ID


			Ref #


			Source


			Target


			Frequency


			Direction


			SoW Scope
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[bookmark: _Toc399317393]Document Organization and Objectives


[bookmark: _Toc399317394]Overview


This document addresses planning for the “Go Live” of the HomeBase project. When a project of this scale is deployed into production, it is critical that the activities are tightly scripted and choreographed well ahead of time. Typically the business provides a relatively short window to perform the cutover so as not to disrupt operations, so the project team’s expectation is to schedule at least some of the detailed cutover activities literally by the minute. 





This document summarizes the following:


· Plan Definition


· Roles and Responsibilities


· Preparedness Milestones


· Go / No Go Decision Framework and Timing


· Communication Plan


· Detailed Plan


· Cutover Activities list


· Validation in production post cutover but prior to Go Live


· Immediate support after cutover





[bookmark: _Toc399317395]Plan Objectives


The objectives of this training program are to:


· Document key activities and responsibilities that must be considered for Go Live


· Gain commitment from all stakeholders





[bookmark: _Toc399317396]Assumptions


It is our assumption that the Commission does not want to shut down operations any more than absolutely necessary. We are making the assumption that shutting down for one Friday afternoon is acceptable to the Commission.





[bookmark: _Toc399317397]Go Live Plan Definition


[bookmark: _Toc399317398]Roles and Responsibilities


Each group below will play a role in validating readiness and in deploying HomeBase during the Go Live cutover. It is critical that the each group know their role and follow the plan.








			Role


			Responsibility





			eightCloud Team


			Project Management, Communications, Execution





			SMEs


			Participation in planning and execution, Signoffs





			IT Governance


			Oversight, Escalations, Signoffs





			Integration Partners


			Availability, Support











[bookmark: _Toc399317399]Preparedness Milestones


Below are key dates to track in order to ensure we are prepared for Go Live.


· [bookmark: _Toc399317400]User Acceptance Testing – 3/13/15


· [bookmark: _Toc399317401]Code Migration – 3/26/15


· [bookmark: _Toc399317402]Production Final QA – 4/2/15








[bookmark: _Toc399317403]Go / No Go Decision Framework and Timing


[bookmark: _Toc46303395]The Commission, specifically the IT Governance committee, ultimately owns the decision on whether or not to take HomeBase live. The project team has a responsibility to communicate fully and accurately in order to facilitate an informed decision. All factors, from bug count to organizational readiness, should be considered when making the decision to Go Live. 





From the Training Plan, we established quantifiable criteria for determining whether HomeBase passed or failed. Those criteria, referenced below, should also be used as on input for the Go / No Go decision.





Testing Pass/Fail Criteria:


· No Critical bugs


· No Major bugs that do not have acceptable workarounds


· A reasonable number of Minor bugs, as agreed upon by the SMEs


· A stable environment that is not changing


· End to End testing completed





In addition to these criteria, the decision should also factor in how ready the organization is for the change. Questions for the IT Governance committee to consider are:





· Does the committee have all the data they need to make a Go / No Go decision?


· Is training complete and did it go well?


· Are there any external factors (schedule conflicts, absence of key staff, etc.) that will affect the Go Live?








The formal decision should be made on our about the day before the cutover. Presumably the decision should be a formality because any “showstopper” issues will have been identified and addressed prior to this time.






[bookmark: _Toc399317404]Cutover Communication Plan





The major points of communication specifically around the cutover are proposed as follows:





			Timing


			Audience


			Responsible


			Details





			1 month prior


			All Staff / Partners


			Project Manager


			Advance notice to all advising them of the timeline and setting expectations





			1 week prior


			All Staff / Partners


			Project Manager


			Reminder notice, with detailed timeline





			1 day prior


			Project Team, SMEs, IT Governance


			Project Manager


			Go / No Go Decision, Detailed plan including specific tasks and timeline





			1 day prior


			All Staff / Partners


			Project Manager


			Notification of Go / No Go decision, confirmation of Go Live





			Wednesday of cutover


			All Staff / Partners


			Project Manager


			Notification to stop data entry in legacy database





			Monday after cutover


			All Staff / Partners


			Project Manager


			Notification to begin using HomeBase, include support procedures / contact info











[bookmark: _Toc409926758][bookmark: _Toc46303401]



[bookmark: _Toc399317405]Detailed Cutover Planning


[bookmark: _Toc409926759]


This detailed plan will be updated and expanded upon to include more details during the final preparation before cutover. Also, in that planning we will include everyone’s contact information and specific meeting times. The cutover is planned to occur over a 2.5 day period from Wednesday at noon to Friday end of day. Starting with a cutoff on a Wednesday at noon to allow enough time for the team to move the most recently updated data over to HomeBase. The philosophy here is that, if anything were to go wrong, a roll back can be done over the weekend by the project team. 





			Task


			Timing


			Responsibilty / Comments





			Cutoff data entry into legacy database


			Wed @ noon


			All Staff will be notified to stop using the database





			Final Data Migration


			Wed/Thurs


			eightCloud








			End-to-End Test


			Thurs


			eightCloud will conduct one final end-to-end test





			Validation by SMEs


			Fri


			SMEs will validate the final data migration was done correctly





			Final Signoff


			Fri


			With SMEs input, IT Governance will be asked to sign off on the validation





			Rollback (if necessary)


			Weekend


			If rollback is necessary, open up the legacy database and communicate to users





			Go Live


			Monday


			All Staff will begin using HomeBase





			Post Implementation Support


			@ Go Live 


			Support will begin immediately after Go Live, with all hands at the commission offices for day one








[bookmark: _Toc399317406][bookmark: _Toc76289321][bookmark: _Toc100125728]Document Change History





			Version No.


			Date


			Name


			Description of Change





			1.0


			9/8/14


			Eric Long


			Initial Template Creation





			1.1


			9/11/14


			Eric Long


			Final Draft





			1.2


			9/24/14


			Eric Long


			Based on ITG feedback, extended cutover period to 2.5 business days





			


			


			


			











[bookmark: _Toc399317407]Review and Sign-off


Below is a list of the required reviewers


			Person


			Role


			Contact


			Reviewed Date





			


			


			


			





			


			


			


			





			


			


			


			








[bookmark: _Toc76289322][bookmark: _Toc100125729][bookmark: _Toc399317408]Glossary/ Definitions


Below is a list of common terms and their definitions that are used throughout this document:


			Term


			Definition





			


			





			


			





			


			








[bookmark: _Toc76289323][bookmark: _Toc100125730][bookmark: _Toc399317409] Related Documents/References





			Document


			Document Location
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eightCloud YTD Financials and Balance Sheet.xlsx

Jan-Mar 2016 BS (Cash)


																		Mar 31, 16


			ASSETS


						Current Assets


									Checking/Savings


												10000 · US Bank						610,818.20


									Total Checking/Savings									610,818.20


									Accounts Receivable


												11000 · Accounts Receivable						-158.80


									Total Accounts Receivable									-158.80


									Other Current Assets


												12000 · Undeposited Funds						2,000.00


												12200 · Prepaid Expense						-0.03


									Total Other Current Assets									1,999.97


						Total Current Assets												612,659.37


						Fixed Assets


									16000 · Computers									-7,291.39


									17000 · Accumulated Depreciation									-11,338.51


						Total Fixed Assets												-18,629.90


			TOTAL ASSETS															594,029.47


			LIABILITIES & EQUITY


						Liabilities


									Current Liabilities


												Other Current Liabilities


															24000 · Payroll Liabilities			31,502.18


												Total Other Current Liabilities						31,502.18


									Total Current Liabilities									31,502.18


						Total Liabilities												31,502.18


						Equity


									31000 · Shareholder Investment


												31100 · Shareholder Invest - Ajay						981.93


												31200 · Shareholder Invest - Darryl						40,361.50


									Total 31000 · Shareholder Investment									41,343.43


									31400 · Shareholder Distributions


												31402 · Shareholder Dist - Ajay						-104,622.93


												31404 · Shareholder Dist - Darryl						-103,641.00


												31406 · Shareholder Dist - Eric						-58,459.00


									Total 31400 · Shareholder Distributions									-266,722.93


									32000 · Retained Earnings									732,912.11


									Net Income									54,994.68


						Total Equity												562,527.29


			TOTAL LIABILITIES & EQUITY															594,029.47
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Jan-Mar 2016 BS (Accrual)


																		Mar 31, 16


			ASSETS


						Current Assets


									Checking/Savings


												10000 · US Bank						610,818.20


									Total Checking/Savings									610,818.20


									Accounts Receivable


												11000 · Accounts Receivable						359,028.66


									Total Accounts Receivable									359,028.66


									Other Current Assets


												12000 · Undeposited Funds						2,000.00


												12200 · Prepaid Expense						-0.03


									Total Other Current Assets									1,999.97


						Total Current Assets												971,846.83


						Fixed Assets


									16000 · Computers									-7,291.39


									17000 · Accumulated Depreciation									-11,338.51


						Total Fixed Assets												-18,629.90


			TOTAL ASSETS															953,216.93


			LIABILITIES & EQUITY


						Liabilities


									Current Liabilities


												Other Current Liabilities


															24000 · Payroll Liabilities			31,502.18


												Total Other Current Liabilities						31,502.18


									Total Current Liabilities									31,502.18


						Total Liabilities												31,502.18


						Equity


									31000 · Shareholder Investment


												31100 · Shareholder Invest - Ajay						981.93


												31200 · Shareholder Invest - Darryl						40,361.50


									Total 31000 · Shareholder Investment									41,343.43


									31400 · Shareholder Distributions


												31402 · Shareholder Dist - Ajay						-104,622.93


												31404 · Shareholder Dist - Darryl						-103,641.00


												31406 · Shareholder Dist - Eric						-58,459.00


									Total 31400 · Shareholder Distributions									-266,722.93


									32000 · Retained Earnings									1,037,224.63


									Net Income									109,869.62


						Total Equity												921,714.75


			TOTAL LIABILITIES & EQUITY															953,216.93
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Jan-Mar 2016 P&L (Cash)


																								Jan - Mar 16


						Ordinary Income/Expense


												Income


															41000 · Project Income									198,600.00


															42700 · Recurring Consulting Income									564,720.27


												Total Income												763,320.27


									Gross Profit															763,320.27


												Expense


															60000 · Advertising and Promotion									135.96


															60200 · Automobile Expense


																		60202 · Gas						591.48


																		60204 · Parking						92.00


																		60200 · Automobile Expense - Other						11,494.85


															Total 60200 · Automobile Expense									12,178.33


															60400 · Bank Service Charges									66.68


															61000 · Business Licenses and Permits									4,490.98


															61700 · Computer and Internet Expenses


																		61704 · Software						576.17


																		61700 · Computer and Internet Expenses - Other						4,423.36


															Total 61700 · Computer and Internet Expenses									4,999.53


															62000 · Continuing Education									100.00


															62300 · Conferences


																		62302 · Room Rental						13,893.34


																		62300 · Conferences - Other						11,374.90


															Total 62300 · Conferences									25,268.24


															62900 · Employee Gifts									109.50


															63300 · Insurance Expense									4,633.45


															64300 · Meals and Entertainment									398.82


															64700 · Miscellaneous Expense									-0.01


															64900 · Office Supplies									2,241.49


															65000 · Taxes


																		65600 · State DOR						12,845.79


															Total 65000 · Taxes									12,845.79


															66000 · Payroll Expenses


																		66200 · Payroll Taxes - State						73.19


																		66300 · Employee Medical/Dental						29,812.75


																		66400 · Employee 401K						392.25


																		66000 · Payroll Expenses - Other						523,776.29


															Total 66000 · Payroll Expenses									554,054.48


															66500 · Postage and Delivery									53.00


															66700 · Professional Fees


																		66705 · Employee Recruiting						23,750.00


																		66704 · Business Consulting						7,852.78


																		66800 · Accounting/Bookkeeping						1,922.62


																		66702 · Development Work


																					66703 · Offshore Software Development			41,887.00


																					66702 · Development Work - Other			3,600.00


																		Total 66702 · Development Work						45,487.00


															Total 66700 · Professional Fees									79,012.40


															68100 · Telephone Expense									3,281.52


															68400 · Travel Expense									4,455.43


												Total Expense												708,325.59


						Net Ordinary Income																		54,994.68


			Net Income																					54,994.68
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Jan-Mar 2016 P&L (Accrual)


																								Jan - Mar 16


						Ordinary Income/Expense


												Income


															41000 · Project Income									213,600.00


															42700 · Recurring Consulting Income									603,638.25


												Total Income												817,238.25


									Gross Profit															817,238.25


												Expense


															60000 · Advertising and Promotion									135.96


															60200 · Automobile Expense


																		60202 · Gas						591.48


																		60204 · Parking						92.00


																		60200 · Automobile Expense - Other						11,494.85


															Total 60200 · Automobile Expense									12,178.33


															60400 · Bank Service Charges									66.68


															61000 · Business Licenses and Permits									4,490.98


															61700 · Computer and Internet Expenses


																		61704 · Software						576.17


																		61700 · Computer and Internet Expenses - Other						4,423.36


															Total 61700 · Computer and Internet Expenses									4,999.53


															62000 · Continuing Education									100.00


															62300 · Conferences


																		62302 · Room Rental						13,893.34


																		62300 · Conferences - Other						11,374.90


															Total 62300 · Conferences									25,268.24


															62900 · Employee Gifts									109.50


															63300 · Insurance Expense									4,633.45


															64300 · Meals and Entertainment									398.82


															64700 · Miscellaneous Expense									-0.01


															64900 · Office Supplies									2,241.49


															65000 · Taxes


																		65600 · State DOR						12,845.79


															Total 65000 · Taxes									12,845.79


															66000 · Payroll Expenses


																		66200 · Payroll Taxes - State						73.19


																		66300 · Employee Medical/Dental						29,812.75


																		66400 · Employee 401K						392.25


																		66000 · Payroll Expenses - Other						523,776.29


															Total 66000 · Payroll Expenses									554,054.48


															66500 · Postage and Delivery									53.00


															66700 · Professional Fees


																		66705 · Employee Recruiting						23,750.00


																		66704 · Business Consulting						7,852.78


																		66800 · Accounting/Bookkeeping						1,922.62


																		66702 · Development Work


																					66703 · Offshore Software Development			41,887.00


																					66702 · Development Work - Other			3,600.00


																		Total 66702 · Development Work						45,487.00


															Total 66700 · Professional Fees									79,012.40


															68100 · Telephone Expense									3,281.52


															68400 · Travel Expense									3,498.47


												Total Expense												707,368.63


						Net Ordinary Income																		109,869.62


			Net Income																					109,869.62
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2015 Balance Sheet (Accrual)


																		Dec 31, 15


			ASSETS


						Current Assets


									Checking/Savings


												10000 · US Bank						679,505.50


									Total Checking/Savings									679,505.50


									Accounts Receivable


												11000 · Accounts Receivable						304,153.72


									Total Accounts Receivable									304,153.72


									Other Current Assets


												12000 · Undeposited Funds						17,400.00


												12200 · Prepaid Expense						-0.03


									Total Other Current Assets									17,399.97


						Total Current Assets												1,001,059.19


						Fixed Assets


									16000 · Computers									-7,291.39


									17000 · Accumulated Depreciation									-11,338.51


						Total Fixed Assets												-18,629.90


			TOTAL ASSETS															982,429.29


			LIABILITIES & EQUITY


						Liabilities


									Current Liabilities


												Other Current Liabilities


															21100 · Direct Deposit Liabilities			-891.50


															24000 · Payroll Liabilities			22,520.66


												Total Other Current Liabilities						21,629.16


									Total Current Liabilities									21,629.16


						Total Liabilities												21,629.16


						Equity


									31000 · Shareholder Investment


												31100 · Shareholder Invest - Ajay						981.93


												31200 · Shareholder Invest - Darryl						40,361.50


									Total 31000 · Shareholder Investment									41,343.43


									31400 · Shareholder Distributions


												31402 · Shareholder Dist - Ajay						-54,622.93


												31404 · Shareholder Dist - Darryl						-53,641.00


												31406 · Shareholder Dist - Eric						-9,504.00


									Total 31400 · Shareholder Distributions									-117,767.93


									32000 · Retained Earnings									430,276.13


									Net Income									606,948.50


						Total Equity												960,800.13


			TOTAL LIABILITIES & EQUITY															982,429.29
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2015 Balance Sheet (Cash)


																		Dec 31, 15


			ASSETS


						Current Assets


									Checking/Savings


												10000 · US Bank						679,505.50


									Total Checking/Savings									679,505.50


									Accounts Receivable


												11000 · Accounts Receivable						-158.80


									Total Accounts Receivable									-158.80


									Other Current Assets


												12000 · Undeposited Funds						17,400.00


												12200 · Prepaid Expense						-0.03


									Total Other Current Assets									17,399.97


						Total Current Assets												696,746.67


						Fixed Assets


									16000 · Computers									-7,291.39


									17000 · Accumulated Depreciation									-11,338.51


						Total Fixed Assets												-18,629.90


			TOTAL ASSETS															678,116.77


			LIABILITIES & EQUITY


						Liabilities


									Current Liabilities


												Other Current Liabilities


															21100 · Direct Deposit Liabilities			-891.50


															24000 · Payroll Liabilities			22,520.66


												Total Other Current Liabilities						21,629.16


									Total Current Liabilities									21,629.16


						Total Liabilities												21,629.16


						Equity


									31000 · Shareholder Investment


												31100 · Shareholder Invest - Ajay						981.93


												31200 · Shareholder Invest - Darryl						40,361.50


									Total 31000 · Shareholder Investment									41,343.43


									31400 · Shareholder Distributions


												31402 · Shareholder Dist - Ajay						-54,622.93


												31404 · Shareholder Dist - Darryl						-53,641.00


												31406 · Shareholder Dist - Eric						-9,504.00


									Total 31400 · Shareholder Distributions									-117,767.93


									32000 · Retained Earnings									89,455.10


									Net Income									643,457.01


						Total Equity												656,487.61


			TOTAL LIABILITIES & EQUITY															678,116.77
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2014 Balance Sheet (Cash)


																		Dec 31, 14


			ASSETS


						Current Assets


									Checking/Savings


												10000 · US Bank						115,595.82


									Total Checking/Savings									115,595.82


									Other Current Assets


												12000 · Undeposited Funds						2,000.00


									Total Other Current Assets									2,000.00


						Total Current Assets												117,595.82


						Fixed Assets


									16000 · Computers									-7,291.39


									17000 · Accumulated Depreciation									-11,338.51


						Total Fixed Assets												-18,629.90


			TOTAL ASSETS															98,965.92


			LIABILITIES & EQUITY


						Liabilities


									Current Liabilities


												Other Current Liabilities


															24000 · Payroll Liabilities			20,935.32


												Total Other Current Liabilities						20,935.32


									Total Current Liabilities									20,935.32


						Total Liabilities												20,935.32


						Equity


									31000 · Shareholder Investment


												31100 · Shareholder Invest - Ajay						981.93


												31200 · Shareholder Invest - Darryl						40,361.50


									Total 31000 · Shareholder Investment									41,343.43


									31400 · Shareholder Distributions


												31402 · Shareholder Dist - Ajay						-24,622.93


												31404 · Shareholder Dist - Darryl						-23,641.00


												31406 · Shareholder Dist - Eric						-4,504.00


									Total 31400 · Shareholder Distributions									-52,767.93


									32000 · Retained Earnings									29,325.55


									Net Income									60,129.55


						Total Equity												78,030.60


			TOTAL LIABILITIES & EQUITY															98,965.92
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2014 Balance Sheet (Accrual)


																		Dec 31, 14


			ASSETS


						Current Assets


									Checking/Savings


												10000 · US Bank						115,595.82


									Total Checking/Savings									115,595.82


									Accounts Receivable


												11000 · Accounts Receivable						340,821.03


									Total Accounts Receivable									340,821.03


									Other Current Assets


												12000 · Undeposited Funds						2,000.00


									Total Other Current Assets									2,000.00


						Total Current Assets												458,416.85


						Fixed Assets


									16000 · Computers									-7,291.39


									17000 · Accumulated Depreciation									-11,338.51


						Total Fixed Assets												-18,629.90


			TOTAL ASSETS															439,786.95


			LIABILITIES & EQUITY


						Liabilities


									Current Liabilities


												Other Current Liabilities


															24000 · Payroll Liabilities			20,935.32


												Total Other Current Liabilities						20,935.32


									Total Current Liabilities									20,935.32


						Total Liabilities												20,935.32


						Equity


									31000 · Shareholder Investment


												31100 · Shareholder Invest - Ajay						981.93


												31200 · Shareholder Invest - Darryl						40,361.50


									Total 31000 · Shareholder Investment									41,343.43


									31400 · Shareholder Distributions


												31402 · Shareholder Dist - Ajay						-24,622.93


												31404 · Shareholder Dist - Darryl						-23,641.00


												31406 · Shareholder Dist - Eric						-4,504.00


									Total 31400 · Shareholder Distributions									-52,767.93


									32000 · Retained Earnings									143,428.98


									Net Income									286,847.15


						Total Equity												418,851.63


			TOTAL LIABILITIES & EQUITY															439,786.95
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Sheet1


																								Jan - Dec 13						Jan - Dec 14						Jan - Dec 15						TOTAL


						Ordinary Income/Expense


												Income


															41000 · Project Income									1,200.00						341,404.00						964,072.50						1,306,676.50


															42000 · Subcontractor Income									0.00						10,000.00						0.00						10,000.00


															42700 · Recurring Consulting Income									550,470.00						1,176,921.25						2,100,574.17						3,827,965.42


												Total Income												551,670.00						1,528,325.25						3,064,646.67						5,144,641.92


												Cost of Goods Sold


															50000 · Cost of Goods Sold									0.00						2,050.00						0.00						2,050.00


															53500 · Subcontracted Services									0.00						868.75						0.00						868.75


												Total COGS												0.00						2,918.75						0.00						2,918.75


									Gross Profit															551,670.00						1,525,406.50						3,064,646.67						5,141,723.17


												Expense


															60000 · Advertising and Promotion									414.56						5,620.49						1,200.35						7,235.40


															60200 · Automobile Expense


																		60202 · Gas						39.39						0.00						32.83						72.22


																		60204 · Parking						461.96						5,064.53						9,039.62						14,566.11


																		60206 · Road Tolls						147.83						50.00						100.00						297.83


															Total 60200 · Automobile Expense									649.18						5,114.53						9,172.45						14,936.16


															60400 · Bank Service Charges									71.00						178.01						141.70						390.71


															61000 · Business Licenses and Permits									6,577.00						16,451.32						60,240.37						83,268.69


															61700 · Computer and Internet Expenses


																		61702 · Computer/Laptop Purchases						0.00						0.00						0.00						0.00


																		61704 · Software						0.00						2,652.13						2,716.10						5,368.23


																		61700 · Computer and Internet Expenses - Other						3,155.44						24,847.92						34,957.60						62,960.96


															Total 61700 · Computer and Internet Expenses									3,155.44						27,500.05						37,673.70						68,329.19


															62000 · Continuing Education									922.54						200.00						3,666.00						4,788.54


															62300 · Conferences									2,990.00						7,828.70						1,820.56						12,639.26


															62400 · Depreciation Expense									2,023.56						9,314.95						0.00						11,338.51


															62500 · Dues and Subscriptions									0.00						109.49						79.99						189.48


															62700 · Bad Debt									0.00						6,013.34						12,059.48						18,072.82


															62800 · Client Gifts									0.00						0.00						53.34						53.34


															62900 · Employee Gifts									307.28						200.00						450.00						957.28


															63300 · Insurance Expense									7,824.00						11,768.40						12,196.10						31,788.50


															63400 · Interest Expense									0.00						47.69						0.00						47.69


															64300 · Meals and Entertainment									2,560.57						6,868.98						20,467.71						29,897.26


															64700 · Miscellaneous Expense									0.00						0.00						0.00						0.00


															64900 · Office Supplies									357.39						3,060.74						5,776.75						9,194.88


															65000 · Taxes


																		65200 · City Business Tax						600.00						200.00						0.00						800.00


																		65400 · Federal						0.00						1,134.55						14.32						1,148.87


																		65600 · State DOR						6,391.40						22,865.51						48,389.21						77,646.12


															Total 65000 · Taxes									6,991.40						24,200.06						48,403.53						79,594.99


															66000 · Payroll Expenses


																		66200 · Payroll Taxes - State						-66.74						80,448.52						2,034.52						82,416.30


																		66300 · Employee Medical/Dental						18,223.74						0.00						80,731.40						98,955.14


																		66400 · Employee 401K						0.00						2,145.61						1,664.93						3,810.54


																		66000 · Payroll Expenses - Other						365,205.87						1,141,095.85						1,904,713.13						3,411,014.85


															Total 66000 · Payroll Expenses									383,362.87						1,223,689.98						1,989,143.98						3,596,196.83


															66500 · Postage and Delivery									245.41						433.67						279.02						958.10


															66700 · Professional Fees


																		66704 · Business Consulting						0.00						0.00						3,049.23						3,049.23


																		66800 · Accounting/Bookkeeping						2,830.60						6,469.30						6,729.82						16,029.72


																		66900 · Independent Contractor						91,614.00						27,685.00						12,639.26						131,938.26


																		67000 · Legal Fees						2,094.50						1,045.48						1,147.18						4,287.16


																		66702 · Development Work


																					66703 · Offshore Software Development			0.00						55,981.00						125,255.00						181,236.00


																					66702 · Development Work - Other			0.00						0.00						12,450.00						12,450.00


																		Total 66702 · Development Work						0.00						55,981.00						137,705.00						193,686.00


																		66700 · Professional Fees - Other						151.81						74.95						0.00						226.76


															Total 66700 · Professional Fees									96,690.91						91,255.73						161,270.49						349,217.13


															68100 · Telephone Expense									1,525.08						6,600.44						11,383.25						19,508.77


															68400 · Travel Expense									9,030.00						18,820.38						45,710.89						73,561.27


												Total Expense												525,698.19						1,465,276.95						2,421,189.66						4,412,164.80


						Net Ordinary Income																		25,971.81						60,129.55						643,457.01						729,558.37


			Net Income																					25,971.81						60,129.55						643,457.01						729,558.37








&"Arial,Bold"&8 Cash Basis	&"Arial,Bold"&12 eightCloud, Inc.
&14 Profit && Loss
&10 January 2013 through December 2015	
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Tab III Vendor Information 
 


V1 Company Name eightCloud Inc. 


 


V2 Street Address 
9805 NE 116th St, PMB #7156 


 


V3 City, State, ZIP Kirkland, WA 98034 


 


V4 
Telephone Number 


Area Code:  206 Number:  769-5104 Extension:   


 


V5 
Facsimile Number 


Area Code:   Number:  N/A Extension:   


 


V6 
Toll Free Number 


Area Code:   Number:  N/A Extension:   


 


V7 


Contact Person for Questions / Contract Negotiations, 


including address if different than above 


Name: Ajay Nair  


Title: President/CEO 


Address: 9805 NE 116th St, PMB #7156, Kirkland, WA 98034 


Email Address: ajay.nair@eightcloud.com 


 


V8 
Telephone Number for Contact Person 


Area Code:  206 Number:  769-5104 Extension:   
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V9 
Facsimile Number for Contact Person 


Area Code:   Number:  N/A Extension:   


 


V10 
Name of Individual Authorized to Bind the Organization 


Name: Ajay Nair Title: President/CEO 


 


V11 
Signature (Individual must be legally authorized to bind the vendor per NRS 333.337) 


Signature:  Date: 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 







Response to RFP NO. 3238 


 


7 


 


Tab IV – State Documents 
 


Signature Pages from Amendments 1, 2, 3, and 4 


 


Title Database, which is a custom application developed in FoxPro.  This is where title 


“data” is stored.  This system is to be replaced within the scope of this project.   


OpenText document management system (COTS) which stores scanned title “documents”.  


This system is not being replace as part of the scope of this project. 


 


In addition, there is not a requirement to interface with the OpenText document 


management system within the scope of this project.  Please see question #5 above.  


 


ALL ELSE REMAINS THE SAME FOR RFP 3238. 


 


 


Vendor must sign and return this amendment with proposal submitted. 


 


Vendor Name:  


Authorized Signature:  


Title:  Date:  
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20. In section 3.4 it is stated that all software used for project management must be approved 


by the state.  Is Salesforce an approved project management tool? 


 


MHD is open to using Salesforce as a project management tool.  MHD would need to 


assess Salesforce costs/benefits and effectiveness for use on this project.  MHD is open to 


using any vendor tools that will be effective for the project.   


 


21. Does MHD have IT personnel that will be able to assist in the data cleansing of legacy data 


 prior to the data migration into the new system? 


 


There are some Department IT resources that can provide limited assistance with data 


cleansing.  There is not a Database Administrator on staff.  MHD will work with the vendor 


to devise an effective approach to data migration.  


 


22. How many online forms in total are expected to be included in this implementation? 


 


The vendor should allocate for approximately 5 forms with the ability to add more in the 


future. 


 


 


ALL ELSE REMAINS THE SAME FOR RFP 3238. 


 


Vendor must sign and return this amendment with proposal submitted. 


 


Vendor Name:  


Authorized Signature:  


Title:  Date:  
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inspections, and title search requests) are a secondary.  MHD is open to the concept of phasing 


in the public facing web-based functions.   


 


5. Would the State consider a 1 week extension for the due date making the new due date 4/26? 


 


No.  


 


 


 


ALL ELSE REMAINS THE SAME FOR RFP 3238. 


 


 


Vendor must sign and return this amendment with proposal submitted. 


 


Vendor Name:  


Authorized Signature:  


Title:  Date:  
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ALL ELSE REMAINS THE SAME FOR RFP 3238. 


 


 


Vendor must sign and return this amendment with proposal submitted. 


 


Vendor Name:  


Authorized Signature:  


Title:  Date:  
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Tab V - Attachment B – Technical Proposal Certification of Compliance with 
Terms and Conditions of RFP 
 


ATTACHMENT B – TECHNICAL PROPOSAL CERTIFICATION OF COMPLIANCE 
 


WITH TERMS AND CONDITIONS OF RFP 


 


I have read, understand and agree to comply with all the terms and conditions specified in this Request 


for Proposal.   


 


YES X I agree to comply with the terms and conditions specified in this RFP. 


 


 


NO  I do not agree to comply with the terms and conditions specified in this RFP. 


 


If the exception and/or assumption require a change in the terms in any section of the RFP, the contract, 


or any incorporated documents, vendors must provide the specific language that is being proposed in 


the tables below.  If vendors do not specify in detail any exceptions and/or assumptions at time of 


proposal submission, the State will not consider any additional exceptions and/or assumptions during 


negotiations.   


 


  


Company Name  


    


Signature    


    


    


Print Name   Date 
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Vendors MUST use the following format.  Attach additional sheets if necessary. 


 


EXCEPTION SUMMARY FORM 


EXCEPTION # 
RFP SECTION 


NUMBER 


RFP  


PAGE NUMBER 


EXCEPTION 


(Complete detail regarding exceptions must be 


identified) 


    


    


    


 


 


ASSUMPTION SUMMARY FORM 


ASSUMPTION # 
RFP SECTION 


NUMBER 


RFP  


PAGE NUMBER 


ASSUMPTION 


(Complete detail regarding assumptions must be 


identified) 
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Tab VI - Section 4 – System Requirements 
 


4 SYSTEM REQUIREMENTS 
 
 4.1  VENDOR RESPONSE TO SYSTEM REQUIREMENTS 


 


Vendors must explain in sufficient detail how the vendor will satisfy the Manufactured 


Housing Division’s project requirements described below and in Attachment O 


~Requirements Matrix.  If subcontractors will be used for any of the tasks, vendors must 


indicate what tasks and the percentage of time subcontractor(s) will spend on those tasks. 
 


 


 


4.2 COMPUTING PLATFORM 
 


The server and desktop environments at the Department of Business &; Industry and MHD is 


Windows. For virtual environments VMWare is used. In terms of hosting applications, MHD 


is open both State hosted or vendor hosted solutions. MHD will evaluate the merits of each. 


The state hosting options include: 


● MHD hosting on one of their existing servers (or purchase new server); or EITSD 


hosting on a virtual server in the state server farm facility. 


● Systems hosted on State servers should run on a Windows Server environment. 


However, MHD is open to discuss other platforms. 


 


Based on your requirements, we are proposing a pure multi-tenant, cloud-based web 
application. No additional software or infrastructure is required. Salesforce hosts the entire 
solution, thus freeing up MHD  to manage its mission, not manage an infrastructure solution. 
Additionally, Salesforce is browser agnostic and supports all major browsers (Firefox, Chrome, 
Safari, IE). No installations on users’ laptops or desktops are required and thus the solution is 
accessible from anywhere an internet connection and supported browsers are available, 
including mobile devices. 


4.3 TECHNICAL REQUIREMENTS 
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The following are some, but not all computing technical requirements: 


● The proposed vendor solution should be web-based and support standard commercial 


browsers. 


 


Based on your requirements, we are proposing a pure multi-tenant, cloud-based web 
application. No additional software or infrastructure is required. Salesforce hosts the entire 
solution, thus freeing up MHD  to manage its mission, not manage an infrastructure solution. 
Additionally, Salesforce is browser agnostic and supports all major browsers (Firefox, Chrome, 
Safari, IE). No installations on users’ laptops or desktops are required and thus the solution is 
accessible from anywhere an internet connection and supported browsers are available, 
including mobile devices. For more detailed compatibility information, please visit: 
https://help.salesforce.com/HTViewHelpDoc?id=getstart_browser_overview.htm.  


 


● The system must have robust security features that meet all state and industry security 


standards. This includes the encryption of sensitive data such as Personal Identifiable 


Information (e.g. SSNs). The system must support complex passwords and enforce 


periodic resetting of passwords. 


 


Government Trusted Security and Infrastructure 
Salesforce understands that the confidentiality, integrity, and availability of our customers’ 
information are vital to their business operations and our own success. We use a multi-
layered approach to protect that key information, constantly monitoring and improving our 
application, systems, and processes to meet the growing demands and challenges of security. 
 
Independent audits confirm that our security goes far beyond what most companies have 
been able to achieve on their own. Using the latest firewall protection, intrusion detection 
systems, and TLS encryption, Salesforce Force.com gives you the peace of mind only a world-
class security infrastructure can provide. 
 
Third-party validation  
Security is a multidimensional business imperative that demands consideration at multiple 
levels, from security for applications to physical facilities and network security. In addition to 
the latest technologies, world-class security requires ongoing adherence to best-practice 
policies. To ensure this adherence, we continually seek relevant third-party certification, 
including ISO 27001, the SysTrust audit (the recognized standard for system security), and 
SSAE 16 SOC 1 audit (an examination and assessment of internal corporate controls, 
previously known as SAS 70 Type II). Third party auditor annually at a minimum performs 



https://help.salesforce.com/HTViewHelpDoc?id=getstart_browser_overview.htm
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SOC1, SOC2 and SOC3 audits. Additional audits and certifications include: CSA ‘Consensus 
Assessments Initiative’, JIPDC (Japan Privacy Seal), Tuv (Germany Privacy Mark), and TRUSTe. 
  
Protection at the application level 
Salesforce protects customer data by ensuring that only authorized users can access it. 
Administrators assign data security rules that determine which data users can access. Sharing 
models define company-wide defaults and data access based on a role hierarchy. All data is 
encrypted in transfer. All access is governed by strict password security policies. All passwords 
are stored in SHA 256 one-way hash format. Applications are continually monitored for 
security violation attempts. 
 
Protection at the facilities level 
Salesforce security standards are stringent and designed with demanding customers in mind, 
including the world’s most security-conscious financial institutions. Authorized personnel 
must pass through five levels of biometric scanning to reach the Salesforce system cages. All 
buildings are completely anonymous, with bullet-resistant exterior walls and embassy-grade 
concrete posts and planters around the perimeter. All exterior entrances feature silent alarm 
systems that notify law enforcement in the event of suspicion or intrusion. Data is backed up 
to disk or tape. These backups provide a second level of physical protection. Neither disks nor 
tapes ever leave the data center. 
 
Protection at the network level 
Multilevel security products from leading security vendors and proven security practices 
ensure network security. To prevent malicious attacks through unmonitored ports, external 
firewalls allow only http and https traffic on ports 80 and 443, along with ICMP traffic. 
Switches ensure that the network complies with the RFC 1918 standard, and address 
translation technologies further enhance network security. IDS sensors protect all network 
segments. Internal software systems are protected by two-factor authentication, along with 
the extensive use of technology that controls points of entry. All networks are certified 
through third-party vulnerability assessment programs.  
 
Trust.salesforce.com is the Salesforce community’s home for real-time information on system 
performance and security. On this site you'll find: 
 
● Live and historical data on system performance 
● Up-to-the minute information on planned maintenance 
● Phishing, malicious software, and social engineering threats 
● Best security practices for your organization 
● Information on how we safeguard your data  
 
These papers further explain the technology that makes the Salesforce Force.com platform 
fast, scalable, and secure for any type of application:  
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https://developer.salesforce.com/page/Multi_Tenant_Architecture    
https://developer.salesforce.com/page/Secure_Private_Trustworthy_Force.com_Whitepaper  
https://developer.salesforce.com/page/An_Overview_of_Force.com_Security   
https://help.salesforce.com/servlet/servlet.FileDownload?file=01530000003SIm9AAG  


Encryption 


Salesforce has many customers that are subject to laws pertaining to the processing of 
personally identifiable information (PII) or personal data. Salesforce offers its customers a 
broad spectrum of functionalities and customer-controlled security features that its customers 
may implement in their respective uses of the Salesforce services. Salesforce believes that 
these provide its customers the flexibility to comply with laws with stringent privacy and 
security requirements. 
 
Data In Motion 
All transmissions between the user and the Salesforce Services are TLS encrypted with a 2048-
bit Public Key. The Services use International/Global Step Up TLS certificates, with AES 256-bit 
encryption by default.  
 
Data At Rest 
Salesforce includes a feature to encrypt custom text fields (ECF): 
The fields can be masked appropriately for specific data types (i.e., credit card number, Social 
Security Number, National Insurance Number, Social Insurance Number). 
Access to read the masked parts of the fields is limited by the "View Encrypted Data" 
permission, which is not enabled by default. 
 Customers can manage their encryption key based on their organization’s security needs and 
regulatory requirements. See our Help and Training site for details: 
https://help.salesforce.com/apex/HTViewHelpDoc?id=security_keys_using_master.htm&lang
uage=en 
Encrypted fields are encrypted with 128-bit keys and use the AES (Advanced Encryption 
Standard) algorithm. 
 
Additional Salesforce Encryption Capabilities 
Apex Code extends the powerful and proven success of the Force.com platform by introducing 
the ability to write code that runs on Salesforce servers. This language makes possible the 
development of a new class of application and features deployed entirely on demand. Using 
Apex, your Agency can create user interface classes that utilize the Apex crypto class to 
encrypt field level data up to AES 256-bit encryption. Please see here for more information: 
https://www.salesforce.com/us/developer/docs/apexcode/Content/apex_classes_restful_cry
pto.htm   


Salesforce Platform Encryption (Additional Licensing Option) 
Salesforce Platform Encryption sets up in minutes, with no additional hardware or software, 
and uses native strong, standards-based encryption. Platform Encryption provides an extra 



https://developer.salesforce.com/page/Multi_Tenant_Architecture

https://developer.salesforce.com/page/Secure_Private_Trustworthy_Force.com_Whitepaper

https://developer.salesforce.com/page/An_Overview_of_Force.com_Security

https://help.salesforce.com/servlet/servlet.FileDownload?file=01530000003SIm9AAG

https://www.salesforce.com/us/developer/docs/apexcode/Content/apex_classes_restful_crypto.htm

https://www.salesforce.com/us/developer/docs/apexcode/Content/apex_classes_restful_crypto.htm
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layer to Salesforce's security while enabling customers to enjoy business critical Platform 
features, such as search, workflow, and validation rules.  
 
MHD can use Platform Encryption so that MHD ’s organization can confidently prove 
compliance with privacy policies, regulatory requirements, and contractual obligations for 
handling private data. 
 
Platform Encryption offers native platform encryption and key management features. MHD ’s 
data is encrypted at rest using a hardware security module-based key derivation system. The 
features allow MHD to protect data at a more granular level than Classic Encryption. 
While still giving users the ability to perform necessary tasks. MHD can: 


● Encrypt files and attachments. 
● Encrypt certain standard and custom fields. 
● Use an advanced key management system. 


 


Platform Encryption helps address some concerns about protecting confidential information. 
It prevents sensitive data from residing in clear, decipherable form and allows you to manage 
your tenant secrets, which are used to derive the keys that protect your data. Salesforce is 
committed to high security standards and offers multiple data encryption options. Customers 
who want to adopt or extend their use of Salesforce can consider using Platform Encryption to 
comply with various standards. Additional details on Salesforce Platform Encryption are 
provided at: http://releasenotes.docs.salesforce.com/en-us/summer15/release-
notes/rn_security_platform_encryption.htm?edition=&impact=   


Passwords 


Administrators can select up to 24 passwords to be remembered in the organization history. 
(The default remains 3 passwords remembered.) This option further reduces password reuse 
and can better protect organizations from improper access.  Make passwords hard to hack by 
requiring a minimum password length of up to 15 characters. Administrators can require a 15 
character minimum length (the default remains 8 characters). A longer password presents 
more possible password combinations and helps protect an organization from improper 
access.  Increase organization security by requiring both uppercase and lowercase letters in 
passwords. Administrators can require that passwords contain alpha, numeric, and special 
characters. Administrators can also require that passwords include both uppercase and 
lowercase letters. More complex passwords improve organizational security.  
 
Require a minimum password lifetime to prevent multiple resets in short periods of time. 
Administrators can require a maximum lifetime for a password, such as 90 days. 
Administrators can also require that password lifetimes be a minimum of one day. If this 
option is selected, passwords can’t be reset more than once during the minimum lifetime.  



http://releasenotes.docs.salesforce.com/en-us/summer15/release-notes/rn_security_platform_encryption.htm?edition=&impact=

http://releasenotes.docs.salesforce.com/en-us/summer15/release-notes/rn_security_platform_encryption.htm?edition=&impact=
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● The system must have user friendly reporting tools that allow knowledgeable users to 


extract the information they need from the system. 


 
Salesforce offers a powerful suite of analytics and reporting tools to help you view and 
analyze your data. Salesforce analytics consists of several integrated parts: 


● Report Types. A report type defines the set of records and fields available to a report 
based on the relationships between a primary object and its related objects. Reports 
display only records that meet the criteria defined in the report type. Salesforce 
provides a set of pre-defined standard report types; administrators can create custom 
report types as well. For example, an administrator can create a report type that 
shows only job applications that have an associated resume; applications without 
resumes won't show up in reports using that type. An administrator can also show 
records that may have related records—for example, applications with or without 
resumes. In this case, all applications, whether or not they have resumes, are available 
to reports using that type. 


 


● Report Formats 
Salesforce reports can use the tabular, summary, matrix, or joined format: 
 
Tabular reports are the simplest and fastest way to look at data. Similar to a 
spreadsheet, they consist simply of an ordered set of fields in columns, with each 
matching record listed in a row. Tabular reports are best for creating lists of records or 
a list with a single grand total.  Examples include contact mailing lists and activity 
reports. 
 
Summary reports are similar to tabular reports, but also allow users to group rows of 
data, view subtotals, and create charts. They can be used as the source report for 
dashboard components. This type of report can be used to show subtotals based on 
the value of a particular field or when a hierarchical list is desired, such as all Cases for 
your team, subtotaled by Status and Owner.  
 
Matrix reports are similar to summary reports but allow users to group and summarize 
data by both rows and columns. This type of report can be used for comparing related 
totals, especially if there are large amounts of data to summarize and users need to 
compare values in several different fields, or users want to look at data by date and by 
type, person, or geography.  
 
Joined reports let users create multiple report blocks that provide different views of 
the data. Each block acts like a “sub-report,” with its own fields, columns, sorting, and 
filtering. A joined report can even contain data from different report types. 
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● Reports. A report returns a set of records that meets certain criteria, and displays it in 
organized rows and columns. Report data can be filtered, grouped, and displayed 
graphically as a chart. Reports are stored in folders, which control who has access. To 
help you monitor your organization, Salesforce offers a wide range of standard 
reports, accessible in the standard reports folders on the Reports tab. All our standard 
reports are "templates" so they can be used as report starting points from which users 
can alter fields, criteria, etc. and use the "Save As" function to easily capture a version 
more specific to their unique needs.  Users can also create new custom reports to 
access exactly the information they need. Subtotal and limit data to help users analyze 
trends and get a concise picture of what is happening in your organization. 
 


 
Figure:  Example Salesforce Report for YTD Service Cases initiated from a customer on 
the Salesforce Customer Community web portal 
 
View a short (3:16) video on how to use the Report Builder in Salesforce: 
https://www.youtube.com/watch?v=7_LkmrhKf2g  
 
Report performance varies by report complexity, including the number of table joins 
required to produce report results. Most customer reports are executed in just a few 
seconds. There are some factors that can cause a report to perform poorly or to time 
out. Most of them can be addressed by simple changes, such as using the correct filter 
operators, increasing the number of filters, and reducing the amount of data. 


 


This video describes quick tips on how to make your reports run faster: 
http://www.salesforce.com/_app/video/reports/help/Making_Reports_Run_Faster_v
ideo.jsp.  


 


Additional information on improving report performance is located at: 
https://help.salesforce.com/HTViewHelpDoc?id=improving_report_performance.htm. 



https://www.youtube.com/watch?v=7_LkmrhKf2g

http://www.salesforce.com/_app/video/reports/help/Making_Reports_Run_Faster_video.jsp

http://www.salesforce.com/_app/video/reports/help/Making_Reports_Run_Faster_video.jsp

https://help.salesforce.com/HTViewHelpDoc?id=improving_report_performance.htm
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● Dashboards. A dashboard shows data from source reports as visual components, 
which can be charts, gauges, tables, metrics, or custom Visualforce pages. They 
provide a snapshot of key metrics and performance indicators for your organization. 
Each dashboard can have up to 20 components. Administrators control access to 
dashboards by storing them in folders with certain visibility settings. Dashboard 
folders can be public, hidden, or restricted to groups, roles, or territories. If you have 
access to a folder, you can view its dashboards. To view a dashboard component, users 
need access to the folder for the underlying source report. Each dashboard has a 
running user, whose security settings determine which data to display in a dashboard.  
 


 
 


Figure:  Example customer service dashboard 


 


View a short (3:25) video on Salesforce Dashboards: 
https://www.youtube.com/watch?v=a6lCrNnotiY 


 


 


● Folders. A folder is a place where you can store reports, dashboards, documents, or 
email templates. Folders can be public, hidden, or shared, and can be set to read-only 
or read/write. You control whom has access to its contents based on roles, 



https://www.youtube.com/watch?v=a6lCrNnotiY
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permissions, public groups, and license types. You can make a folder available to your 
entire organization, or make it private so that only the owner has access. 


● Analytic Snapshots. An analytic snapshot lets you report on historical data. Authorized 
users can save tabular or summary report results as snapshots on a schedule. Analytic 
snapshots let you to work with report data similarly to how you work with other 
records in Salesforce.com. For example, a customer support manager could set up an 
analytic snapshot that reports on the open cases assigned to his or her team every day 
at 5:00 PM, and store that data in a custom object to build a history on open cases 
from which he or she could spot trends via reports. Then the customer support 
manager could report on point-in-time or trend data stored in the custom object and 
use the report as a source for a dashboard component. 


 


Two other important points about dashboards: 


 


First, dashboard components aren’t simply nice-looking, static pictures. They’re live, 
actionable objects. You can click on a dashboard component to drill down to the underlying 
report that generated it, and click on any item in that report to drill down to the source data. 
So you can quickly understand the reasons behind the results. 


 
Second, dashboards are full participants in Salesforce’s enterprise social collaboration 
platform. For example, a manager could post a dashboard snapshot to their Chatter feed to 
share it with their “followers”, or to a specific Chatter group, along with comments, so that 
they can find answers, congratulate team members, or issue calls to action. And both 
dashboards and Chatter are available on mobile devices, as well as PCs. 


● The system must have full backup and recovery capabilities. 


 


Disaster Recovery 


Customer data, up to the last committed transaction, is replicated to disk in near-real 
time at the designated disaster recovery data center, backed up at the primary data 
center, and then cloned at an archive data center.  


 


Backups are performed daily at each data center facility without stopping access to the 
application. Backup cloning is transmitted over an encrypted network (our MPLS network 
across all data centers). Backups are retained for 90 days. Backups never physically leave 
our secure data center facilities, unless they are to be retired and destroyed through a 
secure destruction process. 







Response to RFP NO. 3238 


 


22 


 


 


 


 


This paper further explains the technology that makes the Salesforce Force.com platform fast, 
scalable, and secure for any type of application: 
https://developer.salesforce.com/page/Multi_Tenant_Architecture. 


 


● As a desired feature, the system should have API’s that will allow it to integrate with 


the OpenText, File 360 document management system in the future. Integration is not 


included in the scope for this project. 


 


Connecting Salesforce to an existing enterprise application is a common and frequently 


performed task. Integration options range from native Web Services support (APIs, outbound 


workflow, etc.) to import/export utilities to middleware integration via packaged connectors 


to toolkits for Java, .NET, and other open platforms. Our solution provides the ability to call 


out to virtually all common APIs, to enable synchronization, push / pull, and mash-ups with 


external apps/systems.  Salesforce itself is based on web-service based APIs that in turn 


simplify access to Salesforce data from external systems.  Our customers heavily leverage API-


based integration. 


The APIs are provided with the Salesforce Force.com platform to build integration interfaces 


with third party applications or by our integration partners to use in their connectors. Any 3rd 


party application that accesses your Salesforce instance via the APIs, will be subject to the 



https://developer.salesforce.com/page/Multi_Tenant_Architecture
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same security protections that are used in your Salesforce user interface. Therefore, the 3rd 


party application will need to use a "granted" user in order to access the Salesforce data. 


These are open APIs (based on industry-standards such as REST and SOAP) that you can use to 


integrate Salesforce endpoints with external endpoints such as apps or enterprise integration 


hubs. As an example, you have the Batch and Bulk APIs used in the Data integration patterns 


or the SOAP and REST APIs used for UI integration patterns. 


Integration Options as various Layers of a Solution 


Salesforce lets you choose integration methods at different layers to optimally align with 


business requirements, security policies, and master data management guidelines.  


Specifically, MHD can choose how best to integrate across Security, User Interface, Business 


Logic and Data Integration layers as shown below. 


 


For more details on optimal design patterns for integration, see the Whitepaper “Integration 


Patterns and Practices” at: https://resources.docs.salesforce.com/196/latest/en-


us/sfdc/pdf/integration_patterns_and_practices.pdf  


Five Paths to Integration Success 


Salesforce Force.com provides paths to integration success—all based on our industry-leading 


Web services API—and an extensive integration partner ecosystem. Integration with 


Salesforce Force.com means faster, simpler, and less-risky integration that doesn’t break 


during upgrades and delivers a new level of access and agility to your existing IT investments. 


1) Choose your integration middleware - Force.com is designed to work with all major 


integration middleware solutions. For a list of certified integration solutions, check out the 


Integration category in the AppExchange marketplace 


(https://appexchange.salesforce.com/category/integration). Here you’ll find pre-built 


connectors and the services of numerous integration technology partners such as IBM 



https://resources.docs.salesforce.com/196/latest/en-us/sfdc/pdf/integration_patterns_and_practices.pdf

https://resources.docs.salesforce.com/196/latest/en-us/sfdc/pdf/integration_patterns_and_practices.pdf
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CastIron, Informatica Software and Jitterbit. 


2) Build it yourself - For building custom integrations plus maximum flexibility and choice, the 


Salesforce Force.com Platform supports all major development environments and tools, 


including .NET, Java, PHP, Ruby on Rails, and many more. Learn more from our wiki developer 


network at developer.force.com. Learn more 


3) Find it on the AppExchange - For the easiest and fastest way to add pre-integrated 


functionality, check the AppExchange directory. You can integrate with 2,800+ components 


and applications with the click of a mouse. Learn more at appexchange.salesforce.com. Here 


you will find both free and pay-as-you-go licensed add-ons. Learn more 


4)  Connect the clouds - Harness the power of multiple clouds. Learn how to connect 


Salesforce Force.com with the data and content of the most popular cloud services, including 


Amazon Web Services, Facebook, Google AppEngine, and Twitter. For example, you can 


enrich your Salesforce Contacts' profiles integrating with the likes of Facebook or Twitter to 


create a 360 degree single view of your customers. 


5) Use our native connectors - Whether you need to integrate with the most common desktop 


productivity tools; Microsoft Excel, Microsoft Outlook, Microsoft Word, or ERP suites from 


Oracle or SAP, Force.com provides proven native connectors. Salesforce applications have 


proven to be an excellent way to get critical data from Oracle accounting and ERP 


applications into the hands of a much larger customer-facing audience. Information from 


Oracle ERP application suites, Oracle databases, or Oracle Fusion middleware can be easily 


exposed within Salesforce to create innovative and effective end-to-end business processes 


that drive higher user adoption and result in more effective business strategies.  


For more information on integration capabilities, please visit: 


https://developer.salesforce.com/page/Integration 


 


Robust API’s 


Salesforce Force.com Platform provides programmatic access to MHD’s  information using 


simple, powerful, and secure application programming interfaces. Central to the ability to 


integrate and extend Salesforce is the powerful and modern Web Services API. Architected 


around the latest standards, including SOAP, WSDL and WS-I Basic Profile, this Web service 


provides the complete set of operations necessary to complete ever demanding integration 


projects. As an open Web service, we provide our complete object model, and the API is 


available to all platforms that support the core Web services standards, including Java, .NET 


and Perl. 



http://wiki.developerforce.com/index.php/Integrating_with_the_Force.com_Platform

http://wiki.developerforce.com/index.php/Integrating_with_the_Force.com_Platform

http://sites.force.com/appexchange/apex/home

http://sites.force.com/appexchange/apex/home

https://developer.salesforce.com/page/Integration

https://developer.salesforce.com/page/Integration

https://developer.salesforce.com/page/Integration
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Out-of-the-box, Salesforce provides powerful API’s such as: 


● REST API - Access objects in your organization using REST. The Force.com REST API lets 


you integrate with Force.com applications using simple HTTP methods, in either XML 


or JSON formats, making this an ideal API for developing mobile applications or 


external clients. 


● SOAP API - Integrate your organization’s data with other applications using SOAP. The 


Force.com SOAP API (formerly known as the Force.com Web Services API) lets you 


integrate Force.com applications that can create, retrieve, update or delete records 


managed by Salesforce. 


● Tooling API - Build custom development tools for Force.com applications. Tooling API 


provides SOAP and REST interfaces that allow you to build custom development tools 


for Force.com applications. While other Salesforce APIs can handle deployment, 


Tooling API was designed from the ground up to support the entire development 


lifecycle, including design, implementation, deployment, and maintenance. 


● Chatter REST API - Access Chatter feeds and social data such as users, groups, 


followers, and files using REST. Allows integration to mobile apps, intranet sites, and 


3rd party Web applications. Chatter REST API provides resources for feeds, comments, 


likes, users, groups, private messages, and recommendations. Chatter REST API is on 


by default in all organizations and editions that have Chatter. 


● Bulk API - Load or delete large numbers of records. The Bulk API is a RESTful API that is 


optimal for loading or deleting large sets of data. You can use it to query, insert, 


update, upsert, or delete a large number of records asynchronously by submitting 


batches that Salesforce processes in the background. 


● Meta Data API - Manage customizations in your org and build tools that manage the 


metadata model (not the data, itself). The Platform exposes a Metadata API—a SOAP-


based Web service—that lets you access metadata in the same way you can access 


any of your Force.com applications, from any location on the Web. 


● Streaming API - Provide a stream of data reflecting data changes in your organization. 


Force.com Streaming API lets you expose a near real-time stream of data from the 


Force.com Platform. Administrators can create topics, to which applications can 


subscribe, receiving asynchronous notifications of changes to data in Force.com. 


● Apex REST API - Build your own REST API in Apex. This API exposes Apex classes as 


RESTful Web services. Apex SOAP API - Create custom SOAP Web services in Apex. This 


API exposes Apex classes as SOAP Web services. 


● Apex SOAP Web Services - Allow an external application to invoke Apex methods 


through SOAP Web services. 


More information about Salesforce APIs, including full reference documentation, is available 


at http://www.salesforce.com/us/developer/docs/api/index.htm  



http://www.salesforce.com/us/developer/docs/api/index.htm
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Salesforce Integration with OpenText 


The OpenText integration with Salesforce provides users with new interactive forms for 


personalized applications such as letter, quote and invoice generation and a 360° degree view 


of customer information in CRM. Additionally, Salesforce AppExchange Partners such as 


Coveo. provide connectors for OpenText eDocs and OpenText Livelink 


(https://appexchange.salesforce.com/listingDetail?listingId=a0N30000009x8GjEAI). 


 


4.4 FUNCTIONAL REQUIREMENTS 
 


Refer to Attachment O – Requirements Matrix.  Vendors must review and 


complete the Requirements Matrix and include it in your proposal. 


Vendors should also review Attachment N - MHD Operation and Information 


Technology Overview to have a full understanding of MHD’s requirements.  The 


proposed system must support MHD’s core business processes, including: 


 


 Permitting and Inspections 


 Titling  


 Licensing 


 Investigations 


 Mobile Home Parks 


 Lot Rent Subsidy 


 Education 
 


4.5        SECURITY STANDARDS 


 


4.5.1 System must meet State security standards for transmission of personal information as 


outlined in NRS 205.4742 and NRS 603A. 


 


Salesforce has many customers that are subject to laws pertaining to the processing of 
personally identifiable information (PII) or personal data. Salesforce offers its customers a 
broad spectrum of functionalities and customer-controlled security features that its customers 
may implement in their respective uses of the Salesforce services. Salesforce believes that 
these provide its customers the flexibility to comply with laws with stringent privacy and 
security requirements. 
 



https://appexchange.salesforce.com/listingDetail?listingId=a0N30000009x8GjEAI
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Data In Motion 
All transmissions between the user and the Salesforce Services are TLS encrypted with a 2048-
bit Public Key. The Services use International/Global Step Up TLS certificates, with AES 256-bit 
encryption by default.  
 
Data At Rest 
Salesforce includes a feature to encrypt custom text fields (ECF): 
The fields can be masked appropriately for specific data types (i.e., credit card number, Social 
Security Number, National Insurance Number, Social Insurance Number). 
Access to read the masked parts of the fields is limited by the "View Encrypted Data" 
permission, which is not enabled by default. 
 Customers can manage their encryption key based on their organization’s security needs and 
regulatory requirements. See our Help and Training site for details: 
https://help.salesforce.com/apex/HTViewHelpDoc?id=security_keys_using_master.htm&lang
uage=en 
Encrypted fields are encrypted with 128-bit keys and use the AES (Advanced Encryption 
Standard) algorithm. 
 
Additional Salesforce Encryption Capabilities 
Apex Code extends the powerful and proven success of the Force.com platform by introducing 
the ability to write code that runs on Salesforce servers. This language makes possible the 
development of a new class of application and features deployed entirely on demand. Using 
Apex, your Agency can create user interface classes that utilize the Apex crypto class to 
encrypt field level data up to AES 256-bit encryption. Please see here for more information: 
https://www.salesforce.com/us/developer/docs/apexcode/Content/apex_classes_restful_cry
pto.htm   


Salesforce Platform Encryption (Additional Licensing Option) 
Salesforce Platform Encryption sets up in minutes, with no additional hardware or software, 
and uses native strong, standards-based encryption. Platform Encryption provides an extra 
layer to Salesforce's security while enabling customers to enjoy business critical Platform 
features, such as search, workflow, and validation rules.  
 
MHD can use Platform Encryption so that MHD ’s organization can confidently prove 
compliance with privacy policies, regulatory requirements, and contractual obligations for 
handling private data. 
 
Platform Encryption offers native platform encryption and key management features. MHD ’s 
data is encrypted at rest using a hardware security module-based key derivation system. The 
features allow MHD to protect data at a more granular level than Classic Encryption. 
While still giving users the ability to perform necessary tasks. MHD  can: 


● Encrypt files and attachments. 



https://www.salesforce.com/us/developer/docs/apexcode/Content/apex_classes_restful_crypto.htm
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Response to RFP NO. 3238 


 


28 


 


● Encrypt certain standard and custom fields. 
● Use an advanced key management system. 


Platform Encryption helps address some concerns about protecting confidential information. 
It prevents sensitive data from residing in clear, decipherable form and allows you to manage 
your tenant secrets, which are used to derive the keys that protect your data. Salesforce is 
committed to high security standards and offers multiple data encryption options. Customers 
who want to adopt or extend their use of Salesforce can consider using Platform Encryption to 
comply with various standards. Additional details on Salesforce Platform Encryption are 
provided at: http://releasenotes.docs.salesforce.com/en-us/summer15/release-
notes/rn_security_platform_encryption.htm?edition=&impact=   


Incident Management 


If negotiated into a final contract and customer maintains a Security Contact in the Service, 
then Salesforce will notify such Security Contact within 48 hours of becoming aware of an 
actual or reasonably suspected breach of Customer Data. Notification may include phone 
contact by Salesforce support, email to customer's administrator and Security Contact, and 
public posting on trust.salesforce.com. Salesforce will not notify State residents. 


 


Salesforce maintains an Incident Response Plan and has an established Security Incident 
Response Process. During a security incident, the process guides Salesforce personnel in 
management, communication, and resolution activities.  


 


4.5.2 Protection of sensitive information will include the following: 


4.5.2.1 Sensitive information in existing legacy applications will encrypt data as is practical. 


4.5.2.2 Confidential Personal Data will be encrypted whenever possible. 


4.5.2.3 Sensitive Data will be encrypted in all newly developed applications. 


 


Salesforce has many customers that are subject to laws pertaining to the processing of 
personally identifiable information (PII) or personal data. Salesforce offers its customers a 
broad spectrum of functionalities and customer-controlled security features that its customers 
may implement in their respective uses of the Salesforce services. Salesforce believes that 
these provide its customers the flexibility to comply with laws with stringent privacy and 
security requirements. 
 
Data In Motion 



http://releasenotes.docs.salesforce.com/en-us/summer15/release-notes/rn_security_platform_encryption.htm?edition=&impact=

http://releasenotes.docs.salesforce.com/en-us/summer15/release-notes/rn_security_platform_encryption.htm?edition=&impact=
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All transmissions between the user and the Salesforce Services are TLS encrypted with a 2048-
bit Public Key. The Services use International/Global Step Up TLS certificates, with AES 256-bit 
encryption by default.  
 
Data At Rest 
Salesforce includes a feature to encrypt custom text fields (ECF): 
The fields can be masked appropriately for specific data types (i.e., credit card number, Social 
Security Number, National Insurance Number, Social Insurance Number). 
Access to read the masked parts of the fields is limited by the "View Encrypted Data" 
permission, which is not enabled by default. 
 Customers can manage their encryption key based on their organization’s security needs and 
regulatory requirements. See our Help and Training site for details: 
https://help.salesforce.com/apex/HTViewHelpDoc?id=security_keys_using_master.htm&lang
uage=en 
Encrypted fields are encrypted with 128-bit keys and use the AES (Advanced Encryption 
Standard) algorithm. 
 
Additional Salesforce Encryption Capabilities 
Apex Code extends the powerful and proven success of the Force.com platform by introducing 
the ability to write code that runs on Salesforce servers. This language makes possible the 
development of a new class of application and features deployed entirely on demand. Using 
Apex, your Agency can create user interface classes that utilize the Apex crypto class to 
encrypt field level data up to AES 256-bit encryption. Please see here for more information: 
https://www.salesforce.com/us/developer/docs/apexcode/Content/apex_classes_restful_cry
pto.htm   


Salesforce Platform Encryption (Additional Licensing Option) 
Salesforce Platform Encryption sets up in minutes, with no additional hardware or software, 
and uses native strong, standards-based encryption. Platform Encryption provides an extra 
layer to Salesforce's security while enabling customers to enjoy business critical Platform 
features, such as search, workflow, and validation rules.  
 
MHD can use Platform Encryption so that MHD ’s organization can confidently prove 
compliance with privacy policies, regulatory requirements, and contractual obligations for 
handling private data. 
 
Platform Encryption offers native platform encryption and key management features. MHD ’s 
data is encrypted at rest using a hardware security module-based key derivation system. The 
features allow MHD to protect data at a more granular level than Classic Encryption. 
While still giving users the ability to perform necessary tasks. MHD  can: 


● Encrypt files and attachments. 
● Encrypt certain standard and custom fields. 



https://www.salesforce.com/us/developer/docs/apexcode/Content/apex_classes_restful_crypto.htm
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● Use an advanced key management system. 
 


Platform Encryption helps address some concerns about protecting confidential information. 
It prevents sensitive data from residing in clear, decipherable form and allows you to manage 
your tenant secrets, which are used to derive the keys that protect your data. Salesforce is 
committed to high security standards and offers multiple data encryption options. Customers 
who want to adopt or extend their use of Salesforce can consider using Platform Encryption to 
comply with various standards. Additional details on Salesforce Platform Encryption are 
provided at: http://releasenotes.docs.salesforce.com/en-us/summer15/release-
notes/rn_security_platform_encryption.htm?edition=&impact=   


4.5.3 All information technology services and systems developed or acquired by agencies shall 


have documented security specifications that include an analysis of security risks and 


recommended controls (including access control systems and contingency plans). 


4.5.4 Security requirements shall be developed at the same time system planners define the 


requirements of the system. Requirements must permit updating security requirements as new 


threats/vulnerabilities are identified and/or new technologies implemented. 


4.5.5 Security requirements and evaluation/test procedures shall be included in all solicitation 


documents and/or acquisition specifications. 


4.5.6 Systems developed by either internal State or contracted system developers shall not 


include back doors, or other code that would cause or allow unauthorized access or 


manipulation of code or data 


4.5.7 Security specifications shall be developed by the system developer for approval by the 


agency owning the system at appropriate points of the system development or acquisition 


cycle. 


4.5.8 All system development projects must include a documented change control and 


approval process and must address the security implications of all changes recommended and 


approved to a particular service or system. The responsible agency must authorize all changes. 


4.5.9 Application systems and information that become obsolete and no longer used must be 


disposed of by appropriate procedures. The application and associated information must be 


preserved, discarded, or destroyed in accordance with Electronic Record and Record 


Management requirements defined in NRS and NAC 239, Records Management. 


 


4.5.10 Software development projects must comply with State Information Security 


Consolidated Policy 100, Section 4.7, Software Development and Maintenance and State 


Standard 131, “Security for System Development”. 


4.5.10.1 Separate development, test and production environments must be established on State 



http://releasenotes.docs.salesforce.com/en-us/summer15/release-notes/rn_security_platform_encryption.htm?edition=&impact=
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systems. 


4.5.10.2 Processes must be documented and implemented to control the transfer of software 


from a development environment to a production environment. 


4.5.10.3 Development of software and tools must be maintained on computer systems isolated 


from a production environment. 


4.5.10.4 Access to compilers, editors and other system utilities must be removed from 


production systems. 


4.5.10.5 Controls must be established to issue short-term access to development staff to correct 


problems with production systems allowing only necessary access. 


4.5.10.6 Security requirements and controls must be identified, incorporated in and verified 


throughout the planning, development, and testing phases of all software development projects. 


Security staff must be included in all phases of the System Development Lifecycle (SDLC) 


from the requirement definitions phase through implementation phase. 


 


Salesforce provides a flexible, configurable certified solution that can support state business 
rules requirements, processes, and standards. As part of the implementation of the Salesforce 
solution for MHD, the Salesforce certified implementation partner will work with MHD to 
review the applicability of the State Information Security Consolidated Policy 100, Section 4.7, 
Software Development and Maintenance and State Standard 131, “Security for System 
Development” that need to be configured in the context of the SaaS solution delivered by 
Salesforce. The Salesforce Platform is extensible, enabling MHD with minimal effort to add 
additional custom fields and create automated workflows that are required to support MHD’s 
specific business processes. 


Salesforce will maintain administrative, physical, and technical safeguards for protection of 
the security, confidentiality and integrity of Customer Data.  Those safeguards will include, 
but will not be limited to, measures for preventing access, use, modification or disclosure of 
Customer Data by Salesforce personnel except (a) to provide the Services and prevent or 
address service or technical problems and (b) as compelled by law. 


Salesforce SDLC 


Salesforce's position as an online service enables the company to roll out all levels of 
improvement, from patch releases to major upgrades that are largely transparent to the end 
users. When a bug is fixed and tested, it is rolled out to the application as part of regular 
maintenance; the nature of the service prevents special patches and code branches for 
individual customers, so all fixes can potentially benefit all customers. 
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The Salesforce application and service is fully instrumented for health-check monitoring and 
all errors are reported directly to our development organization at the time they occur—both 
for investigation and rapid turn-around. This means salesforce.com can detect and fix a bug 
before customers encounter it. 


● Planned upgrade releases are accompanied by formal release notes, which 
document new features and some fixes. (Even during a release cycle, not all 
features/bug fixes are detailed in release notes.) 


● No information is published for patch releases, where most bug fixes occur. 
● Bug information is published for the customer audience. A list of Known Issues 


can be accessed at: http://success.salesforce.com/issues_index. 
 


Instead of a multiyear development cycle between releases as occurs for on-premises 
software, with its accompanying stream of patches, customer test/install/rollout issues-
salesforce.com continuously upgrades the service in the background. Salesforce is more like a 
cell phone service-upgrades happen as time passes. 


Salesforce offers both a Production environment and 4 different types of Sandbox 
environments. This gives you the ability to create multiple copies of your organization in 
separate environments for a variety of purposes, such as testing and training, without 
compromising the data and applications in your Salesforce production organization. The 
usage of the various Salesforce Sandbox types during an implementation varies, but below 
will provide you with a description and common use of each type of environment: 
 
Developer Sandbox 
Developer sandboxes are designed for a single developer and intended for coding and testing 
in an isolated environment. These environments include a copy of your production 
organization’s configuration (metadata).  Developer sandboxes are limited to 200 MB of test 
or sample data, which is enough for many development and testing tasks. You can refresh a 
Developer sandbox once per day. 


eightCloud will be using a Developer Sandbox for the MHD implementation. We have 
evaluated the different Sandboxes available from Salesforce an determined that the 
Developer Sandbox is sufficient for the MHD. The price of this is included in the Salesforce 
license agreement.  
 
Developer Pro Sandbox 
Developer Pro sandboxes are intended for coding and testing in an isolated environment. 
These environments include a copy of your production organization’s configuration 
(metadata). They have a larger storage limit than Developer sandboxes, up to 1 GB of data. 
The larger limit allows for more robust test data sets and enables this environment to handle 
more development and quality assurance tasks. You can refresh a Developer Pro sandbox 
once per day. 
 



http://success.salesforce.com/issues_index
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Partial Copy Sandbox 
Partial Copy sandbox environments include all of your organization’s configuration 
(metadata) and a subset of your production data that you define by using a sandbox 
template. Use Partial Copy sandboxes for virtually any development, testing, or training 
purpose.  
 
Additionally, as defined by your sandbox template, Partial Copy sandboxes can include your 
organization's standard and custom object records, documents, and attachments up to 5GB of 
data and a maximum of 10,000 records per selected object. You can refresh a Partial Data 
sandbox every 5 days. 
 
Full Sandbox 
Full sandboxes are a replica of your production organization, including all data—for example, 
object records and attachments—and metadata. Full sandboxes are intended to be used for 
any development, testing, or training purpose, including full performance and load testing. 
You can refresh a Full sandbox every 29 days. 


 Changes in functionality and Process within the application: Change Management is also 


internal control over functionality and processes of the MHD. Every project goes through 


areas where scope may change for business reasons.  We anticipate this might happen and 


hence change request management is an important part of our project plan.  Early on, we 


establish a process to approve/reject/postpone all change requests.  This process will help all 


parties understand change in scope, impact on project and maintain clear project 


expectations. 


eightCloud’s project team uses a Change Request Form to manage control and document 


changes to the implementation. A sample form is provided in Tab XII. All documentation from 


eightCloud and the collective project team is stored in the clients’ Salesforce application so 


this can be accessed by the MHD at any time. 


4.6 REQUIREMENTS MATRIX  


 


 


 


Vendor must: 


 


4.6.1 Present the platform requirements for efficient operation of the system; 


 


4.6.2 Review the requirements matrix carefully to insure that the proposed system design 


addresses all of the requirements; 


 


4.6.3 Tie each data element/function to the vendor’s project plan by task number; 


 


4.6.4 Respond to all of the requirements by properly coding and indicating how the 
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requirement is satisfied.  The proposed costs and project plan must reflect the effort needed to 


satisfy the requirements. 


 


4.6.5 Identify, for each of the system requirements identified in the requirements matrix, 


whether it is: 
 


 


Vendor Response 


Condition Description 


S – Standard Function The proposed system fully satisfies the 


requirement as stated.  The vendor must 


explain how the requirement is satisfied by the 


system. 


M – Modification Required The proposed system requires a modification 


to existing functionality to meet this 


requirement which requires a source code 


modification.  The system will be modified to 


satisfy the requirements as stated or in a 


different format.  The vendor must explain the 


modifications and include the cost of all 


modifications above and beyond the base cost 


in Attachment J, Project Costs. 


F – Planned for Future 


Release 


This functionality is planned for a future 


release.  The vendor must explain how the 


requirement will be satisfied by the system and 


when the release will be available. 


C – Custom Design and 


Development 


The proposed system requires new 


functionality to meet this requirement which 


requires a source code addition.  The vendor 


must explain the feature and its value, and 


include any cost above and beyond the base 


cost in Attachment J, Project Costs. 


N – Cannot Meet 


Requirement 


The proposed system will not satisfy the 


requirement.  The vendor must explain why 


the requirement cannot be satisfied. 


O – Other Software If the requirement is to be satisfied through the 


use of a separate software package(s), vendors 


must identify those package(s) and describe 


how the functionality is integrated into the 
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Vendor Response 


Condition Description 


base system. 


 


4.6.6 Identify whether each requirement is in the firm fixed price included 


within the cost proposal. 


 


4.6.7 Describe how the proposed system meets the requirements specified within this RFP. 
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Tab VII - Scope of Work 
 


5.0 SCOPE OF WORK  
 


 


The vendor needs to deliver a turn-key solution that supports MHD’s needs.  The 


solution should significantly streamline MHD’s operation and make it easier for 


stakeholders (e.g., occupants/owners of manufactured homes/commercial structures, 


contractors, licensees, and manufacturers) to interact with the agency. 


 


The following outlines the major project tasks and deliverables/work products.  Upon 


mutual agreement, MHD and the vendor can modify the plan and approach as 


appropriate to ensure the project is executed in the most effective manner.   


 


Vendors should describe their project approach/methodology in their proposal.  The 


tasks and deliverables presented below are general and vendors are welcome to suggest 


modifications and/or break tasks/deliverables into smaller units. 


 


The proposed solution will need to replace the following systems: 


 


 Permits and Inspection Database (Microsoft Access) 


 Labels and Insignia Database (Foxpro) 


 Licensing Database (Foxpro) 


 Titling Database (Foxpro) 


 Parks Database (FoxPro) 


 Investigation Database (Access) 


 Check Log (Excel) 


 


Replacing the Open Text – File 360 Document Management System (repository for tile 


documents) is not within the scope of this project.  However, the solution should have 


the capability to interface with the system in the future. 


 


The scope of work is broken down into tasks, activities and deliverables.  The tasks and 


activities within this section are not necessarily listed in the order that they should be 


completed.  Vendors must reflect within their proposal and preliminary project plan their 


recommended approach to scheduling and accomplishing all tasks and activities identified 


within this RFP. 
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5.1 VENDOR RESPONSE TO SCOPE OF WORK 
 


 


 


 


5.1.1 Within the proposal, vendors must provide information regarding their approach to 


meeting the requirements described within Sections 5.4 through 5.13. 


 


5.1.2 If subcontractors will be used for any of the tasks, vendors must indicate what tasks 


and the percentage of time subcontractor(s) will spend on those tasks. 


 


5.1.3 Vendor's response must be limited to no more than five (5) pages per task not including 


appendices, samples and/or exhibits. 


 


5.2 DELIVERABLE SUBMISSION AND REVIEW PROCESS 


 


 


 


Once the detailed project plan is approved by the State, the following sections detail the 


process for submission and review of deliverables during the life of the project/contract. 


 


5.2.1 General 


 


5.2.1.1 The contractor must provide one (1) master (both hard and soft copies) of each 


written deliverable to the appropriate State Project Manager as identified in the contract. 


 


5.2.1.2 Once a deliverable is approved and accepted by the State, the contractor must 


provide an electronic copy.  The State may, at its discretion, waive this requirement for a 


particular deliverable. 


 


5.2.1.3 The electronic copy must be provided in software currently utilized by the 


agency or provided by the contractor. 


 


       5.2.1.4 Deliverables will be evaluated by the State utilizing mutually agreed to      


acceptance/exit criteria. 


 


5.2.2 Deliverable Submission 


 


5.2.2.1 Prior to development and submission of each contract deliverable, a summary 


document containing a description of the format and content of each deliverable will be 


delivered to the State Project Manager for review and approval.  The summary document must 


contain, at a minimum, the following: 
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A.  Cover letter; 


 


B.  Table of Contents with a brief description of the content of each section; 


 


C.  Anticipated number of pages; and 


 


D.  Identification of appendices/exhibits. 


 


5.2.2.2 The summary document must contain an approval/rejection section that can be 


completed by the State.  The summary document will be returned to the contractor within a 


mutually agreed upon time frame. 


 


5.2.2.3 Deliverables must be developed by the contractor according to the approved format 


and content of the summary document for each specific deliverable. 


 


5.2.2.4 At a mutually agreed to meeting, on or before the time of delivery to the State, the 


contractor must provide a walkthrough of each deliverable. 


 


5.2.2.5 Deliverables must be submitted no later than 5:00 PM, per the approved contract 


deliverable schedule and must be accompanied by a deliverable sign-off form (refer to 


Attachment G ~ Project Deliverable Sign-Off Form) with the appropriate sections completed 


by the contractor. 
 


 


5.2.3 Deliverable Review 


 


5.2.3.1 General 


 


A.  The State’s review time begins on the next working day following receipt of the 


deliverable. 


 


B.  The State’s review time will be determined by the approved and accepted detailed 


project plan and the approved contract. 


 


C.  The State has up to five (5) working days to determine if a deliverable is complete and 


ready for review.  Unless otherwise negotiated, this is part of the State’s review time. 


 


D.  Any subsequent deliverable dependent upon the State’s acceptance of a prior 


deliverable will not be accepted for review until all issues related to the previous deliverable 


have been resolved. 


 


E.  Deliverables determined to be incomplete and/or unacceptable for review will be 


rejected, not considered delivered and returned to the contractor. 
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F.  After review of a deliverable, the State will return to the contractor the project 


deliverable sign-off form with the deliverable submission and review history section 


completed. 


 


5.2.3.2 Accepted 


 


A.  If the deliverable is accepted, the original deliverable sign-off form signed by the 


appropriate State representatives will be returned to the contractor. 


 


B.  Once the contractor receives the original deliverable sign-off form, the State can then 


be invoiced for the deliverable (refer to Section 8, Financial). 


 


5.2.3.3 Comments/Revisions Requested by the State 


 


If the State has comments and/or revisions to a deliverable, the following will be provided to 


the contractor: 


 


A.  The original deliverable sign-off form with an updated entry to the deliverable 


submission and review history section. 


 


B.  Attached to the deliverable sign-off form will be a detailed explanation of the revisions 


to be made and/or a marked up copy of the deliverable. 


 


C.  The State’s first review and return with comments will be completed within the times 


specified in the contract. 


 


D.  The contractor will have five (5) working days, unless otherwise mutually agreed to, 


for review, acceptance and/or rejection of the State’s comments. 


 


E.  A meeting to resolve outstanding issues must be completed within three (3) working 


days after completion of the contractor’s review or a mutually agreed upon time frame. 


 


F.  Agreements made during meetings to resolve issues must be documented separately. 


 


G.  Once an agreement is reached regarding changes, the contractor must incorporate them 


into the deliverable for resubmission to the State. 


 


H.  All changes must be easily identifiable by the State. 


 


I.  Resubmission of the deliverable must occur within five (5) working days or a mutually 


agreed upon time frame of the resolution of any outstanding issues. 


 


J.  The resubmitted deliverable must be accompanied by the original deliverable sign-off 


form. 


 


K.  This review process continues until all issues have been resolved within a mutually 
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agreed upon time frame. 


 


L.  During the re-review process, the State may only comment on the original exceptions 


noted. 


 


M.  All other items not originally commented on are considered to be accepted by the 


State. 


 


N.  Once all revisions have been accepted, the original deliverable sign-off form signed by 


the appropriate State representatives will be returned to the contractor. 


 


O.  The contractor must provide one (1) updated and complete master paper copy of each 


deliverable after approval and acceptance by the State. 


 


P.  Once the contractor receives the original deliverable sign-off form, the State can then 


be invoiced for the deliverable (refer to Section 8, Financial). 


 


5.2.3.4 Rejected, Not Considered Delivered 


 


If the State considers a deliverable not ready for review, the following will be returned to the 


contractor: 


 


A.  The original deliverable sign-off form with an updated entry to the deliverable 


submission and review history section. 


 


B.  The original deliverable and all copies with a written explanation as to why the 


deliverable is being rejected, not considered delivered. 


 


C.  The contractor will have five (5) working days, unless otherwise mutually agreed to, 


for review, acceptance and/or rejection of the State’s comments. 


 


D.  A meeting to discuss the State’s position regarding the rejection of the deliverable must 


be completed within three (3) working days after completion of the contractor’s review or a 


mutually agreed upon time frame. 


 


E.  Resubmission of the deliverable must occur within a mutually agreed upon time frame. 


 


F.  The resubmitted deliverable must be accompanied by the original deliverable sign-off 


form. 


 


G.  Upon resubmission of the completed deliverable, the State will follow the steps 


outlined in Section 5.2.3.2, Accepted, or Section 5.2.3.3, Comments/Revisions Requested by 


the State. 
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5.3 PROJECT KICK OFF MEETING 
 


 


 


A project kick off meeting will be held with representatives from the State and the contractor 


after contract approval and prior to work performed.  Items to be covered in the kick off 


meeting will include, but not be limited to: 


 


 


5.3.1 Deliverable review process; 


 


5.3.2 Determining format and protocol for project status meetings; 


 


5.3.3 Determining format for project status reports; 


 


5.3.4 Setting the schedule for meetings between representatives from the State and the 


contractor to develop the detailed project plan; 


 


5.3.5 Defining lines of communication and reporting relationships; 


 


5.3.6 Reviewing the project mission; 


 


5.3.7 Pinpointing high-risk or problem areas; and 


 


5.3.8 Issue resolution process. 


 


5.4 PLANNING AND ADMINISTRATION 


 


 


5.4 PLANNING AND ADMINISTRATION 


 


5.4.1 Objective 


 


To establish a clear, comprehensive project plan, processes and tools to effectively manage the 


project through to completion.  Also, ensure effective collaboration between the contractor and 


stakeholders throughout the project. 


 


5.4.2 Activities 


 


The awarded vendor must: 
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5.4.2.1 MHD and the vendor work together to define the detailed project plan, schedule, 


deliverables, and roles and responsibilities.   


 


5.4.2.2 MHD and the vendor will also define the processes and tools to manage and control the 


project (including change control and communication plan). 


 


5.4.2.3 MHD and the vendor will work together to develop a project risk management plan. 


 


5.4.2.4 Vendor to participate in bi-weekly project status meetings with MHD and other 


stakeholders.   


 


5.4.2.5 Vendor to attend and participate in all other project related meetings.  When 


appropriate the vendor will need to prepare materials and/or briefings for the meetings. 


 


5.4.2.6 Vendor to provide written monthly project status reports to MHD.  Contents must 


include: overall completions status in terms of MHD approved project plan and deliverable 


schedule, accomplishments during the period, problems encountered and proposed/actual 


resolutions, what is to be accomplished in the next reporting period, identification of schedule 


slippage and strategy for resolution, contractor staff assigned and their location and schedule, 


and state resources required for activities during the next time period. 


 


5.4.3 Deliverables 


5.4  PLANNING AND ADMINISTRATION DELIVERABLES 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 


REVIEW TIME 


(WORKING DAYS) 


5.4.3.1 Detailed Project Plan 5.4.2.1 10 


5.4.3.2 Defined processes for managing 


and controlling the project 
5.4.2.2  N/A 


5.4.3.3 Risk management plan 5.4.2.3 5 


5.4.3.4 Participation at all meetings  5.4.2.4 ~ 


5.4.2.5 


5 


5.4.3.5 Written monthly status reports 5.4.2.6 5 


 


5.5 TASK 1 – REVIEW AND VALIDATE REQUIREMENTS AND GAP/FIT ANALYSIS 
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5.5.1 Objective: 


 


5.5.1.1 To ensure the vendor has a clear understanding of MHD’s requirements, “map” the 


requirements to their system, identify gaps and identify options to address the gaps.  If the 


vendor proposes a custom solution, this task will focus on the system design.    


 


5.5.2 Activities: 


 


5.5.2.1 The vendor will review relevant MHD artifacts (e.g. documentation, forms, reports, 


etc.) and interview key MHD staff to fully understand MHD’s operation and system 


requirements.   


 


5.5.2.2 The vendor will document the gaps between MHD’s needs and what their software 


supports.  They will also document options (including cost estimates) to address the gaps, 


including: custom development, process work-arounds, and utilization of 3rd party projects. 


 


5.5.2.3 The vendor will perform a thorough walk-through demonstration of their system 


showing how it supports MHD’s business processes, and explaining the various options to 


address the gaps in software functionality.  Based on the results of the review, MHD, working 


with the vendor will make decisions on how the gaps will be addressed.         


 


 


5.5.3 Deliverables 


5.5  Review and Validate Requirements and Gap/Fit Analysis 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 


REVIEW TIME 


(WORKING DAYS) 


5.5.3.1 Gap analysis report, which includes 


description of gaps and options to 


address the gaps, including costs 


(one-time and ongoing). 


5.5.2.1 


5.5.2.2  


 


15 


5.6.3.2 Comprehensive walk-through of 


system, showing how it supports each 


of MHD’s core business processes and 


demonstrating how the gaps can be 


addressed.  


 


5.5.2.3 10 
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eightCloud will facilitate an on-site Business Process Review (BPR) to define and validate the 


scope, options, and recommendations associated with implementing Salesforce.  The Business 


Process Review will be for 3 days at the MHD location in Carson City. eightCloud will have at 


last 2 of the assigned resources to the project on site for this meeting.  As a result of the 


Business Process Review, MHD and eightCloud will have clear definition around: 


 The strategic goals of the client and the potential role of Salesforce 


 “Out of the box” functionality available as well as options for custom capabilities 


 Departmental considerations, interdependencies and requirements 


 Data migration and integration considerations as well as the context for which 
Salesforce will fit into the client’s larger technology infrastructure 


 The overall project footprint and configuration definition 


 Reporting requirements 


 The training plan and the role of management in delivering the training 


 Potential phasing considerations and recommendations 


 Timelines, roles, key players and key dates associated with the project 
 
 
The result of the 3 day session will be to develop a Report of Findings (ROF). The purpose of 
the Report of Findings (RoF) is to document and gain consensus on the business processes 
reviewed and requirements captured during the onsite Business Process Review workshops 
conducted.  


The Report of Findings details the complete set of requirements and business processes 
communicated by [CLIENT] to the eightCloud project team.  The eightCloud team will carefully 
review requirements in order to create the best solution possible for MHD; however, all 
requirements captured in the RoF may not be included in the final design documents 
presented to MHD in subsequent project phases.  Those documents may include a subset of 
the requirements recorded in this document, as all requirements may not 


a) Translate into a functional or technical requirements or  
b) Be considered in scope for this phase of the project per the Statement of 


Work (SoW) 


Any requirements that are considered out of scope are indicated in the RoF.  


The main components of the ROF are: 
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 Project Terminology  


 Project Systems & Tools 


 Glossary of Terms 


 Overall Systems & Objects Mapping 


 Permitting and Inspections  


 Titling  


 Licensing 


 Investigations 


 Mobile Home Parks 


 Lot Rent Subsidy Program  


 Education 


 Cash Receipts/Deposits  


 Online Services to the Public  


 Report Requirements  


 Dashboard Requirements 


 Data Migration Requirements 


 Data Integration Requirements  
 


 


Each area documented in the ROF will also include the gaps between current processes and 
desired future state by MHD.  


eightCloud has included a sample copy of our Report of Findings template in Tab XII. Please 
note that this is a template and the Table representations will change based on the needs of 
MHD (i.e. Permitting and Inspections documentation will replace the Lead Management 
section of the template). 
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5.6 TASK 2 – SYSTEM DESIGN/IMPLEMENTATION CONFIGURATION 
 


 


 


 


 


5.6.1 Objective: 
 


5.6.1.1 The objective of this task is to develop a design document that describes the system 


architecture, the software and hardware components.  The design documentation should be to 


a level of detail that all project stakeholders can understand what will be 


developed/implemented.  Note: For COTS solutions, this does not need to be an extensive 


document.    


 


5.6.2 Activities: 


 


5.6.2.1 Based on requirements and gap analysis, the vendor will develop system design 


specifications.  This includes, but not limited to: 


 


A.  Overall system architecture, including technology that will be used (hardware & 


software), including any third-party products that will be used; 


 


B.  Configuration parameters, including, but not limited to: lookup values, event triggers, 


key data fields, user roles, user interface and screen navigation, list of key reports and 


description on how they will be developed, etc. ;   


 


C.  Description of administrative functions (technical and non-technical) MHD will need 


to perform for the ongoing support of the system; and  


 


D.  Description of security and backup and recovery methods and technology. 


 


There will be several types of documents that will be created/available as part of the project. 


They are listed below: 


 Architecture Plan 


 Project Plan and its components 


 Functional Specifications 


 Technical Specifications 


 System Architecture 


 Data Migration Plan 


 Salesforce Application Set-up Documents 
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 Business Process Diagrams 


 Training Documents (User Training Manual, FAQs, System Administration Guide) 


 Application on-line help 
 


 


Prior to any configuration, data migration, testing, or training, it is important to collectively 


sign off on this documents before the “build” (Task 3) phase of the project begins.  


 


Please refer to Tab XII for a Solution Design Template. 


 


Our proposed SaaS solution is built on the Salesforce Platform and includes all needed 
infrastructure, which is fully hosted, managed, and maintained by Salesforce. Salesforce only 
requires a computer that can run a web browser and an Internet connection or a mobile 
device.  No other software or hardware is required.  Salesforce applications are delivered on-
demand over the Internet, so MHD will not need to worry about licensing software or setting 
up and managing hardware platforms. 


  


Salesforce Force.com is a modern Platform as a Service (PaaS) that’s built for cloud 
computing, with multitenancy inherent in its design. To meet the high demands of its large 
user population, Force.com’s foundation is a metadata-driven software architecture that 
enables multi-tenant applications. 


  


Force.com combines several different persistence technologies, including a custom-designed 
relational database schema, which is innately designed for clouds and multitenancy—no 
virtualization required. 
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Force.com’s core technology uses a runtime engine that materializes all application data from 
metadata—data about the data itself. In Force.com’s well-defined metadata-driven 
architecture, there is a clear separation of the compiled runtime database engine (kernel), 
tenant data, and the metadata that describes each application. These distinct boundaries 
make it possible to independently update the system kernel and tenant-specific applications 
and schemas, with virtually no risk of one affecting the others. 


 


Every logical database object that Force.com exposes is internally managed using metadata. 
Objects, (tables in traditional relational database parlance), fields, stored procedures, and 
database triggers are all abstract constructs that exist merely as metadata in Force.com’s 
Universal Data Dictionary (UDD). For example, when you define a new application object or 
write some procedural code, Force.com does not create an actual table in a database or 
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compile any code. Instead, Force.com simply stores metadata that the system’s engine can 
use to generate the virtual application components at runtime. When you need to modify or 
customize something about the application schema, like modify an existing field in an object, 
all that’s required is a simple non-blocking update to the corresponding metadata. 


  


Because metadata is a key ingredient of Force.com applications, the system’s runtime engine 
must optimize access to metadata; otherwise, frequent metadata access would prevent the 
service from scaling. With this potential bottleneck in mind, Force.com uses massive and 
sophisticated metadata caches to maintain the most recently used metadata in memory, 
avoid performance-sapping disk I/O and code recompilations, and improve application 
response times. 


  


The multitenant architecture and secure logical controls address separation of Customer 
Data. The Salesforce infrastructure is divided into a modular architecture based on 
“instances”. Each instance is capable of supporting several thousand customers in a secure 
and efficient manner. Salesforce uses the instance architecture to continue to scale and meet 
the demands of our customers. There are appropriate controls in place designed to prevent 
any given customer’s Salesforce instance from being compromised. This functionality has 
been designed and undergoes robust testing through an on-going process by both Salesforce 
and its customers. 


 


These papers further explain the technology that makes the Salesforce Force.com platform 
fast, scalable, and secure for any type of application:  


https://developer.salesforce.com/page/Multi_Tenant_Architecture  


https://developer.salesforce.com/page/Secure_Private_Trustworthy_Force.com_Whitepaper 


https://developer.salesforce.com/page/An_Overview_of_Force.com_Security  


Government Trusted Security and Infrastructure 
Salesforce understands that the confidentiality, integrity, and availability of our customers’ 
information are vital to their business operations and our own success. We use a multi-
layered approach to protect that key information, constantly monitoring and improving our 
application, systems, and processes to meet the growing demands and challenges of security. 
 
Independent audits confirm that our security goes far beyond what most companies have 
been able to achieve on their own. Using the latest firewall protection, intrusion detection 
systems, and TLS encryption, Salesforce Force.com gives you the peace of mind only a world-
class security infrastructure can provide. 



https://developer.salesforce.com/page/Multi_Tenant_Architecture

https://developer.salesforce.com/page/Multi_Tenant_Architecture

https://developer.salesforce.com/page/Secure_Private_Trustworthy_Force.com_Whitepaper

https://developer.salesforce.com/page/An_Overview_of_Force.com_Security
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Third-party validation  
Security is a multidimensional business imperative that demands consideration at multiple 
levels, from security for applications to physical facilities and network security. In addition to 
the latest technologies, world-class security requires ongoing adherence to best-practice 
policies. To ensure this adherence, we continually seek relevant third-party certification, 
including ISO 27001, the SysTrust audit (the recognized standard for system security), and 
SSAE 16 SOC 1 audit (an examination and assessment of internal corporate controls, 
previously known as SAS 70 Type II). SOC1, SOC2 and SOC3 audits are performed by third 
party auditor annually at a minimum. Additional audits and certifications include: CSA 
‘Consensus Assessments Initiative’, JIPDC (Japan Privacy Seal), Tuv (Germany Privacy Mark), 
and TRUSTe. 
  
Protection at the application level 
Salesforce protects customer data by ensuring that only authorized users can access it. 
Administrators assign data security rules that determine which data users can access. Sharing 
models define company-wide defaults and data access based on a role hierarchy. All data is 
encrypted in transfer. All access is governed by strict password security policies. All passwords 
are stored in SHA 256 one-way hash format. Applications are continually monitored for 
security violation attempts. 
 
Protection at the facilities level 
Salesforce security standards are stringent and designed with demanding customers in mind, 
including the world’s most security-conscious financial institutions. Authorized personnel 
must pass through five levels of biometric scanning to reach the Salesforce system cages. All 
buildings are completely anonymous, with bullet-resistant exterior walls and embassy-grade 
concrete posts and planters around the perimeter. All exterior entrances feature silent alarm 
systems that notify law enforcement in the event of suspicion or intrusion. Data is backed up 
to disk or tape. These backups provide a second level of physical protection. Neither disks nor 
tapes ever leave the data center. 
 
Protection at the network level 
Multilevel security products from leading security vendors and proven security practices 
ensure network security. To prevent malicious attacks through unmonitored ports, external 
firewalls allow only http and https traffic on ports 80 and 443, along with ICMP traffic. 
Switches ensure that the network complies with the RFC 1918 standard, and address 
translation technologies further enhance network security. IDS sensors protect all network 
segments. Internal software systems are protected by two-factor authentication, along with 
the extensive use of technology that controls points of entry. All networks are certified 
through third-party vulnerability assessment programs.  
 
Trust.salesforce.com is the Salesforce community’s home for real-time information on system 
performance and security. On this site you'll find: 
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● Live and historical data on system performance 
● Up-to-the minute information on planned maintenance 
● Phishing, malicious software, and social engineering threats 
● Best security practices for your organization 
● Information on how we safeguard your data  
 
These papers further explain the technology that makes the Salesforce Force.com platform 
fast, scalable, and secure for any type of application:  
 
https://developer.salesforce.com/page/Multi_Tenant_Architecture    
https://developer.salesforce.com/page/Secure_Private_Trustworthy_Force.com_Whitepaper  
https://developer.salesforce.com/page/An_Overview_of_Force.com_Security   
https://help.salesforce.com/servlet/servlet.FileDownload?file=01530000003SIm9AAG  


Backup and Recovery 


Customer data, up to the last committed transaction, is replicated to disk in near-real 
time at the designated disaster recovery data center, backed up at the primary data 
center, and then cloned at an archive data center.  


 


Backups are performed daily at each data center facility without stopping access to the 
application. Backup cloning is transmitted over an encrypted network (our MPLS network 
across all data centers). Backups are retained for 90 days. Backups never physically leave 
our secure data center facilities, unless they are to be retired and destroyed through a 
secure destruction process. 


 



https://developer.salesforce.com/page/Multi_Tenant_Architecture

https://developer.salesforce.com/page/Secure_Private_Trustworthy_Force.com_Whitepaper

https://developer.salesforce.com/page/An_Overview_of_Force.com_Security

https://help.salesforce.com/servlet/servlet.FileDownload?file=01530000003SIm9AAG
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This paper further explains the technology that makes the Salesforce Force.com platform fast, 
scalable, and secure for any type of application: 
https://developer.salesforce.com/page/Multi_Tenant_Architecture. 


 


5.6.3 Deliverables 


 


5.6  SYSTEM DESIGN/IMPLEMENTATION CONFIGURATION 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 


REVIEW TIME 


(WORKING DAYS) 


5.6.3.1 System Design/Implementation 


Configuration 


5.6.2 


 


10 


 


 


 


 


 



https://developer.salesforce.com/page/Multi_Tenant_Architecture





Response to RFP NO. 3238 


 


54 


 


5.7 TASK 3 – SETUP AND CONFIGURE/BUILD SYSTEM 


 


 


5.7.1 Objective: 


The objective of this task is to configure/customize/develop, test, and deliver a fully functional 


system that meets MHD’s requirements.  Throughout this task, the vendor must work closely 


with MHD staff to verify the system will meet their requirements in an intuitive and efficient 


manner.   


5.7.2 Activities: 


5.7.2.1 Establish development, test environments, training & production environments.   


5.7.2.2 Configure/customize/develop system to meet MHD’s needs. 


A.  Configure/develop system components according to specifications. 


B.  Perform structured demonstrations/pilots/walk-throughs of system components to users 


at various stages this task to ensure the end product is on target.  Prior to UAT, users need to 


see how the system will provide end-to-end support for all their business processes.   


C.  Adjust/modify system based on user feedback.  If necessary, re-demonstrate system 


after making the changes.   


D.  The vendor will conduct thorough quality assurance testing of system and correct 


defects prior to delivering it for User Acceptance Testing (UAT) and production.  The vendor 


will also ensure the system meets appropriate performance and throughput requirements.   


 


E.  Conduct walkthrough of entire system with users prior to UAT. 
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5.7.3 Deliverables 


5.7 BUILD AND IMPLEMENT SYSTEM 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 


REVIEW TIME 


(WORKING DAYS) 


5.7.3.1 Configured working system – vendor 


to conduct demonstrations/ 


pilot/walk-throughs of system 


components. 


5.7.2.1  


5.7.2.2 


 


TBD 


5.7.3.2 Deliver fully functional system that 


the vendor has fully tested. 


5.7.2.2 TBD 


5.7.3.3 Walk-through of entire system prior 


to UAT. 


5.7.2.2 E 10 


 


5.8 TASK 4 – DATA MIGRATION 
 


 


 


5.8.1 Objective: 


 


The objective of this task is to migrate historical data from the existing legacy systems to the 


new system. 


 


5.8.2 Activities: 


 


5.8.2.1 The vendor shall work with MHD to develop a comprehensive data migration plan.  


The legacy systems will include the following systems: Permits Database (Access), Labels and 


Insignia Database (foxpro), Titling Database (foxpro), Licensing Database (foxpro), Parks 


Database (foxpro) and Investigations Database.  Note: MHD will work with the vendor to 


develop a plan that is feasible, given limited funds.  The plan must include at a minimum: 


 


A.  Map legacy data to the new system.  MHD will provide staff knowledgeable of the 


existing systems. 


 


B.  Document business rules and program specifications for extracting legacy data, 


performing data cleansing, and loading it to the new system and validating it. 


 


5.8.2.2 The vendor will work with MHD to define test cases for validating the migrated data.  
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5.8.2.3 Migrate legacy data to the test environment for demonstrations and UAT. 


 


5.8.2.4 Migrate legacy data to the production environment prior to go-live. 


 


 


5.8.3 Deliverables 


5.8 DATA MIGRATION 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 


REVIEW TIME 


(WORKING DAYS) 


5.8.3.1 Detailed data migration plan. 5.8.2.1  


 


10 


5.8.3.2 Test cases for validating converted 


data (ensure accuracy of data 


migration). 


5.8.2.2 


5.8.2.3 


10 


5.8.3.3 Migrate data to test and production 


environments. 


5.8.2.4 10 
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Data Migration Overview 


 
eightCloud provides our clients with a Data Migration Plan during the project and prior to 


exporting, cleansing, and importing the data. The sections in the customized Data Migration 


Plan will be as follows: 


Data Migration Diagram 


 Data Sources 


 Import / Export Tools 


 Staging  


 Testing 


 Source Data to Cleanse 


 Data Mapping 


 Test Data Loads 


 Final Conversion Plan and Schema 
: 


This diagram shows the basic components of a data migration. The current internal database 


is known as the “Source” system, and Salesforce.com is called the “Target” system. The data 


from the source will be extracted and any necessary preparation can be done to the data in a 


staging area (typically a spreadsheet and data load tool) prior to being loaded to the target 


system. 


 


 


 


 


 


 


 


 


Data Sources 
 


 Permits Database (Access) 


 Labels and Insignia Database (Foxpro) 


 Titling Database (Foxpro) 


 Licensing Database (Foxpro) 


 Parks Database (Foxpro)  


Internal DB Staging Area SFDC 


Clean Up 
What’s in Scope? 
Date Range? 
Archive Strategy? 


 


(Access / Foxpro / 
Excel) 
Scrub data 
Map data 
Transform data 


Load 
Review 
Adjust 
Re-Load 
 


“SOURCE” “TARGET” 
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 Investigations Database (Access) 


 Check Log (Excel) 
 


 


Import / Export Tools 


 


Tool Editions supported 


Number of 


records you can 


import or 


export 


Internal or 


external to 


Salesforce 


Additional information 


Data Import 


Wizard (unified) 


All editions except 


Database.com 


Up to 50,000 Internal An in-browser wizard that imports 


your organization’s accounts, 


contacts, leads, solutions, and 


custom objects. 


Data Loader Enterprise, 


Unlimited,Performance, 


Developer, and 


Database.com Editions 


Between 5,000 


and 5 million 


External Data Loader is a client application for 


the bulk import or export of data. 


Use it to insert, update, delete, or 


export Salesforce records. 


Import Wizard 


for Accounts and 


Contacts 


Contact Manager, Group, 


Professional, Enterprise, 


Unlimited,Performance, 


and Developer Editions 


Up to 500 


records for an 


individual user 


Up to 50,000 
records for 
multiple users 


Internal An in-browser wizard that imports 


personal contacts and accounts from 


ACT! and Outlook or from other 


sources; or your organization’s 


business accounts and contacts. 


Import Wizard 


for Person 


Accounts 


Enterprise, Performance, 


Unlimited,Performance and 


Developer Edition 


Up to 50,000 Internal An in-browser wizard that 


imports an individual user’s person 


accounts or your organization’s 


person accounts 


Import Wizard 


for Leads 


Group, Professional, 


Enterprise, 


Unlimited,Performance, 


and Developer Editions 


Up to 50,000 Internal An in-browser wizard that imports 


your organization’s leads. Read 


more. 


Solution Import 


Wizard 


Professional, Enterprise, 


Unlimited,Performance, 


and Developer Editions 


Up to 50,000 Internal An in-browser wizard that imports 


your organization’s solutions. Read 


more. 


Custom Object 


Import Wizard 


Contact Manager, Group, 


Professional, Enterprise, 


Unlimited,Performance, 


and Developer Editions 


Up to 50,000 Internal An in-browser wizard that imports 


your organization’s custom 


objects. Read more. 



http://help.salesforce.com/apex/HTViewHelpDoc?id=importing_my_contacts_csv.htm&language=en_US

http://help.salesforce.com/apex/HTViewHelpDoc?id=importing_my_contacts_csv.htm&language=en_US

http://help.salesforce.com/apex/HTViewHelpDoc?id=importing_my_contacts_csv.htm&language=en_US

http://help.salesforce.com/apex/HTViewHelpDoc?id=importing_my_contacts_csv.htm&language=en_US

http://help.salesforce.com/apex/HTViewHelpDoc?id=import_my_organizations_accounts_and_contacts.htm&language=en_US

http://help.salesforce.com/apex/HTViewHelpDoc?id=import_my_organizations_accounts_and_contacts.htm&language=en_US

http://help.salesforce.com/apex/HTViewHelpDoc?id=importing_my_person_accounts.htm&language=en_US

http://help.salesforce.com/apex/HTViewHelpDoc?id=importing_my_person_accounts.htm&language=en_US

http://help.salesforce.com/apex/HTViewHelpDoc?id=importing_org_person_accounts.htm&language=en_US

http://help.salesforce.com/apex/HTViewHelpDoc?id=importing_org_person_accounts.htm&language=en_US

http://help.salesforce.com/apex/HTViewHelpDoc?id=import_my_organizations_leads.htm&language=en_US

http://help.salesforce.com/apex/HTViewHelpDoc?id=import_my_organizations_leads.htm&language=en_US

http://help.salesforce.com/apex/HTViewHelpDoc?id=importing_solutions_wizard.htm&language=en_US

http://help.salesforce.com/apex/HTViewHelpDoc?id=importing_solutions_wizard.htm&language=en_US

http://help.salesforce.com/apex/HTViewHelpDoc?id=importing_unified.htm&language=en_US
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Tool Editions supported 


Number of 


records you can 


import or 


export 


Internal or 


external to 


Salesforce 


Additional information 


Data Export Weekly export available in 


Enterprise, Unlimited, 


andPerformance, Editions. 


Monthly export available in 


all editions, except 


Database.com 


No limit Internal An in-browser wizard that exports 


data in .zip files that are up to 128 


MB each on a monthly or weekly 


basis. Read more. 


Third-party tools Varies Over 5 million External See the AppExchange for available 


tools. 


Jitterbit Data 


Loader
TM


 for 


Salesforce (third-


party tool) 


All editions Over 5 million External Free data migration tool offered by 


a salesforce.com, inc.partner. Read 


more. 


 


Staging 


 
Data will be extracted and staged on a server provided by MHD. We plan to use comma 


separated files (.csv) to hold the legacy data before it is mapped and imported. Further, since 


MHD has access to a Developer Sandbox (which means we have plenty of record storage 


available for resting) we will populate that instance of SFDC first before attempting a load 


directly into SFDC Production environment. 


Testing 


 
The size and complexity of this data migration plan warrants multiple rounds of testing. Each 


round of testing will increase in complexity. The first round will be a simple extract and load 


for one Object. Then, we will add another Object and continue an extract-map-load cycle. 


Lastly, we test associations and begin testing tables that relate to each other through 


external id values. Each step along the way ensures that we are mapping to the correct fields 


and maintaining or establishing proper associations between the various tables. 


 


 


 


 



http://help.salesforce.com/apex/HTViewHelpDoc?id=admin_exportdata.htm&language=en_US

http://sites.force.com/appexchange

http://appexchange.salesforce.com/listingDetail?listingId=a0N300000016ZoVEAU

http://appexchange.salesforce.com/listingDetail?listingId=a0N300000016ZoVEAU
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Source Data to Clean 


 


Data migration projects can require manual data manipulation. Interpreting data correctly 


and seeing relationships between data elements is a challenge to automate. Guidance must 


typically be provided by those people who are most familiar with organizational process and 


the data itself. However, tools can and will assist with the process and reduce the amount of 


time needed to complete the effort. 'Front end' tools that simplify entering SQL (Structured 


Query Language) statements allow non-technical users to analyze and change data without 


mastering a new programming language. 


The SMEs involved in the data cleanup will be asked to decide on the following key points: 


 Scope of data export – how much data and which records should be migrated? 


 Accessibility Strategy – it’s best practice to keep the source system available to end 
users (possibly as read-only) for a period of time after the target system is live. 
Who should have this access? For how long? 


 Archive Strategy- once the source data is extracted and after Salesforce.com is live, 
what should be done with the internal database? Should it be archived, and after 
how much time should it be purged? 


 


Data Mapping 


External record IDs from the several legacy database systems will be stored in SFDC to 


facilitate cross-reference checks back to the original systems. Some of the source fields are 


mapped to several target fields as required by our final data model. Primarily this is to 


separate individuals out from organizations. In legacy systems the individuals and 


organizations were often stored on the same record. Other source tables are mapped directly 


to individual Salesforce Objects, while others are broken up, mapping to multiple Salesforce 


Objects. 


Where existing relationships are to be preserved, source tables will be migrated in sequence 


starting with the base or "parent" objects and proceeding to "child" objects in order to build 


parent-child "lookup" relationships in Salesforce that preserve relationships from the source 


db. The load order accounts for these items: 


 Dependencies between tables (e.g. a contact at an account must be loaded after 
the account) 


 Like functionality has been grouped together 
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Test Data Loads 


 


Testing converted data that has been loaded to Salesforce.com is the last step necessary to 


confirm that the system is ready for use. When testing is complete it confirms that the 


historical data is accurate and that the relationships between tables works correctly. The test 


process will be iterative, a process where more data and more complexity is added with each 


iteration. Much like the testing during migration, we’ll build on success until there is 


agreement that we’ve achieved our goal. 


The primary methods of testing will be these: 


 Record count matches (number of records in scope from source system should match 
exported records which should match imported record) 


 Data Load Tool validation error checking (each of the data load tools work in concert 
with the Salesforce platform to ensure valid data is being loaded. For example, an 
email address without an @ symbol will fail to load) 


 Destination system spot checking (After data is loaded both client and eightCloud will 
spot check the data) 


As has been noted earlier, SMEs are the key to defining and measuring a successful data load. 


They are the ones best suited to interpret the data and find subtle errors with mapping or 


take issue with unforeseen implications of table relationships. To that end MHD must own the 


final buy-off on the data being migrated. The eightCloud project team will assist and guide 


the SMEs through the process, proposing and explaining relationship options, executing the 


plan and resolving issues as they arise. 


 


Data Schema 


Below is a sample schema that will be developed for MHD prior to final conversion: 
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5.9 TASK 5 – USER ACCEPTANCE TESTING 
 


 


5.9.1 Objective: 


 


The objective of this task is to ensure the system meets MHD’s functional requirements.  


MHD, with the assistance of the vendor will develop a User Acceptance Test (UAT) Plan and 


test cases.  The vendor will need to provide a fully functional system for UAT.   


  


5.9.2 Activities: 


 


5.9.2.1 The vendor will provide a fully functional test environment and system prior to the 


start of UAT.  This includes ensuring the database tables are properly populated to support all 


test cases, including daily, weekly, monthly, quarterly and annual processes.  


 


5.9.2.2 The vendor will provide training to the MHD team that so that they understand how to 


use the system prior to testing.   


 


5.9.2.3 The vendor will review MHD’s UAT plan and test cases and provide constructive 


feedback on the approach and testing coverage.   
 


5.9.2.4 Vendor will provide technical support throughout the UAT task and correct software 


defects, data issues, and other system issues in an expedient manner to keep testing on 


schedule.   


 


 


5.9.3 Deliverables 


5.9 USER ACCEPTANCE TESTING 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 


REVIEW TIME 


(WORKING DAYS) 


5.9.3.1 Test environment and fully 


functioning system, including test 


data (vendor to have performed 


comprehensive system testing). 


5.9.2.1  


 


NA 


 


5.9.3.2 Vendor training of UAT team so that 


they understand the system to a level 


necessary to complete UAT. 


5.9.2.2 


 


5 


5.9.3.3 Review of MHD’s UAT plan and cases. 5.9.2.3 NA 
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5.9 USER ACCEPTANCE TESTING 


5.9.3.4 Technical support and timely 


remediation of defects, data and 


system issues throughout the UAT. 


5.9.2.4 TBD 


 


Development Methodology 


eightCloud will follow the Agile methodology throughout the course of this project.  We 


believe that Cloud based applications such as Salesforce require an iterative and collaborative 


approach rather than the traditional waterfall methods for development.  Moreover, we are 


helping create a solution that is specific to the needs of MHD, not a generic software package.  


This methodology will allow for the following and ultimate success for the project: 


 


 Iterative development based on continuous feedback 


 Collaboration and user empowerment 


 Ability to prototype quickly if needed 


 Faster development times 
 


Testing Methodology/Plan 


eightCloud’s testing methodology is inclusive and collaborative.  Our methodology focuses on 


3 types of testing: 


 Unit testing:  As each piece of functionality is released (configured or developed), we 
perform a unit test to make sure it ties in with the associated business requirement.  
We involve the users to validate the unit test to ensure their acceptance 


 System Testing:  As each feature is released, we perform a system test to ensure that 
no other functionality is impacted.   


 User Acceptance testing:   Assigned users participate in test script/case development 
and execution at all levels during the project.  
 


The testing plan will also include a Traceability Matrix.  The purpose of this matrix is to tie 


a specific business/technical/integration requirement to a specific Test Case/Script.  This 


document eliminates any risk of not testing a specific BR (business requirement), TR 


(technical requirement) or IR (integration requirement). 


During testing, we maintain, manage and publish a bug tracker.  This list is worked off 


during the various sprints and retested for desired functionality.  We have used tools such 
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as Bugzilla in the past to manage this.  However, we have found it to be easier to manage 


the bug list within Salesforce (cases/list) for visibility and user comment.  


eightCloud will not be using an automated testing tool for this instance.  There are some 


available applications (1-2 of AppExchange) that claim to do automated testing, but we 


have concerns on their effectiveness (lack of reviews).  For this implementation, we 


believe testing should be done in a traditional manner with user scripts, use cases and 


validations.   


This project includes 4 sprints and each one ends with QA/test thereby ensuring a fully 


functional product before “go-live”.   


See sample in Tab XII of a Test Script/Case for a Salesforce CRM Project that we have 


managed in the past. For MHD, the process will be similar but with different and more 


customized scripts.  


5.10 TASK 6 – DOCUMENTATION 
 


 


 


5.10.1 Objective: 


 


The objective of this task is to develop user and system documentation that will allow MHD to 


effectively utilize, operate and maintain the system. 


 


5.10.2 Activities: 


 


5.10.2.1 Vendor will develop user manual for system users, tailored to MHD’s 


terminology and business processes. 


 


5.10.2.2 Vendor will provide online user help that ties to the context of the specific area 


of the system (or function) that is in use.  


 


5.10.2.3 Vendor will develop system administration/operations guide for MHD and state 


technical staff to operate and maintain the system.  The includes, but not limited to: 


maintenance of user accounts and roles, configuring system parameters and business rules, 


security features, running of jobs, backup and recovery, building and running reports, setup of 


letter templates, etc. 
  


 


5.10.3 Deliverables 


 


5.10  DOCUMENTATION 
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5.10  DOCUMENTATION 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 


REVIEW TIME 


(WORKING DAYS) 


5.10.3.1 User manual. 5.10.2.1  


 


15 


5.10.3.2 Online help functionality and content. 5.10.2.2 


 


10 


5.10.3.3 System administration/operations 


guide. 


5.10.2.3 10 


 


Documentation will be provided throughout the engagement with MHD: 


 Report of Findings 


 Project Plan and Timeline 


 Status Reports 


 Solution Design Documents 


 Data Migration Plan 


 Training Plans for both end users and System Administrators 


 Change Requests 


 Go Live Plan (Transition to Production) 
 


These templates can be found in Tab XII. 
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5.11 TASK 7 – TRAINING 
 


 


 


5.11.1 Objective: 


 


Develop and execute training for users, trainers and technical staff.  Training will need to 


cover all key aspects of the system and presented in the context of how MHD staff performs 


their business processes.   


 


5.11.2 Activities: 


 


5.11.2.1 The vendor and MHD will work together to develop a training plan that 


describes the objectives, content and duration for each topic/module, as well as the delivery 


approach. 


 


5.11.2.2 The vendor, working with MHD will develop training materials and scenarios. 


 


5.11.2.3 The vendor will provide a training environment with a fully functional system 


that is populated with data necessary to cover the subject matter described in the training plan 


and materials.   


 


5.11.2.4 The vendor will conduct training which is tailored to MHD’s business 


processes.  MHD is open to the train-the-trainer approach. 


 


5.11.3 Deliverables 


5.12 TRAINING 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 


REVIEW TIME 


(WORKING DAYS) 


5.11.3.1 Training plan. 5.11.2.1  


 


5 


5.11.3.2 Training materials and scenarios. 5.11.2.2 


 


10 


5.11.3.3 Fully functional training environment 


with data. 


5.11.2.3 5 
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5.12 TRAINING 


5.11.3.4 Training. 5.11.2.4 10 


 


 


eightCloud Approach to Training 


eightCloud will organize all training activities based on the specific needs of the user base. We 


understand that of the 80 or so users, there will be a mix of employees at the MH. 


eightCloud’s training philosophy has two components:  (a) Inform and train the user on 


general system use and (b) Train users on the actual implementation specific to MHD along 


with all associated business processes.   


eightCloud’s training components typically include: 


 Curriculum Development 


 Administrator training  


 End User and Management training 


 Post Go Live user assistance 
 


Our strategy will be to discuss training thoroughly with the MHD project team during the 


Planning and Analysis phase albeit, the detailed plan and schedule for training is usually 


determined towards the end of the project when Stakeholders and end user participants 


understand the application, customizations, and processes better. 


eightCloud has budgeted for a hands on and comprehensive training programs for the MHD 


and are prepared to handle the majority of the training.  


eightCloud has the following methods of training that are available for the MHD: 


 In person, Instructor-led training (provided by eightCloud or a MHD System 
Administrator/Power User. This is considered the formal training approach 


 Web Based, instructor-led on-line training through “Join Me” or “GoTo Meeting” 


 Self-paced training through following electronic or hard copies of training curriculum. 
Basically, this is a Power Point deck with screen shots and call out boxes that walk the 
end users through the application.  


 


There are many different ways to handle training for multiple. Ideally, we would prefer a 


representative user from each of the user groups to be in person for an initial formal training 


session(s) in Carson City. However, we can conduct initial training sessions with a 
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combination of in person, instructor-led training while remote end users log into a web 


meeting to follow along. 


As discussed previously, we anticipate a preliminary training plan as a result of the Planning 


Analysis sessions at the beginning of the project. The training plan will be documented in the 


Solution Design which is eightCloud’s plan to build, design, test, and deploy. 


Training Materials 


eightCloud will provide multiple training curriculums to all user groups at MHD. We do 


understand that computer skill sets vary within each role of an organization and will address 


this early in the project to determine how to design and approach training.  


eightCloud will include on-line training in the solution that will include an option to have 


video recorded training sessions, webinars, etc. so that end users do not have to be in person, 


or, can reference at a later time for follow up training.  


eightCloud will develop all of the training materials for the MHD as well as electronic 


distribution and/ or hard copies. Furthermore, eightCloud will document training version 


changes and make accessible to the System Administrators and end users for future use.  


Please keep in mind that any Salesforce maintenance release upgrades do not affect or alter 


customizations. And, maintenance release notes are always provided to all users and 


administrators well in advance of the release schedule.  


eightCloud will provide training for those areas of the application that are relative to the user 


groups at the MHD. We understand that there may be certain areas of the Salesforce 


application that are irrelevant to some users and may cause confusion, so we will adhere to 


the components that apply to the job role of the user groups.  


Best practices are to limit each classroom training session to no more than 20 participants so 


that the eightCloud instructor can have adequate time with all participants and questions 


they may have. Furthermore, a smaller classroom environment allows for better interaction 


between users as well as with instructors.  


We use a variety of materials for training as shown below: 


• General System Use Training:  On-line help available within the application, quick 


guides/FAQs and You-Tube videos published by Salesforce.com 


• Training Manual:  For all application users, we will create a training manual (how-to’s) 


that will be available on-line for reference on a daily basis.  This document should be updated 


by the responsible party as the application changes.  This document will not be generic, but 


will focus on the implementation at the MHD. 
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During the course of the project, we expect the following roles be played by the MHD. These 


roles are vital to the success of the project and the long term viability of the Salesforce 


application at the MHD. 


• Executive Sponsor(s):  This role will be the guiding light for the entire project.  


She/he/they will provide leadership, sign-offs on major milestones, assist in risk & change 


management and act as arbiter for key corporate decisions. 


• CRM/Salesforce Lead:  This highly visible role is intended to be the application leader 


from MHD.  She/he will work closely with eightCloud team on the plan, scope, business 


requirements and processes.  She/he will ultimately become the expert on the MHD’s instance 


of Salesforce. 


• Power Users (2-3):  We would like 2-3 Power Users of the current system to be part of 


the project.  These resources will play a key role in data conversion/migration, user test script 


development and user testing. 


• SME (various areas):  We would like to have access to SMEs (Subject Matter Experts) in 


various areas such permit/licensing processes.  These resources will play a key role in 


developing and validating integration specifications for this phase and potential future 


phases. 


• Technical SME:  We would like to have access to technology SMEs (Subject Matter 


Experts) as well.  For instance, we would like to have access to the Database administrator of 


the current systems, access to the Network Admin, etc. 


• Trainer (optional):  If a trainer is available for MHD, we would like to them her/him as 


part of the project.  This person will be trained by eightCloud so that they can provide end-


user training to all employees.  Most organizations we work with do not have this role; hence 


we consider it optional.  In the absence of this role at MHD, eightCloud will assume 


responsibility of this function. 


Salesforce Support and Training 


Salesforce incorporates the following training resources and best practices as part of the 
proposed subscription service as well as additional Salesforce instructor-led training that is 
available for an additional cost.  


Salesforce provides an intuitive help and training portal which brings together a rich set of 
resources that would give MHD a centralized way to help solve problems quickly and easily. 
Salesforce also provides context-sensitive help icons throughout the application screens to 
make it easier for users to get unique help without searching. It is notable that we don’t 
provide large, offline help manuals but rather, all our help is online so we assure that online 
help is extremely thorough and effective for usability. 
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The Help site: 


● Is fully customizable - You can personalize Help to meet your specific needs, 
customizing the gadget layout to show what is important to you 


● Allows users to get the right answers, fast - Knowledgebase is more intelligent and 
comprehensive than ever (Auto Suggestion of Search Terms, Expanded Knowledge 
Repository [Help Docs, Solutions, FAQs, Training, Best Practices], and Refinement by 
Dimension) 


● Provides chat - New engagement Channel gives customers the ability to chat with the 
Salesforce support team in real time 


● Has easy case management - Opening and reviewing cases is easier than ever 
● Makes your administrator’s life easier - Administrators gain insight with enhanced 


reporting on cases and organization information 
 


 


 


Salesforce Premier+ Success Plan - with the Premier+Success support plan, which includes 
support, training, and administration, MHD will have unlimited access to our complete library 
of more than 100 online courses to build expertise in Salesforce products, drive value, and 
maximize ROI. As a Premier+ customer, MHD will also receive additional expertise and 
programs from Salesforce’s Customers For Life (CFL) organization, a global team dedicated to 
customer success.  


 


Customers For Life (CFL) Program - MHD will be assigned a Customer Success Manager (CSM), 
who serves as a success coach and stays with MHD every step of the way. Together they 
create a Success Blueprint to define business goals and roadmap. CFL offers many resources 
and tools to get started, including the Customer Resource Center (success.salesforce.com) 
with online Help, Learning Center and Communities, where you can tap into training videos, a 
knowledgebase, or reach out to other customers for best practices. 


 


Ongoing success monitoring is a key part of Customer Success. Salesforce’s cloud computing 
model enables us to monitor usage data, to determine whether customers are getting the 
most from their subscription. We share this information with customers through Personal 
Account Reviews and Success Scorecards, along with actionable recommendations for 
improvement. Customer Success offers programs to help customers roll out new features or 
products, with training and adoption toolkits, to ensure our customers’ business benefit is 
always growing, and that they remain customers for life. 


The Customer Success team includes several functions: Training & Certification, Customer 
Support, Strategic Services, Customer Success Management, and our network of system 
integration partners. 


 



https://na1.salesforce.com/help/doc/en/sf.pdf

https://na1.salesforce.com/help/doc/en/sf.pdf
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5.12 TASK 8 – TRANSITION TO PRODUCTION 
 


 


 


5.12.1 Objective: 


 


The objective of this task is to migrate to the new production system and ensure a smooth 


transition for MHD’s operations. 


 


5.12.2 Activities: 


 


5.12.2.1 The vendor and MHD will work together to develop a transition plan that will 


insure system availability to all users and minimize the impact to MHD’s operations. 


 


5.12.2.2 The vendor performs a final conversion from the legacy systems just prior to go 


live.  The final data conversion will be scheduled to minimize the impact to MHD’s 


operations.   


 


5.12.2.3 The vendor will provide immediate technical support at least the first Three 


weeks of production to address any critical issues that may arise.  Vendor will have staff 


available to monitor system and communicate with MHD staff.   


 


5.12.3 Deliverables 


 


5.12 TRANSITION TO PRODUCTION 


DELIVERABLE NUMBER DESCRIPTION OF DELIVERABLE ACTIVITY


 STATE'S ESTIMATED 


REVIEW TIME 


(WORKING DAYS) 


5.12.3.1 Production transition plan. 5.12.2.1  


 5 


5.12.3.2 Final conversion of legacy data to new system. 5.12.2.2 


 10 


5.12.3.3 Technical support after go-live for at least two weeks. 5.12.2.3 15 
 


 


5.12.3 Deliverables 


5.12 TRANSITION TO PRODUCTION 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 


REVIEW TIME 


(WORKING DAYS) 
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5.12 TRANSITION TO PRODUCTION 


5.12.3.1 Production transition plan. 5.12.2.1  


 


5 


5.12.3.2 Final conversion of legacy data to new 


system. 


5.12.2.2 


 


10 


5.12.3.3 Technical support after go-live for at 


least two weeks. 


5.12.2.3 15 


 


 


eightCloud has provided our Go Live Plan or transition to production template in Tab XII. 


The cut over to production plan template provided will be similar for MHD but customized 


based on the organization needs, timeline, and other factors such as current MHD employee 


workloads.  


 


 


5.13 TASK 9 – POST IMPLEMENTATION REVIEW 
 


 


 


5.13.1 Objective: 


 


The objective of this task is to evaluate the new system from a functional and performance 


perspective approximately eight to ten weeks after completion of the production rollout.   


 


5.13.2 Activities: 


 


5.13.2.1 The vendor and MHD will work together to develop a Post Implementation 


Review Plan (PIRP). 


 


5.13.2.2 MHD, working closely with the vendor, will execute the PIPR to validate that 


the production system meets MHD’s requirements and that the vendor is meeting their service 


level requirements. 


 


5.13.2.3 The vendor will resolve reported deficiencies in a timely manner.   


 


5.13 POST IMPLEMENTATION REVIEW 
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5.13 POST IMPLEMENTATION REVIEW 


DELIVERABLE 


NUMBER 
DESCRIPTION OF DELIVERABLE ACTIVITY 


STATE'S ESTIMATED 


REVIEW TIME 


(WORKING DAYS) 


5.13.3.1 Post Implementation Review Plan. 5.13.2.1  


 


10 


5.13.3.2 Execute Plan. 5.13.2.2 


 


N/A 


5.13.3.3 Resolution of system and vendor 


operational issues. 


5.13.2.3 TBD 


 


eightCloud Managed Services 


eightCloud maintains a balance between implementation projects and Managed Services. 


Implementation projects typically have a fairly defined start and end date. eightCloud’s 


Managed Services programs are designed to support a client after go live with a dedicated 


Point of Contact that has access to all of eightCloud’s skills sets and resources. The purpose of 


our Managed Services programs are to ensure success, help System Administrators improve 


their knowledge of Salesforce, provide guidance, ideas, and best practices for system 


adoption, and help client’s think through next phases of organizational maturity with the 


Platform.  


Since the MHD has indicated in the RFP documents that there will be next phases with 


potential system integrations, we see eightCloud’s Managed Service offerings an ideal fit and 


a value add for the MHD to Partner with eightCloud. We have provided these services to 


several of our clients after project completion and there is a limited amount of knowledge 


transfer that occurs. This result is an easy transition saving costs and time.  It is likely that at 


least some of the eightCloud resources deployed on the MHD project can be engaged on a 


Managed Services Support program for the MHD. Furthermore, the knowledge of the 


configured application the eightCloud team will have will provide immediate contribution to 


system enhancements and future phases.  


Key Elements of eightCloud’s Support and Maintenance Model 


 Every customer is assigned 2 named resources for on-going support and 
maintenance:  A Sr. Salesforce Analyst (Operational Support, Business Analysis 
and Data Quality) and a PM/Architect (Guidance, Roadmap and Integration).  
This is unique to eightCloud and a key differentiator that provides tremendous 
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value to all customers.  Our development team works closely with your 
assigned resources as and when required. 


 Our services are very high-touch.  eightCloud resources stay in constant touch 
with you to ensure that the CRM environment is managed and supported 
continuously.   We do not wait for cases to be created to be in contact. 


 Our resources are available via multiple channels: Phone (direct line, not a 1-
800 number), Webex, Skype and Customer Community (Portal).   


 Salesforce Release Management:  As part of our support & maintenance 
agreement, eightCloud will read through all pages of the Salesforce release 
notes (3/year) and evaluate what applies to the MHD instance.  If there items 
that apply, we will work with the CRM Lead to implement the change and train 
users if needed. 


 Salesforce Ecosystem Applications:  As part of our support agreement, 
eightCloud will continuously engage with the CRM Lead and help evaluate and 
implement tools (on AppExchange) for various initiatives such as Data Quality, 
Analytics, etc. 


 Technical Review:  As part of our support & maintenance agreement, we also 
do an annual technical review of your Salesforce instance to identify areas of 
risk.  This will include security, code coverage and storage. 


 For The MHD’s instance, we will offer a 4 hr. SLA for first response.  All cases 
are managed in eightCloud’s instance and have built-in escalation rules based 
on customer SLAs.  Since we believe in a high-touch, you have direct access to 
your analyst at all times via cell phone not matter what the SLA. 


 


At Week 21 as described in the Project Timeline, the eightCloud and the MHD project team 


will spend some time addressing a Post Implementation Managed Support agreement. We 


have budgeted a 90 day Managed Services engagement program for the MHD at 40 hours per 


month but this is subject to change based on collective feedback. Forty (40) hours per month 


is an average Managed Services Support agreement for our clients directly after go live.  


Towards the end of this 90-day period, we recommend the MHD project team and eightCloud 


Lead collectively document the user experience and system effectiveness for future 


improvements and success, if necessary. The documentation should include: 


o Re-cap MHD needs and project goals. 
 


o Analyze system usability and user adoption 
 


o Document major findings and any potential issues 
 


o Provide feedback and next steps for future usability. 
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     Post Implementation Review 


       90-day Managed Services Program 


Below is eightCloud’s Case Support Management System for Managed Services: 


 


 


 


In addition to eightCloud’s Managed Services Programs, Salesforce provides varying levels of 


support: 


 


Salesforce Premier+ Success Support Plan (Optional) 


The Premier+ Success Plan gives you all the benefits of our Premier success plan, including a 
support rep assigned to your organization, priority case routing, 2-hour response time, 24x7 
phone support, unlimited usage of our entire online course library, plus one very helpful 
addition: access to your own team of expert salesforce.com administrators. This lets you focus 


Weeks


Week 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 90 Days


Planning and Administration Deliverables


Review and Validate Requirements and Gap/Fit Analysis


System Design/Implementation Configuration


Setup and Configure/Build System


Data Migration


User Acceptance Testing


Training


Transition to Production


Documentation


Post Implementation Review


Warranty and Corrective Maintenance Deliverables (Support)
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on design and management while we support your configuration. 


The Premier+ Success Plan includes: 


● Unlimited access to our entire online course catalog 
● 24x7 toll-free phone support 
● Priority case queuing and routing 
● Quick 2-hour response time 
● An assigned support account rep 
● Force.com code troubleshooting 
● Customizable end-user course templates 
● Premier Success Review to measure usage and trends 
● Access to our pool of salesforce.com Certified Administrators who can configure and 


maintain your salesforce.com edition 
● Premier Success Review to measure usage and trends 
● Includes administration services: Request 100+ routine configuration updates like 


creating users, reports, workflow, and dashboards. You take online administration 
training to learn the basics, then you tell us your business requirements. Our team of 
certified administrators updates your Salesforce system. 


 


Please see the Premier+ Success Plan terms for more information: 


http://www2.sfdcstatic.com/assets/pdf/misc/salesforce_premierplans.pdf 


 
 


 


 


 


 


 


 


 


 


 


 



http://www2.sfdcstatic.com/assets/pdf/misc/salesforce_premierplans.pdf
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Tab VIII - Section 6 – Company Background and References 
 


 


6. COMPANY BACKGROUND AND REFERENCES 
 


6.1 VENDOR INFORMATION 
 


Vendors must provide a company profile in the table format below. 
 


Question Response 


Company name: eightCloud Inc. 


Ownership (sole proprietor, partnership, 


etc.): 
☒ corporation ☐ partnership ☐ 


sole proprietor 


☐ limited liability company ☐ 


other: _________________ 


State of incorporation: Washington 


Date of incorporation: 2011 


# of years in business: 5 


List of top officers: Ajay Nair 
President/CEO 
ajay.nair@eightcloud.com 
206.769.5104 
 
Darryl Lemecha 
Vice President/Secretary 
darryl.lemecha@eightcloud.com 
678.733.0402 
 


Location of company headquarters: Kirkland, WA 


Location(s) of the company offices: eightCloud is a virtual 
company based in Kirkland, 
WA.  Just like most traditional 
consultants do, all eightCloud 
employees work from their 
home offices.  We meet 
regularly as a team, to share 



mailto:ajay.nair@eightcloud.com

mailto:darryl.lemecha@eightcloud.com
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Question Response 


ideas, work on projects and 
discuss upcoming endeavors. 
Approximately 50% of 
eightCloud’s employees are 
located in the State of 
Washington.  


 


Location(s) of the office that will provide 


the services described in this RFP: 


eightCloud is a virtual 
company based in Kirkland, 
WA.  Just like most traditional 
consultants do, all eightCloud 
employees work from their 
home offices.  We meet 
regularly as a team, to share 
ideas, work on projects and 
discuss upcoming endeavors. 
Approximately 50 % of 
eightCloud’s employees are 
located in the State of 
Washington.  


 


Number of employees locally with the 


expertise to support the requirements 


identified in this RFP: 


N/A 


Number of employees nationally with 


the expertise to support the 


requirements in this RFP: 


20 


Location(s) from which employees will 


be assigned for this project: 


WA, OR, Potentially other States 


as well 
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Please be advised, pursuant to NRS 80.010, a corporation organized pursuant to 


the laws of another state must register with the State of Nevada, Secretary of 


State’s Office as a foreign corporation before a contract can be executed 


between the State of Nevada and the awarded vendor, unless specifically 


exempted by NRS 80.015. 
 


The selected vendor, prior to doing business in the State of Nevada, must be 


appropriately licensed by the State of Nevada, Secretary of State’s Office 


pursuant to NRS76.  Information regarding the Nevada Business License can be 


located at http://sos.state.nv.us.  
 


 


 


Question Response 


Nevada Business License Number: N/A - forthcoming 


Legal Entity Name: eightCloud 


 


  


Is “Legal Entity Name” the same name as vendor is doing business as? 
 


 


 


Yes X No  


 


Vendors are cautioned that some services may contain licensing requirement(s).  Vendors shall 


be proactive in verification of these requirements prior to proposal submittal.  Proposals that 


do not contain the requisite licensure may be deemed non-responsive. 
 


 


 


 


 


 


 


 



http://sos.state.nv.us/
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6.1.5 Has the vendor ever been engaged under contract by any State of Nevada agency?   


 


 


Yes  No X 


 


 


6.1.6 Are you now or have you been within the last two (2) years an employee of the State of 


Nevada, or any of its agencies, departments, or divisions? 


 


 


Yes  No X 


 


   


6.1.7 Disclosure of any significant prior or ongoing contract failures, contract breaches, civil or 


criminal litigation in which the vendor has been alleged to be liable or held liable in a matter involving 


a contract with the State of Nevada or any other governmental entity.  Any pending claim or litigation 


occurring within the past six (6) years which may adversely affect the vendor’s ability to perform or 


fulfill its obligations if a contract is awarded as a result of this RFP must also be disclosed. 


 


Does any of the above apply to your company? 


 


 


Yes  No X 


 


 


 


 
6.1.8 Vendors must review the insurance requirements specified in Attachment E, Insurance 


Schedule for RFP 3238.  Does your organization currently have or will your organization be able to 


provide the insurance requirements as specified in Attachment E. 


 


Any exceptions and/or assumptions to the insurance requirements must be identified on Attachment B, 


Technical Proposal Certification of Compliance with Terms and Conditions of RFP.  Exceptions and/or 


assumptions will be taken into consideration as part of the evaluation process; however, vendors must 


be specific.  If vendors do not specify any exceptions and/or assumptions at time of proposal 


submission, the State will not consider any additional exceptions and/or assumptions during 


negotiations.   
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Upon contract award, the successful vendor must provide the Certificate of Insurance identifying the 


coverages as specified in Attachment E, Insurance Schedule for RFP 3238. 


 


Yes X No  


 


. 


Any exceptions and/or assumptions to the insurance requirements must be identified on Attachment B, 


Technical Proposal Certification of Compliance with Terms and Conditions of RFP.  Exceptions and/or 


assumptions will be taken into consideration as part of the evaluation process; however, vendors must 


be specific.  If vendors do not specify any exceptions and/or assumptions at time of proposal 


submission, the State will not consider any additional exceptions and/or assumptions during 


negotiations.   


 


Upon contract award, the successful vendor must provide the Certificate of Insurance identifying the 


coverages as specified in Attachment E, Insurance Schedule for RFP 3238 


 


 
6.1.9 Company background/history and why vendor is qualified to provide the services described in this RFP.  


Limit response to no more than five (5) pages 


 


 


About the Companies 


Salesforce.com 


Salesforce is the enterprise cloud computing leader dedicated to helping companies and 


government agencies transform into connected organizations through social and mobile 


technologies. Since launching its first service in 2000, Salesforce’s list of over 150,000 


customers span nearly every industry worldwide. The company’s trusted cloud platform is 


creating a connected government experience for over 1000 government agencies including all 


federal cabinet government agencies and the majority of US States. With the world’s leading 


cloud platform, Salesforce is freeing government data from legacy systems, empowering 


citizens and connecting agencies to administer government in powerful new ways. 


Government agencies are using Salesforce solutions for a multitude of government functions 


including grants management, constituent communications and correspondence 


management, incident and case management, call/contact center management, outreach 


programs, learning management, volunteer management, project management, and even 


donor management, among numerous others. 
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Service Cloud: With the Service Cloud, service and support personnel can achieve more 1st 


call resolutions, better maintain SLAs and increase customer satisfaction ratings at a fraction 


of the cost. Government agencies can collect customer support requests from all channels, 


automate routine processes, and open up knowledge base and FAQ’s help via their Web site. 


Salesforce’s powerful analytics engine can also deliver key performance metrics tailored to 


government organizations fast, without the need for code or IT resources. Used in call centers 


across federal and state and local governments, Salesforce helps deliver great service with 


40% improved agent productivity, 35% decrease in support costs, 37% faster case resolution, 


and 37% increased customer satisfaction. 


 


Salesforce Private AppExchange: With the Salesforce Private AppExchange offering, 


customers can create one secure, customized, branded app store location to host customized 


apps and distribute apps across users. With role based access, users will have instant access to 


any mobile or cloud app they need to be productive, on any device. Customers can create app 


categories by role, function, and more. Salesforce provides tools that will allow customers the 


flexibility to design the user experience. Customers can brand their store - name the store, set 


up logos, and customize banners. You can create categories to control how applications 


display, whether by language, business function, or even across applications. Global search 


allows users to easily find the particular application they are looking for. To view navigation 


and UI, go to the public Salesforce app store, at: https://appexchange.salesforce.com/. 


 


Government Customer Success: In the public sector, Salesforce’s trusted cloud platform and 


applications help government employees and agencies collaborate easily and connect with 


partners and constituents like never before.  Federal, state, and local government agencies are 


rapidly adopting Salesforce because their cloud computing solutions are faster to deploy and 


typically less expensive than most on premise solutions. Moreover, their solutions dramatically 


boost productivity, foster innovation, and promote constructive collaboration – all while 


addressing governments’ specific high-priority security requirements.  


With the world’s leading platform, Salesforce is freeing government data from legacy systems 


and unleashing staff, partners, and citizens to administer government in powerful new ways.  



https://appexchange.salesforce.com/
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Disclaimer: Salesforce is an innovative cloud services provider with constantly evolving 


technology. We have made a good faith effort to provide you with responses to your request 


that are accurate as of the date of the response and within our knowledge. Because Salesforce 


procedures and policies change from time to time and Salesforce continues to innovate by 


providing each customer multiple major release upgrades each year, we cannot guarantee that 


the answers to your request will remain the same over time. The rights and responsibilities of 


the parties with regard to your use of Salesforce’s online software services shall be set forth 


solely in the applicable agreement executed by Salesforce. The responses here to your request 


shall not be part of a final contract.   


 


eightCloud  


eightCloud was established in 2011 and is an implementation partner for Salesforce.com and 


its ecosystem products. We are creating a new vision and approach for companies to be able to 


implement, manage, invest and grow their Salesforce.com and their overall cloud ecosystem. 


We strongly believe that our expertise with the Salesforce platform, our West Coast 


presence, and our years of experience helping organizations meet their unique application 


development needs will add value to the MHD to migrate to a superior platform to conduct 


business for its consumers and residences 


eightCloud’s goal is to help every customer develop and implement a cadence of governance 


via the creation of an Application Center of Excellence (COE). This COE will include five 
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distinct skills: Project Management, Architecture, Business Planning & Analysis, 


Administration, and Development. These collective skillsets (eightCloud and the MHD 


personnel) along with a strong governance focus will enable the NV MHD employees to 


work faster, work better, reduce risks, and reduce overall costs. 


 


All eightCloud employees have more than a decade each of CRM experience 


(Salesforce.com, Siebel, Microsoft, etc.). In addition, several of us have managed large scale 


IT departments in multiple industries with complex enterprise applications (CRM, 


Finance/Accounting, HR, etc.). Our past corporate and consulting experience helps us 


understand business problems better, recognize the need for business continuity and system 


governance (change management) throughout its lifecycle. 


 


eightCloud has embraced the public sector based on our belief that there is a severe lack of 


reliable partners in the Cloud application space for public sector entities. We have gleaned 


significant learnings around the public sector engagement model from senior executives at 


Salesforce.com and now have a clear focus to help entities in this area. 


 


 


6.1.10 Length of time vendor has been providing services described in this RFP to the public and/or 


private sector.  Please provide a brief description. 


 


eightCloud initiated business in the state of WA in April 2011 with the sole purpose of helping 


customers deploy and manage their Salesforce ecosystem.  Unlike other firms, we have a 


distinct focus on Salesforce.com and its ecosystem products.  Due to this singular focus, our 


experience is deep, enabling the NV MHD to realize it’s goals quickly and with the least 


amount of effort. eightCloud employees are highly regarded at Salesforce.com holding many 


official certifications including: 


 Salesforce.com Certified Administrators (14) 


 Salesforce.com Certified Advanced Administrators (2) 


 Salesforce.com Sales Cloud Consultant (8) 


 Salesforce.com Service Cloud Consultant (3) 


 Salesforce.com Developer (11) 


 


In addition, several of us have managed large scale IT departments in multiple industries with 


complex enterprise applications (CRM, Finance/Accounting, HR, etc.).  Our past corporate 


and consulting experience helps us understand business problems better, recognize the need 


for business continuity and system governance (change management) throughout its lifecycle. 
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eightCloud is a stable company based in Kirkland, Washington. We have very low attrition 


rates having only 1 person that has left the company in over 4 years. In addition, eightCloud is 


a financially stable company with zero debt.  


 


 


 


6.1.11 Financial information and documentation to be included in Part III, Confidential Financial 


Information of vendor’s response in accordance with Section 12.5, Part III – Confidential Financial. 


 


 


6.1.1.1 Dun and Bradstreet Number 


 


eightCloud’s D&B # - 079371971 


 


 


 


6.1.1.1 Federal Tax Identification Number 


 


                                     eightCloud’s FIN # -    45-2150899 


 


 


6.1.1.1 The last two (2) years and current year interim: 


 


6.1.1.1.1 Profit and Loss Statement  


 


6.1.1.1.2 Balance Statement 


 


 


 


 


 


eightCloud YTD 


Financials and Balance Sheet.xlsx


eightCloud Balance 


Sheets.xlsx  
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eightCloud P&L.xlsx


 


 


6.2 SUBCONTRACTOR INFORMATION 
 


Does this proposal include the use of subcontractors? 
 


  


 


As indicated above, eightCloud will not be using any subcontractors on the MHD implementation 


project.  


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


Yes  No X 
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BUSINESS REFERENCES 


 


Vendors should provide a minimum of five (5) business references from similar projects performed for 


private, state and/or large local government clients within the last four (4) years. 


  


  


6.3.2 Business references must show a proven ability of: 


 


6.3.2.1 Implementing systems for other government agencies that perform similar functions as MHD, 


such as: 


 


• Permitting and inspection. 


 


• Seals (inventory tracking of seals and issuance). 


 


• Licensing. 


 


• Titling. 


 


• Parks (MHD understands this is a somewhat unique application and is weighted as a lessor 


priority than the others). 


 


• Public online lookup of records. 


 


• Support online payment and issuance of permits (public self service capabilities). 


 


6.3.2.2 Developing, designing, implementing and/or transferring a large scale application with public 


and/or private sectors; 


 


6.3.2.3 Successful ongoing support of the system for client, including effective deployment of 


upgrades; 


 


6.3.2.4 Developing and executing a comprehensive application test plan; 


 


6.3.2.5 Developing and implementing a comprehensive training plan; 


 


6.3.2.6 Experience with comprehensive project management; 


 


6.3.2.7 Experience with cultural change management; 


 


6.3.2.8 Experience working with business partners that are proposed on this project (if relevant); and 


 


6.3.2.9 Experience with data migration. 


 


6.3.2.10  Maintaining effective backup and recovery infrastructure. 
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6.3.3 Vendors must provide the following information for every business reference provided by the 


vendor and/or subcontractor: 


 


The “Company Name” must be the name of the proposing vendor or the vendor’s proposed 


subcontractor.   


 


 


 


Reference #: 
 


Company Name: Oregon State Sec State 


Identify role company will have for this RFP project 


(Check appropriate role below): 


X VENDOR 
 


SUBCONTRACTOR 


Project Name: Service Cloud 


Primary Contact Information 


Name: Judy Weems 


Street Address: 255 Capitol St. Suite 151 


City, State, Zip: Salem, OR 97310 


Phone, including area code: 503-986-2316 


Facsimile, including area code: n/a 


Email address: Judy.weems@state.or.us 


Alternate Contact Information 


Name:  


Street Address:  


City, State, Zip:  


Phone, including area code:  


Facsimile, including area code:  


Email address:  


Project Information 


Brief description of the project/contract and description of 


services performed: 


Service Cloud Implementation 


Original Project/Contract Start Date: Jan 2014 


Original Project/Contract End Date: Mar 2014 


Original Project/Contract Value: $15-20K 


Final Project/Contract Date: Mar 2014 


Was project/contract completed in time originally allotted, and 


if not, why not? 


Yes 


Was project/contract completed within or under the original 


budget / cost proposal, and if not, why not? 


Yes 
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Reference #:  


Company Name: Argen 


Identify role company will have for this RFP project 


(Check appropriate role below): 


X VENDOR  SUBCONTRACTOR 


Project Name: Sales Cloud 


Primary Contact Information 


Name: Julie Woolf 


Street Address: 5855 Oberlin Dr. 


City, State, Zip: San Diego, CA 92121 


Phone, including area code: 858-626-8633 


Facsimile, including area code: n/a 


Email address: jawoolf@argen.com 


Alternate Contact Information 


Name:  


Street Address:  


City, State, Zip:  


Phone, including area code:  


Facsimile, including area code:  


Email address:  


Project Information 


Brief description of the 


project/contract and description of 


services performed: 


Sales Cloud Implementation 


Original Project/Contract Start Date: Oct 2012 


Original Project/Contract End Date: Jan 2013 



mailto:jawoolf@argen.com
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Original Project/Contract Value: $25-30K 


Final Project/Contract Date: Jan 2013 (plus ongoing support – present) 


Was project/contract completed in 


time originally allotted, and if not, 


why not? 


Yes 


Was project/contract completed 


within or under the original budget / 


cost proposal, and if not, why not? 


Yes 


 


Reference #:  


Company Name: Puget Sound Educational Service District 


Identify role company will have for this RFP project 


(Check appropriate role below): 


X VENDOR  SUBCONTRACTOR 


Project Name: Custom Cloud 


Primary Contact Information 


Name: Susanne McIntyre 


Street Address: 800 Oakesdale Ave SW 


City, State, Zip: Renton, WA 98057 


Phone, including area code: 425-917-7919 


Facsimile, including area code: n/a 


Email address: smcintyre@psesd.org 


Alternate Contact Information 


Name:  


Street Address:  


City, State, Zip:  


Phone, including area code:  


Facsimile, including area code:  



mailto:smcintyre@psesd.org
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Email address:  


Project Information 


Brief description of the 


project/contract and description of 


services performed: 


Custom Cloud Implementation 


Original Project/Contract Start Date: Sep 2015 


Original Project/Contract End Date: Jan 2016 


Original Project/Contract Value: $10K 


Final Project/Contract Date: Mar 2016 


Was project/contract completed in 


time originally allotted, and if not, 


why not? 


No. Customer decided to add a change 


request for additional work. 


Was project/contract completed 


within or under the original budget / 


cost proposal, and if not, why not? 


No. Customer decided to add a change 


request for additional work. 


 


 


Reference #:  


Company Name: State of Washington, Dept. of Natural Resources 


Identify role company will have for this RFP project 


(Check appropriate role below): 


X VENDOR  SUBCONTRACTOR 


Project Name: Custom Cloud 


Primary Contact Information 


Name: Tim Vessey 


Street Address: 1111 Washington St. SE 


City, State, Zip: Olympia, WA 98504 


Phone, including area code: 360-902-1519 


Facsimile, including area code: n/a 
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Email address: tim.vessey@dnr.wa.gov 


Alternate Contact Information 


Name:  


Street Address:  


City, State, Zip:  


Phone, including area code:  


Facsimile, including area code:  


Email address:  


Project Information 


Brief description of the 


project/contract and description of 


services performed: 


Custom Cloud Implementation 


Original Project/Contract Start Date: Jan 2013 


Original Project/Contract End Date: Apr 2013 


Original Project/Contract Value: $64K 


Final Project/Contract Date: Apr 2013 


Was project/contract completed in 


time originally allotted, and if not, 


why not? 


Yes 


Was project/contract completed 


within or under the original budget / 


cost proposal, and if not, why not? 


Yes 


 


Reference #:  


Company Name: Tacoma Housing Authority 


Identify role company will have for this RFP project 


(Check appropriate role below): 


X VENDOR  SUBCONTRACTOR 


Project Name: Custom Cloud 



mailto:tim.vessey@dnr.wa.gov
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Primary Contact Information 


Name: Todd Craven 


Street Address: 902 South L St. 


City, State, Zip: Tacoma, WA 98405 


Phone, including area code: 253-207-4400 


Facsimile, including area code: n/a 


Email address: tcraven@tacomahousing.org 


Alternate Contact Information 


Name:  


Street Address:  


City, State, Zip:  


Phone, including area code:  


Facsimile, including area code:  


Email address:  


Project Information 


Brief description of the 


project/contract and description of 


services performed: 


Custom Cloud Implementation 


Original Project/Contract Start Date: Mar 2015 (Phase 1) 


Original Project/Contract End Date: Mar 2016 (Phase 1) 


Original Project/Contract Value: $450K 


Final Project/Contract Date: Mar 2016 


Was project/contract completed in 


time originally allotted, and if not, 


why not? 


Yes 


Was project/contract completed 


within or under the original budget / 


cost proposal, and if not, why not? 


Yes. 


 



mailto:tcraven@tacomahousing.org
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Vendors must also submit Attachment F, Reference Questionnaire to the business references that are 


identified in Section 6.3.3.   


 


The company identified as the business references must submit the Reference Questionnaire directly to 


the Purchasing Division.  


 


It is the vendor’s responsibility to ensure that completed forms are received by the Purchasing Division 


on or before the deadline as specified in Section 10, RFP Timeline for inclusion in the evaluation 


process.  Reference Questionnaires not received, or not complete, may adversely affect the vendor’s 


score in the evaluation process.   


 


The State reserves the right to contact and verify any and all references listed regarding the quality and 


degree of satisfaction for such performance. 
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6.3 VENDOR STAFF SKILLS AND EXPERIENCE REQUIRED  
 


The vendor shall provide qualified personnel to perform the work necessary to accomplish the tasks 


defined in the Scope of Work.  The State must approve all awarded vendor resources.  The State 


reserves the right to require the removal of any member of the awarded vendor's staff from the project.  


The following are general guidelines for staff qualifications: 


 


eightCloud will likely use the following project organizational chart for the MHD project: 


 


  


Project Manager Qualifications 


 


The Project Manager assigned by the awarded vendor to the engagement must have: 


 


6.1.1.1 A minimum of four (4) years of project management experience, within the last ten (10) years, 


in government or the private sector; 


 


6.1.1.2 A minimum of three (3) years of experience successfully implementing solutions similar to the 


solution proposed by the vendor for this project.  


 


6.1.1.3 A minimum of two (2) years of experience with systems analysis and design; 


 


6.1.1.4 A minimum of two (2) years of experience with systems development and implementation; 


 


6.1.1.5 Completed at least one (1) project within the past three (3) years that involved designing 


business processes and procedures and developing new systems to support the new business processes; 
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and 


 


6.1.1.6 Completed at least one (1) project within the past three (3) years that involved communication 


and coordination of activities with external stakeholders. 


 


Eric Long, Director of Delivery Services - https://www.linkedin.com/in/ericlong 


 


Technical Lead Qualifications 


 


The technical lead assigned by the awarded vendor must have: 


 


6.1.1.1 A minimum of three (3) years of experience successfully implementing systems similar to the 


system proposed for this project. 


 


6.1.1.2 A minimum of four (4) years of experience in systems development, design and programming 


of automated systems; 


 


6.1.1.3 A minimum of four (4) years of experience developing systems using a relational database; 


 


6.1.1.4 A minimum of two (2) years of experience developing Internet applications; 


 


6.1.1.5 A minimum of two (2) years of experience managing systems architecture and systems 


development projects; and 


 


 


Isaac Krig, Technical Consultant - https://www.linkedin.com/in/ikrig 


  


Implementation Lead Qualifications 


 


The implementation lead assigned by the awarded vendor must have: 


 


6.1.1.1 A minimum of three (3) years of experience managing the implementation of new business 


processes and procedures and new automated systems to support the new business processes; 


 


6.1.1.2 A minimum of two (2) years of experience managing the implementation of Internet 


applications; 


 


6.1.1.3 Completed at least one (1) project within the past three (3) years that involved the 


procurement, receipt and make ready of computer equipment and software; and 


 


6.1.1.4 Completed at least one (1) project within the past three (3) years that involved a phased 


implementation where systems activities were coordinated between the old and new system 


environments. 


 



https://www.linkedin.com/in/ericlong

https://www.linkedin.com/in/ikrig
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Wayne Clifford, Senior Salesforce Analyst  - https://www.linkedin.com/in/wayne-clifford-


56290b3 


 


Individual Team Member Qualifications 


 


Each member of the awarded vendor's project team must meet at least one (1) of the qualifications 


below.  In addition, the aggregation of the individual qualifications of the team members must 


cumulatively meet all of the following requirements.  These requirements are: 


 


6.1.1.1 Two (2) years of experience within the last six (6) years analyzing and modeling business 


processes and defining user requirements; 


 


6.1.1.2 Two (2) years of experience within the last five (5) years designing online interfaces using the 


tools proposed for this project; 


 


6.1.1.3 Three (3) years of experience within the last five (5) years implementing systems similar to the 


system proposed for this project; 


 


6.1.1.4 Three (3) years of experience within the last five years developing secure Internet applications 


using the tools proposed for this project; and 


 


6.1.1.5 Completed at least one (1) project within the past three (3) years that involved development of 


course outlines and materials and organizing and conducting classes to support the implementation of 


new business processes and systems. 


 


eightCloud will likely use the above mentioned project organizational chart for the MHD 


project. The balance of the team has not been identified yet due to schedules of our team 


members and, scheduling of the MHD project. 


We do assure that the additional resources needed will have the qualifications listed in 6.1.1.1 


– 6.1.1.5 


 


 


6.4 VENDOR STAFF RESUMES  
 


A resume must be completed for each proposed individual on the State format provided in 


Attachment I, Proposed Staff Resume, including identification of key personnel per Section 


14.3.19, Key Personnel. 
 


 


 



https://www.linkedin.com/in/wayne-clifford-56290b3

https://www.linkedin.com/in/wayne-clifford-56290b3





Response to RFP NO. 3238 


 


99 


 


   


   


   


COMPANY NAME: eightCloud 


Contractor Subcontractor 


Name:  Eric Long  Key Personnel 


Classification: Director # of Years in Classification: 4 


Brief Summary of 


Experience: 


Salesforce consultant with experience designing, implementing, and supporting 


dozens of Salesforce instances. 


# of Years with Firm: 4 


RELEVANT PROFESSIONAL EXPERIENCE 


Required Information: 


 


MMYYYY to Present: 


Vendor Name: 


Client Name: 


Client Contact Name: 


Client Address, Phone Number, Email: 


 


Role in Project: 


Details and Duration of Project: 


Software/hardware used in engagement: 


 


 


11/2015 - present 


eightCloud 


Washington State Dept. of Enterprise Services 


Doug Selix 


1500 Jefferson St. SE / Olympia, WA 98501 / (360) 407-2200 


/ doug.selix@des.wa.gov 


Project Manager / Business Analyst 


Salesforce customer cloud implementation plus community 


(8 months) 


Salesforce Enterprise Edition + Customer Community 


 


 



mailto:doug.selix@des.wa.gov
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Required Information: 


 


MMYYYY to MMYYYY: 


Vendor Name: 


Client Name: 


Client Contact Name: 


Client Address, Phone Number, Email: 


 


Role in Project: 


Details and Duration of Project: 


Software/hardware used in engagement: 


 


 


01/2014 – 09/2014 


eightCloud 


Washington State Dept. of Natural Resources, Aquatics Div. 


Tim Vessey 


1111 Washington St SE / Olympia, WA 98501 / (360) 902-


1000 / tim.vessey@dnr.wa.gov 


Project Manager 


Lease Application and approval system (9 months) 


Salesforce custom cloud 


EDUCATION 


Institution Name: 


City: 


State: 


Degree/Achievement: 


 


 


Certifications: 


University of Phoenix 


Phoenix 


AZ 


M.B.A., Technology Management 


Salesforce: Admin, Advanced Admin, App Builder, Sales Cloud Consultant, Service 


Cloud Consultant 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 


Environments: n/a  


Hardware: n/a  


Software: Salesforce 10 


Tools: n/a  


Databases: n/a  


REFERENCES 



mailto:tim.vessey@dnr.wa.gov
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Minimum of three (3) required, including name, title, 


organization, phone number, fax number and email 


address 


Uryah Messmer 


 Sales, Independent 


425-239-2121 


uryah@hotmail.com 


 


Ryan Johnson 


Personal Friend 


253-661-1306 


Ryanjohnson1@hotmail.com 


 


Eric Carnrite 


Personal Friend 


206-940-9304 


Eric_carnrite@hotmail.com 


 


 


COMPANY NAME: eightCloud 


Contractor Subcontractor 


Name:  Isaac Krig  Key Personnel 


Classification: Principal Technical Architect # of Years in Classification: 3 


Brief Summary of 


Experience: 


Salesforce.com Architect, specializing in technical implementations, integrations, 


custom development projects and packaged salesforce.com applications. 


# of Years with Firm: 3 


RELEVANT PROFESSIONAL EXPERIENCE 



mailto:uryah@hotmail.com

mailto:Ryanjohnson1@hotmail.com

mailto:Eric_carnrite@hotmail.com
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Required Information: 


 


MMYYYY to Present: 


Vendor Name: 


Client Name: 


Client Contact Name: 


Client Address, Phone Number, Email: 


 


Role in Project: 


Details and Duration of Project: 


 


 


 


Software/hardware used in engagement: 


 


 


03/2015 - present 


eightCloud 


Tacoma Housing Authority 


Todd Craven 


902 South L Street / Tacoma, WA 98405-4037/ (253) 207-


4400 / todd.craven@tha.org 


Technical Architect, Business Analyst 


Various custom Force.com modules to support a Public 


Housing Authority (~130 users): Community Services, Tenant 


Management, Asset Management, Voucher Management, 


Sharefile Integration 


 


Salesforce Platform (Force.com) 


 


 


 


 


 


 


EDUCATION 


Institution Name: 


City: 


State: 


Degree/Achievement: 


 


 


Certifications: 


Western Washington University 


Bellingham 


WA 


BA, Mathematics and Economics 


Certified Salesforce.com Administrator 


Certified Salesforce.com Developer 



mailto:todd.craven@tha.org
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HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 


Environments: n/a  


Hardware: n/a  


Software: Salesforce.com 8 


Tools: n/a  


Databases: n/a  


REFERENCES 


Minimum of three (3) required, including name, title, 


organization, phone number, fax number and email 


address 


Kris Lentz 


Former customer 


360-223-5355 


kris.lentz@solavei.com 


 


Allyndreth Devlyn 


Former customer 


415-624-1200 


adevlin@plos.org 


 


Elizabeth Rodriguez 


Current customer 


888-234-7893 


elizabeth.rodriguez@xad.com 


 


 


 


 


 


 


 


 


 


 


 



mailto:kris.lentz@solavei.com

mailto:adevlin@plos.org

mailto:elizabeth.rodriguez@xad.com
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6.5 PRELIMINARY PROJECT PLAN  
 


Vendors must submit a preliminary project plan as part of the proposal, including, but not limited 


to: 


 


6.1.1.1 Gantt charts that show all proposed project activities; 


 


6.1.1.2 Planning methodologies; 


 


6.1.1.3 Milestones; 


 


6.1.1.4 Task conflicts and/or interdependencies; 


 


6.1.1.5 Estimated time frame for each task identified in Section 5, Scope of Work; and 


 


6.1.1.6 Overall estimated time frame from project start to completion for both Contractor and 


State activities, including strategies to avoid schedule slippage. 


 


 


 


 Proposed Schedule (22 weeks) 


 


 


 


Activities, Tasks, and Deliverables 


eightCloud uses a Salesforce App Exchange Product PM Milestones to manage an overall 


Project Plan for our clients. The Project Plan includes activities, and tasks, along with an 


overall timeline.  


The output of this project plan is delivered to our clients in a PDF file. We are also happy to 


manage the project plan in MS Project if that is the preference of the MHD.  


Weeks


Week 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 90 Days


Planning and Administration Deliverables


Review and Validate Requirements and Gap/Fit Analysis


System Design/Implementation Configuration


Setup and Configure/Build System


Data Migration


User Acceptance Testing


Training


Transition to Production


Documentation


Post Implementation Review


Warranty and Corrective Maintenance Deliverables (Support)
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Preliminary Project Plan – NV MHD System Replacement 


 


 Planning and Administration Deliverables (2 weeks; 0 hours) 


o Kick Off Call w/ Team Introductions 


o Schedule Business Process Review (On Site 3-day Meeting) 


o Documentation Validation 


o Schedule 


 2 weeks (weeks 1-2) 


 


 Review and Validate Requirements and Gap/Fit Analysis (4 weeks; 150 hours) 


o Business Process Review (3 days on site) 


o Activities & Deliverables 


 Kick off Meeting 


 Detailed Project Plan  


 Testing Plan 


 Training Plan 


 Deployment Plan 


 Review Existing Documentation 


 Define Project Roles/Responsibilities 


 Requirements Validation / 3 Day On site meeting 


 Result of Findings 


o Schedule 


 4 weeks (weeks 2-5) 


 


 System Design/Implementation Configuration Resource Plan (4 weeks; 250 hours) 


o Activities & Deliverables 


 Co-Design Sessions 


 Solution Design Document 


 Data Schema 


 Role Hierarchy 


 Profile Definitions 


 Configuration Workbook 


o Schedule 


 4 weeks (weeks 4-7) 
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 Setup and Configure/Build System (9 weeks; 500 hours) – Includes 4 Sprints 


o Activities & Deliverables 


 Core Configurations 


 User Roles/Profiles 


 Standard Object Configuration 


 Custom Object Configuration 


 Workflow Rules / Process Builder Processes / Flows 


 Validation Rules 


 Implement Conga Composer and Form Assembly 


 Install & Configure 


 Template and Form Development 


 Reporting Requirements 


 Build Reports 


 Build Dashboards 


 Schedule Reports & Dashboards 


 QA / Testing 


o Schedule 


 6 weeks (weeks 6-14) 


 


 Data Migration (4 weeks; 150 hours) 


o Activities & Deliverables 


 Data Mapping files 


 Transformations 


 Trial Data Loads (up to 3) 


 Final Data Load 


 QA / Testing 


o Schedule 


 3 weeks (week 13-16) 


 


 


 User Acceptance Testing UAT (3 weeks; 75 hours) 


o Activities & Deliverables 


 Test Script Inventory 


 Testing Triage 


 Bug Tracking 


 Resolutions / Re-Tests 


o Schedule 


 3 weeks (weeks 16-18) 
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 Deploy / Training (3 weeks; 150 hours) 


o Activities & Deliverables 


 Training Curriculum 


 Presentations 


 User Guides 


 Job Aids 


 Videos 


 Training Delivery 


 Classroom Lecture & Lab 


o Schedule 


 5 weeks (week 17-19) 


 


 


 Transition to Production (1 week; 50 hours) 


 Migrate Configuration & Code to Production Environnent 


 QA / Testing 


 User Validation in Production 


o Schedule 


 1 week (week 20) 


 


 


 Documentation (on going; 75 hours) 


o Updated Design Documentation 


o Status Reports 


o Hours Usage Reports 


o Change Requests/Change Management 


o Updated Configuration Workbook 


o Schedule 


 On going (week 1-22) 


 


 


 Post Implementation Review (1 week; 75 hours) 


o Schedule 


 1 week (week 22) 
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 Warranty and Corrective Maintenance Deliverables - 90 days Support (12 weeks; 120 


hours) 


o Schedule 


 90-day period beginning at Go Live 


o Activities & Deliverables 


 Establish Service Level Agreement 


 Case Management Tracking 


 Cadence for status meetings 


 Enhancement Request / Change Control / Governance Processes 


 


Vendors must provide a written plan addressing the roles and responsibilities and method of 


communication between the contractor and any subcontractor(s). 


 


The preliminary project plan will be incorporated into the contract.   


 


The first project deliverable is the finalized detailed project plan that must include fixed 


deliverable due dates for all subsequent project tasks as defined in Section 5, Scope of Work.  


The contract will be amended to include the State approved detailed project plan. 


 


Vendors must identify all potential risks associated with the project, their proposed plan to 


mitigate the potential risks and include recommended strategies for managing those risks. 


 


Vendors must provide information on the staff that will be located on-site in Carson City.  If staff 


will be located at remote locations, vendors must include specific information on plans to 


accommodate the exchange of information and transfer of technical and procedural knowledge.  


The State encourages alternate methods of communication other than in person meetings, such as 


transmission of documents via email and teleconferencing, as appropriate. 


 


   


 


 eightCloud is not using subcontractors for the MHD implementation project.  


 


eightCloud will incorporate the preliminary Project Plan in the contract. However, the 


Preliminary Project Plan is subject to change as a result of the Planning and Analysis 


Phase of the project and after subsequent meetings thereafter.  


eightCloud confirms that the first deliverable of the project is the finalized project plan 


and will include fixed deliverable due dates for the tasks listed in Section 5, Scope of 


Work.  
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Risk associated with this project are listed in Section 6.6, Project Management 


Methodology. Risks will be re-evaluated after the Planning and Analysis Phase along 


with any associated mitigation plan.  


eightCloud will commit to include at least 2 Project team members to be on site for the 


Planning Analysis Phase. We anticipate 3 days on site with the MHD and the 


remainder of the project will likely be remote (except for at least 2 days for end user 


training and system administrator training / handoff).  


 


 


 


 


 


6.6 PROJECT MANAGEMENT  
 


Vendors must describe the project management methodology and processes utilized 


for: 


 


Project integration to ensure that the various elements of the project are properly 


coordinated; 
 


Project scope to ensure that the project includes all the work required and only the 


work required to complete the project successfully; 
 


Time management to ensure timely completion of the project.  Include defining 


activities, estimating activity duration, developing and controlling the project 


schedule; 
 


Management of contractor and/or subcontractor issues and resolution process; 
 


Responding to and covering requested changes in the project time frames; 
 


Responding to State generated issues; 
 


Cost management to ensure that the project is completed within the approved budget.  


Include resource planning, cost estimating, cost budgeting and cost control; 
 


Resource management to ensure the most effective use of people involved in the 


project including subcontractors; 
 


Communications management to ensure effective information generation, 


documentation, storage, transmission and disposal of project information; and 
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Risk management to ensure that risks are identified, planned for, analyzed, 


communicated and acted upon effectively. 
 


 


 


 


Project Management Methodology 
 


We believe in a collaborative, inclusive and agile Project Management methodology to tackle 
complex business problems faced by our customers using Salesforce.com products.   Our 
Project Methodology is structured, but also agile in order to facilitate faster prototyping, 
design, reviews and development.  We as an organization strongly believe that the “Planning 
& Analysis” phase is the key determinant of a successful project and the “Support and 
Governance” phase (often ignored) is the long term pillar to a successful endeavor. 
 
The phases of the methodology are shown below: 
 


 


 


 


 


PLANNING AND ANALYSIS PHASE 
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This phase is for the team to level set on the objectives, expectations and scope of the 


project.  The analyses will include detailed 1:1 conversation with stakeholders from all 


groups in an effort to establish current structures, processes and requirements and KPIs. 


 


 Project Planning 


 Objectives/Vision/Mission 


 Scope  


 KPI/Success Measures  


 Project Assumptions (business/technology) 


 Risks Management and Mitigation Plan 


 Team (PM, SMEs, Technologists, etc.)  


 High Level Schedule (Gantt chart) with WDVA 


 Communication Plan 


 Change Management/Change Control Plan 


 Training Plan 


 Close-out Plan 
 


 Project Analysis 


 System Architecture  
 Current System Review 
 Future System  


 Functional Specifications 
 Business Requirements (current databases & external systems) 
 Business Processes (current and future) 


 Technical Specifications 
 Application requirements 
 Integration Requirements 
 Data Conversion Specifications 


 Data Migration Analysis 
 Application database review (tables, relationships, etc.) 
 Data Quality assessment/Data Cleaning Methodology 
 Data Conversion requirements (history, etc.) 


 System Testing Plan 
 Determine high level test plan (Unit, System, Integration and UAT) and 


schedule 
 Determine responsibilities 


 “Go-live” Plan 
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DESIGN PHASE  


This phase is intended to be collaborative and will help the team finalize specifications for the 


final product.  Some of the key steps are: 


 Conduct design/configuration sessions to tackle business requirements and 
processes. This step would analyze UI, workflow, document management, 
process management, etc.  


 Design sessions will help create a Sandbox environment for user reviews and 
will form the basis for the “Build & Stabilize” phase. 


 Develop a detailed design for data conversion (entity mapping, data field 
structures, scripting language/tool) 


 Design Integration environment using recommended Middleware solution 


 Create a Map-Gap matrix (business requirements vs. system capabilities) 


 Collaboratively determine how gaps will be addressed to achieve final 
objectives.  Gaps may be addressed via Custom Development; New Application 
purchase/install OR Manual workarounds 


 Finalize data conversion design specifications 


 Complete Design Specifications and sign-off 
 


BUILD AND STABILIZE PHASE (CONFIGURATION/TEST) 


This phase is where we collectively build and test the solution based on the specifications that 


have been validated in the previous phase.  This phase will be the longest and will be broken 


down into “Sprints” (Agile methodology) with continuous involvement from various subject 


matter experts.   


Each “sprint” will go through a QA step before proceeding.  In addition, a Bug Tracker is used 


to capture bugs during each Sprint.  Some of the key steps of this step are: 


 Sprint 1 
o Users, Standard Objects, Custom Objects, Forms and Data Structure 


configuration 
o Data conversion scripts development, run preliminary data loads, data QA and 


cleansing 
o Integration middleware set-up and preliminary end-point/end-point set-up 


 Unit test and QA of Sprint 1 


 Sprint 2:   
o Advanced Configuration including workflows, triggers, reports and dashboards 
o Integration end-points data set-up and preliminary run 
o 2nd Data conversion run 
o Initiate Test Script Development for application and integration 


 Unit test of QA of Sprint 2 
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 Sprint 3 
o 3rd data conversion run and validation 
o Final UI configuration 
o Full integration run (all end-points: systems and data files) 
o Complete Test Scripts for final User Acceptance Testing (UAT) 


 Unit test of QA of Sprint 3 


 Sprint 4 
o Final data conversion run and validation 
o System integration testing:  Application, workflows and integration 


 Final QA 


 Freeze system set-ups for “go-live” 
 


DEPLOY PHASE (GO-LIVE) 


This phase is where we deploy the solution for all stakeholders.  The following steps will be 


executed: 


 User Acceptance Testing (UAT) 


 Bug Triage and Prioritization  


 UAT sign-off 


 Code Migration (change-sets) from Sandbox to Production environment 


 Production system set-up/final review 


 Execute Data Migration 


 Go-Live  
o User Communication 


 


 


Change Management 


Change Management is a critical area of a project and has direct impact on user adoption and 


the success of the application both internally and externally. 


There are 2 interpretations of Change Management at eightCloud: 


Changes in internal behavior and operating procedures: How an internal user base will 


perceive a new application and the level this will affect their day to day operating procedures. 


Going from very manual processes and applications to a new system can be a big change for 


some employees and understanding the user base and their overall perception of change will 


be important for the MHD to discuss with the eightCloud project team during the initial 


Planning and Analysis phases. 
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For example, if a client feels that the majority of their user base will be highly adoptive and 


quick to embrace the new application, then a faster project plan and more aggressive 


approach to completion will be something to consider for the collective project team. While 


an organization that has a user base that may be resistant to technology may benefit from a 


longer timeline and project plan and require more involvement from the user base. 


Regardless of the internal view of new processes and technology, the eightCloud project team 


will consider Change Management a focus during initial sessions of the project with the MHD. 


Changes in functionality and Process within the application: Change Management is also 


internal control over functionality and processes of the new system.:  Every project goes 


through areas where scope may change for business reasons.  We anticipate this might 


happen and hence change requests management is an important part of our project plan.  


Early on, we establish a process to approve/reject/postpone all change requests.  This process 


will help all parties understand change in scope, impact on project and maintain clear project 


expectations. 


eightCloud personnel have implemented/managed numerous enterprise class applications for 


a variety of industry verticals.  We are aware of various risks that can show up during 


implementation. 


We would like to classify risks into 2 categories for the purposes of this project: 


RISKS NOT LIKELY TO AFFECT THE PROJECT 


 Application:  We believe that the MHD selection of Salesforce.com as a platform 
eliminates several risks associated with on premise solutions. 


 


RISKS LIKELY TO AFFECT THE PROJECT 


 Scope:  We believe the scope is well defined, although “scope creep” can happen with 
any project. This risk can be considered LOW with LOW impact. 


 Data Migration:  Data Migration is always a risk due to the following reasons: lack of 
details about source system, potential lack of personnel who developed source system 
and data quality concerns. This risk is to be considered MED with HIGH impact. 


 Integration:  This risk is considered LOW with LOW impact but should be addressed 
during the Planning and Analysis since the MHD has an initiative to integrate the new 
application with system(s) in the future  


 WHD Resource Availability: A successful project requires active participants from both 
parties.  This has been one of the areas wherein we have had some issues in the past 
to the detriment of a project.  We believe the MHD has focus, a good amount of 
stakeholders, and set goals and objectives for the success of the new application 
therefore, this risk is to be considered LOW, but the impact could be MEDIUM should 
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the workloads of the MHD project team become demanding creating a loss of focus 
during implementation. 


 Training and User Adoption: The MHD has provided adequate information for the 
number of users, number of system administrators, locations of users and facilities, 
and desktop applications and environments. But, this risk is considered MEDIUM with 
HIGH impact since this is always a critical part of an application’s success. The MHD 
project team should not overlook training and communicate with their internal user 
base with regular updates to the status of the project in order to keep momentum and 
excitement about the launch of the new system.  


 


Risk Mitigation Strategy/Plan 


As mentioned above there are some risks associated with this project, some of which have a 


high impact on the overall project.  eightCloud cannot anticipate all risks at this time, but our 


experience with large scale enterprise applications helps us put a strategy/plan in place 


before a project starts.  The pillars of this strategy are: 


 Communication:  eightCloud’s philosophy is to communicate all aspects of the project 
to the stakeholders at a frequency that is mutually acceptable.  Status meetings are 
focused primarily on project risk along with an overall review of the project timelines 
and progress.  We find it imperative that we bring these risks to everyone’s attention 
so that we can collectively address.  In addition, we will communicate the plan, role 
expectations, time required, etc. to all active project members so that everyone has a 
clear, joint understanding of the plan.   


 Prioritization of items:  Scope creep is something that happens even with the best of 
intentions.  eightCloud believes that no request made by a stakeholder/SME can or 
should be ignored.  We believe every request has equal merit and throughout the 
project, we maintain and publish a “Whiteboard list”.  The list is presented to the 
stakeholders for validation and prioritization.  We believe in the use of project phases 
and recommend that “out of scope” items be brought in only if required to support 
successful implementation of the agreed upon scope.  We will facilitate the discussion 
to move the other items to a subsequent phase after “go-live”. 


 Empowerment:  We empower all project stakeholders increasing system awareness, 
including both capabilities and shortcomings.  A general application overview (“What 
is Salesforce.com?”, “What business problems does it solve?”, “What are workflows?”, 
etc.) is done for all new implementations as we believe it is imperative that all 
stakeholders start from an equal level of base understanding of the terminology and 
product knowledge.  With this knowledge, everyone can contribute, resolve issues 
quickly and mitigate risks as they are identified. 


 Change Request management:  Every project goes through areas where scope might 
have to be changed for business reasons.  We anticipate this and hence change 
requests management is an important part of our project plan.  Early, on we establish 
a process to approve/reject/postpone all change requests.  This process will help all 
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parties understand change in scope, impact on project and maintain clear project 
expectations. 


 


To track and report on risks, eightCloud uses a project status report that includes hours’ usage 


by project milestones, change request log, and a Gantt Chart. Risks are also tracked and 


reported on in Weekly Status reports that address critical items, bugs, and associated fixes. 


For Additional information, related processes, forms, etc. for eightCloud’s Project 


Management Process, please refer to Tab XII, Other Materials Information Section. 


 


6.7 QUALITY ASSURANCE 
 


Vendors must describe the quality assurance methodology and processes utilized to ensure that the 


project will satisfy State requirements as outlined in Section 5, Scope of Work of this RFP. 


 


eightCloud has many ways to maintain quality of control throughout the life cycle of our 


projects. Our planning and Analysis phase is very comprehensive between both project teams 


ensuring mutual plans and processes are shared and agreed upon. Many of our projects 


include steering committee formations between the two parties. Steering Committees 


mitigate risk through change control, user feedback, and best practices sharing through a 


collective sharing of project experience and exposure. 


 


Furthermore, eightCloud maintains the following documentation during different phases of 


our Salesforce implementation projects: 


 Findings Summary document – this occurs after the Planning and Analysis phase 
and prior to Solution Design development 


 Solution Design - validates the configuration, data migration, testing, and 
training elements prior to building the application 


 Reporting / Documentation - on-going Status Reports, hours accumulated 
reports, Change Requests 


 Training Plans, Training Curriculum, Data Migration/Integration plans 
 


For more information on eightCloud’s documentation, please visit Tab XII. In addition to these 


forms and processes, eightCloud is more than happy to use any other forms the MHD uses or 


feels more comfortable with.  
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6.8 METRICS MANAGEMENT  
 


Vendors must describe the metrics management methodology and processes utilized to satisfy 


State requirements as outlined in Section 5, Scope of Work of this RFP.  The methodology must 


include the metrics captured and how they are tracked and measured. 


 


We do not see any mentions of “metrics management methodology” in Section 5 of the RFP. 


However, if the MHD is referring to Quality Assurance, please refer to the above section and 


various attachments in Tab XII. 


 


If the MHD is referring to “what kind of metrics to monitor to ensure success,” there are many 


ways to do this with Salesforce. 


 Administrator Handoff – as part of the training process, eightCloud provides a 
comprehensive session(s) to the MHD System Administrator for the Salesforce 
application. This includes addressing how to handle user questions, issues, and 
suggestions, knowledge of the Set Up Menu which will help that person understand 
the back end Salesforce application better for future growth.  


 


 Health Check – eightCloud provides a Health Check as a standard part of our Managed 
Services programs. Below is a depiction of how a health check assists our clients in 
evaluating the ongoing usage and success of their Salesforce application.  
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For more information, please see Tab XII for a sample copy of a program health check.  


 


6.9 DESIGN AND DEVELOPMENT PROCESSES  
 


Vendors must describe the methodology, processes and tools utilized for: 


 


Analyzing potential solutions, including identifying alternatives for evaluation in addition to 


those suggested by the State; 


 


Developing a detailed operational concept of the interaction of the system, the user and the 


environment that satisfies the operational need; 


 


Identifying the key design issues that must be resolved to support successful development of the 


system; and 


 


Integrating the disciplines that are essential to system functional requirements definition. 


 


eightCloud has provided this information in the Project Management Methodology 


section located in section 6.7. 


Our methodology address all of these discussion points as described above: 


 


 Potential Solutions – details in this proposal and the cost proposal 
address using 2 additional Salesforce App Exchange products to address 
some specific needs for Printing and Form submission. We also may 
recommend a Data Migration tool (JitterBit, Imformatica) for migrating 
the data/files.  


 


The Business Process Review (Planning and Analysis phase) will address 


these potential solutions. 


 


 Operational Concept – this is addressed in our Project Methodology 
(section 6.7) and in our Project Plan for MHD. 


 


 Key Design Issues – please refer to a copy of our Sample Solution Design 
Document located in Tab XII 
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6.10 CONFIGURATION MANAGEMENT  
 


Vendors must describe the methodology, processes and tools utilized for: 


 


Control of changes to requirements, design and code; 


 


Control of interface changes; 


 


Traceability of requirements, design and code; 


 


Tools to help control versions and builds; 


 


Parameters established for regression testing; 


 


Baselines established for tools, change log and modules; 


 


Documentation of the change request process including check in/out, review and regular 


testing; 


 


Documentation of the change control board and change proposal process; and 


 


Change log that tracks open/closed change requests. 
 


 


 


eightCloud has addressed the majority of these processes in the Project Methodology section 


(6.7).  


Upgrades and New Releases do not interrupt your Salesforce customizations.  


For Change Management / Change Control, please refer to a sample copy of this in the Tab 


XII. For your convenience, we have embedded a copy of this below: 
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Below is a copy of eightCloud’s Project Change Request Form: 


 


EIGHTCLOUD, INC. PROJECT CHANGE REQUEST TO SoW #__ 


This eightCloud, Inc. Project Change Request to SoW #__ (“Change Request”) is made effective as of 


__________ ___, 2015 (“Change Effective Date”) pursuant to and is governed by that certain Master 


Service Agreement (“Agreement”) entered into as of __________ ___, 2015 by and between  


____________________ (“Client”), and eightCloud, Inc. a Washington corporation (“eightCloud”). Unless 


otherwise defined in this Change Request, capitalized terms will have the meanings given to them in the 


Agreement. 


Client and eightCloud hereby agree to the following changes:  


___________________________________________________________________________________ 


___________________________________________________________________________________ 


___________________________________________________________________________________ 


This Change Request will □ decrease □ increase eightCloud’s fees as follows:   


eightCloud’s Total Estimated Fees under SoW #__ (taking into account this Change Request) shall be:   


The change(s) in this Change Request are hereby accepted and approved.  All Consulting Services are to 


be performed under the terms and conditions specified in the Agreement unless otherwise specified.  This 


Change Request shall be a supplement to SoW #___, and shall be governed by the provisions set forth 


therein.  This Change Request and the change(s) set forth herein are not valid until signed by a duly 


authorized representative of eightCloud and Client. 


IN WITNESS WHEREOF, the Parties have executed this SoW #___ as of the SoW #___ Effective Date. 


 


CLIENT: 


_______________________________________ 


By:       


Name:       


Title:       


Signature Date:    


 


 


EIGHTCLOUD, INC., 


a Washington corporation 


By:       


Name:       


Title:       


Signature Date:    
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6.11 PEER REVIEW MANAGEMENT  
 


Vendors must describe the methodology, processes and tools utilized for: 


 


Peer reviews conducted for design, code and test cases; 


 


Number of types of people normally involved in peer reviews; 


 


Types of procedures and checklists utilized; 


 


Types of statistics compiled on the type, severity and location of errors; and 


 


How errors are tracked to closure. 


 


Section 6.6 Project Methodology addresses “UAT” which is testing, peer reviews, processes, 


enhancements, and error management. Below is more detailed explanation of User Testing 


and Acceptance: 


eightCloud’s testing methodology is inclusive and collaborative.  Our methodology focuses on 


3 types of testing: 


 


 Unit testing:  As each piece of functionality is released (configured or developed), we 
perform a unit test to make sure it ties in with the associated business requirement.  
We involve the users to validate the unit test to ensure their acceptance 


 System Testing:  As each feature is released, we perform a system test to ensure that 
no other functionality is impacted.   


 User Acceptance testing:   Assigned users participate in test script/case development 
and execution at all levels during the project.  


 


The testing plan will also include a Traceability Matrix.  The purpose of this matrix is to tie 


a specific business/technical/integration requirement to a specific Test Case/Script.  This 


document eliminates any risk of not testing a specific BR (business requirement), TR 


(technical requirement) or IR (integration requirement). 


 


During testing, we maintain, manage and publish a bug tracker.  This list is worked off 


during the various sprints and retested for desired functionality.  We have used tools such 


as Bugzilla in the past to manage this.  However, we have found it to be easier to manage 


the bug list within Salesforce (cases/list) for visibility and user comment.  
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eightCloud will not be using an automated testing tool for this instance.  There are some 


available applications (1-2 of AppExchange) that claim to do automated testing, but we 


have concerns on their effectiveness (lack of reviews).  For this implementation, we 


believe testing should be done in a traditional manner with user scripts, use cases and 


validations.   


  


This project includes 4 sprints and each one ends with QA/test thereby ensuring a fully 


functional product before “go-live”.   


 


eightCloud has included a Sample Test Script File as an Attachment in Tab XII.  


 


 


 


 


 


6.12 PROJECT SOFTWARE TOOLS 
 


Vendors must describe any software tools and equipment resources to be utilized during the course of 


the project including minimum hardware requirements and compatibility with existing computing 


resources as described in Section 3.4, Current Computing Environment. 


 


Costs and training associated with the project software tools identified must be included in Attachment 


J, Project Costs. 


 


eightCloud does not anticipate any the use of any hardware needs or software tools for the 


MHD implementation project. The Data Migration element of the project can be handled by 


the native Data Loader tool that is free of charge and comes with the Service Cloud license. In 


addition to this, Salesforce has free App Exchange products such as the Jitterbit Data Loader 


that can be used to facilitate the data migration.  


eightCloud will use the App PM Milestones to manage the project for MHD. There is no 


charge to MHD for this nor are there any charges for software tools or hardware in 


Attachment J.  
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Tab IV - Attachment I – Proposed Staff Resume(s) 
 


 


   


COMPANY NAME: eightCloud 


Contractor Subcontractor 


Name:  Eric Long  Key Personnel 


Classification: Director # of Years in Classification: 4 


Brief Summary of 


Experience: 


Salesforce consultant with experience designing, implementing, and supporting 


dozens of Salesforce instances. 


# of Years with Firm: 4 


RELEVANT PROFESSIONAL EXPERIENCE 


Required Information: 


 


MMYYYY to Present: 


Vendor Name: 


Client Name: 


Client Contact Name: 


Client Address, Phone Number, Email: 


 


Role in Project: 


Details and Duration of Project: 


Software/hardware used in engagement: 


 


 


11/2015 - present 


eightCloud 


Washington State Dept. of Enterprise Services 


Doug Selix 


1500 Jefferson St. SE / Olympia, WA 98501 / (360) 407-2200 


/ doug.selix@des.wa.gov 


Project Manager / Business Analyst 


Salesforce customer cloud implementation plus community 


(8 months) 


Salesforce Enterprise Edition + Customer Community 


 


 



mailto:doug.selix@des.wa.gov
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Required Information: 


 


MMYYYY to MMYYYY: 


Vendor Name: 


Client Name: 


Client Contact Name: 


Client Address, Phone Number, Email: 


 


Role in Project: 


Details and Duration of Project: 


Software/hardware used in engagement: 


 


 


01/2014 – 09/2014 


eightCloud 


Washington State Dept. of Natural Resources, Aquatics Div. 


Tim Vessey 


1111 Washington St SE / Olympia, WA 98501 / (360) 902-


1000 / tim.vessey@dnr.wa.gov 


Project Manager 


Lease Application and approval system (9 months) 


Salesforce custom cloud 


EDUCATION 


Institution Name: 


City: 


State: 


Degree/Achievement: 


 


 


Certifications: 


University of Phoenix 


Phoenix 


AZ 


M.B.A., Technology Management 


Salesforce: Admin, Advanced Admin, App Builder, Sales Cloud Consultant, Service 


Cloud Consultant 


HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 


Environments: n/a  


Hardware: n/a  


Software: Salesforce 10 


Tools: n/a  


Databases: n/a  


REFERENCES 



mailto:tim.vessey@dnr.wa.gov
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Minimum of three (3) required, including name, title, 


organization, phone number, fax number and email 


address 


Uryah Messmer 


 Sales, Independent 


425-239-2121 


uryah@hotmail.com 


 


Ryan Johnson 


Personal Friend 


253-661-1306 


Ryanjohnson1@hotmail.com 


 


Eric Carnrite 


Personal Friend 


206-940-9304 


Eric_carnrite@hotmail.com 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 



mailto:uryah@hotmail.com

mailto:Ryanjohnson1@hotmail.com

mailto:Eric_carnrite@hotmail.com
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COMPANY NAME: eightCloud 


Contractor Subcontractor 


Name:  Isaac Krig  Key Personnel 


Classification: Principal Technical Architect # of Years in Classification: 3 


Brief Summary of 


Experience: 


Salesforce.com Architect, specializing in technical implementations, integrations, 


custom development projects and packaged salesforce.com applications. 


# of Years with Firm: 3 


RELEVANT PROFESSIONAL EXPERIENCE 
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Required Information: 


 


MMYYYY to Present: 


Vendor Name: 


Client Name: 


Client Contact Name: 


Client Address, Phone Number, Email: 


 


Role in Project: 


Details and Duration of Project: 


 


 


 


Software/hardware used in engagement: 


 


 


03/2015 - present 


eightCloud 


Tacoma Housing Authority 


Todd Craven 


902 South L Street / Tacoma, WA 98405-4037/ (253) 207-


4400 / todd.craven@tha.org 


Technical Architect, Business Analyst 


Various custom Force.com modules to support a Public 


Housing Authority (~130 users): Community Services, Tenant 


Management, Asset Management, Voucher Management, 


Sharefile Integration 


 


Salesforce Platform (Force.com) 


 


 


 


 


 


 


EDUCATION 


Institution Name: 


City: 


State: 


Degree/Achievement: 


 


 


Certifications: 


Western Washington University 


Bellingham 


WA 


BA, Mathematics and Economics 


Certified Salesforce.com Administrator 


Certified Salesforce.com Developer 



mailto:todd.craven@tha.org
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HARDWARE/SOFTWARE SUMMARY (Be Specific) 


Description # of Year’s Experience 


Environments: n/a  


Hardware: n/a  


Software: Salesforce.com 8 


Tools: n/a  


Databases: n/a  


REFERENCES 


Minimum of three (3) required, including name, title, 


organization, phone number, fax number and email 


address 


Kris Lentz 


Former customer 


360-223-5355 


kris.lentz@solavei.com 


 


Allyndreth Devlyn 


Former customer 


415-624-1200 


adevlin@plos.org 


 


Elizabeth Rodriguez 


Current customer 


888-234-7893 


elizabeth.rodriguez@xad.com 


 


 


 


 


 


 


 


 


 


 


 



mailto:kris.lentz@solavei.com

mailto:adevlin@plos.org

mailto:elizabeth.rodriguez@xad.com
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Tab X - Preliminary Project Plan 
 


 


6.1.1 Vendors must submit a preliminary project plan as part of the proposal, including, but not 


limited to: 


 


6.1.1.1 Gantt charts that show all proposed project activities; 


 


6.1.1.2 Planning methodologies; 


 


6.1.1.3 Milestones; 


 


6.1.1.4 Task conflicts and/or interdependencies; 


 


6.1.1.5 Estimated time frame for each task identified in Section 5, Scope of Work; and 


 


6.1.1.6 Overall estimated time frame from project start to completion for both Contractor and 


State activities, including strategies to avoid schedule slippage. 


 


6.1.2 Vendors must provide a written plan addressing the roles and responsibilities and method 


of communication between the contractor and any subcontractor(s). 


 


6.1.3 The preliminary project plan will be incorporated into the contract.   


 


6.1.4 The first project deliverable is the finalized detailed project plan that must include fixed 


deliverable due dates for all subsequent project tasks as defined in Section 5, Scope of Work.  


The contract will be amended to include the State approved detailed project plan. 


 


6.1.5 Vendors must identify all potential risks associated with the project, their proposed plan 


to mitigate the potential risks and include recommended strategies for managing those risks. 


 


6.1.6 Vendors must provide information on the staff that will be located on-site in Carson City.  


If staff will be located at remote locations, vendors must include specific information on plans to 


accommodate the exchange of information and transfer of technical and procedural knowledge.  


The State encourages alternate methods of communication other than in person meetings, such as 


transmission of documents via email and teleconferencing, as appropriate. 
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Preliminary Project Plan – NV MHD System Replacement 


 


 Planning and Administration Deliverables (2 weeks; 0 hours) 


o Kick Off Call w/ Team Introductions 


o Schedule Business Process Review (On Site 3-day Meeting) 


o Documentation Validation 


o Schedule 


 2 weeks (weeks 1-2) 


 


 


 Review and Validate Requirements and Gap/Fit Analysis (4 weeks; 150 hours) 
o Business Process Review (3 days on site) 


o Activities & Deliverables 


 Kick off Meeting 


 Detailed Project Plan  


 Testing Plan 


 Training Plan 


 Deployment Plan 


 Review Existing Documentation 


 Define Project Roles/Responsibilities 


 Requirements Validation / 3 Day On site meeting 


 Result of Findings 


o Schedule 


 4 weeks (weeks 2-5) 


 


 System Design/Implementation Configuration Resource Plan (4 weeks; 250 hours) 


o Activities & Deliverables 


 Co-Design Sessions 


 Solution Design Document 


 Data Schema 


 Role Hierarchy 


 Profile Definitions 


 Configuration Workbook 


o Schedule 


 4 weeks (weeks 4-7) 


 


 Setup and Configure/Build System (9 weeks; 500 hours) – Includes 4 Sprints 


o Activities & Deliverables 


 Core Configurations 
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 User Roles/Profiles 


 Standard Object Configuration 


 Custom Object Configuration 


 Workflow Rules / Process Builder Processes / Flows 


 Validation Rules 


 Implement Conga Composer and Form Assembly 


 Install & Configure 


 Template and Form Development 


 Reporting Requirements 


 Build Reports 


 Build Dashboards 


 Schedule Reports & Dashboards 


 QA / Testing 


o Schedule 


 6 weeks (weeks 6-14) 


 


 Data Migration (4 weeks; 150 hours) 


o Activities & Deliverables 


 Data Mapping files 


 Transformations 


 Trial Data Loads (up to 3) 


 Final Data Load 


 QA / Testing 


o Schedule 


 3 weeks (week 13-16) 


 


 


 User Acceptance Testing UAT (3 weeks; 75 hours) 


o Activities & Deliverables 


 Test Script Inventory 


 Testing Triage 


 Bug Tracking 


 Resolutions / Re-Tests 


o Schedule 


 3 weeks (weeks 16-18) 


 


 


 


 Deploy / Training (3 weeks; 150 hours) 


o Activities & Deliverables 
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 Training Curriculum 


 Presentations 


 User Guides 


 Job Aids 


 Videos 


 Training Delivery 


 Classroom Lecture & Lab 


o Schedule 


 5 weeks (week 17-19) 


 


 


 Transition to Production (1 week; 50 hours) 


 Migrate Configuration & Code to Production Environnent 


 QA / Testing 


 User Validation in Production 


o Schedule 


 1 week (week 20) 


 


 


 Documentation (on going; 75 hours) 


o Updated Design Documentation 


o Status Reports 


o Hours Usage Reports 


o Change Requests/Change Management 


o Updated Configuration Workbook 


o Schedule 


 On going (week 1-22) 


 


 


 Post Implementation Review (1 week; 75 hours) 


o Schedule 


 1 week (week 22) 


 


 


 Warranty and Corrective Maintenance Deliverables - 90 days Support (12 weeks; 120 


hours) 


o Schedule 


 90-day period beginning at Go Live 


o Activities & Deliverables 


 Establish Service Level Agreement 
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 Case Management Tracking 


 Cadence for status meetings 


 Enhancement Request / Change Control / Governance Processes 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


 


Tab XI - Requirements Matrix 
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Attachment O 


 


As a preface to eightCloud’s response to Attachment O, we would like to make clear our 


Vendor Responses column and definition. The majority of our responses are designated as “S 


– Standard Functionality,” or “M – Modification Required.”  


 


Standard Functionality Example (Requirement 5.10 ) - “The system shall have the ability to 


generate emails from program to recipient and park.” This is Standard Functionality in 


Salesforce and we were consistent with our responses when MHD used general terms such as 


“has the ability to, allow for, or supports.” 


Modification Required Example (Requirement 3.5) - “The system shall support “Company” 


records with the following fields:  License Number, Business Name, DBA Name, Physical 


Address, Mailing Address, City, St, Zip, Phone, Company Email, Status, Date original license 


issued, Expiration date, and Comments.” This is Modification Required since “Date License 


Issued and Expiration Date” are not standard fields on the Account Object and light 


customization/configuration is required to build these custom fields.  


In addition to this, we indicated “Task Number in Project Plan” in column C as stated in 4.6.3 – 


“Tie each data element/function to the vendor’s project plan by task number.” All of these 


Requirements will be included in Task 2 - SYSTEM DESIGN/IMPLEMENTATION 


CONFIGURATION and 2 of the Requirements in Attachment O will be in in both Task 2 and one 


other task respectably.  


eightCloud’s System Design Phase will define and validate these requirements with MHD 


before Task 3 which is the build phase of the project.  
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Tab XII - Other Information Material 
 


EIGHTCLOUD EXECUTIVE SUMMARY AND PROPOSED SOLUTION 
 


eightCloud is pleased to provide the NV MHD with a system replacement solution to 


streamline its operations for licensing, permits, and inspections. We are proposing the 


Salesforce Service Cloud to provide a superior customer and end user experience.  The Service 


Cloud increases customer satisfaction, automates business processes, provides intelligent 


reporting and analytics tailored to the MHD’s specifications. Salesforce eliminates the need 


for code and IT resources and MHD will have a platform to build and grow on with future 


needs through integration, customer and inspector self-service through Salesforce Customer 


Communities.  


eightCloud’s understanding of the MHD’s system replacement initiative: 
 
We have read through and studied the RFP documents, Attachment N, and the 4 
Amendments of Questions and Answers and have a solid understanding of the current 
technical environment. 
 


 NV MHD has 6 outdated databases that are unsupported and insufficient for day to 
day business operations 


 The current technology is outdated for day to day business operations 


 There are a lot of manual processes and data entry and re-entry (manual entry is 
mentioned many times in Attachment N) 


 Customer Service is compromised and the permitting, licensing, and inspection process 
is lengthy and inefficient 


 Lack of automation is exposing risk through manual data entry 


 Multiple databases are inefficient and have limited visibility to important metrics to 
the MHD as indicated in Attachment O 


 
eightCloud’s solution and Value Proposition 
 
eightCloud is proposing a Salesforce platform / Service Cloud environment for the 16 users at 
MHD. We have provided similar implementations for business licenses for Washington State 
Housing Finance Commission, Oregon Secretary of State, and Washington Department of 
Natural Resources.  
 


 The Salesforce Service Cloud will provide a single source of truth for all MHD 
information 


 Salesforce is supported technology with future enhancements and providing 3 new 
release upgrades per year 
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 The Salesforce platform will provide the MHD with a major reduction of multiple data 
entry points  


 MHD will have increased customer service and expedited processes with the Service 
cloud through workflow and automation and form availability and integration 


 
 
Applications: 
 


 Salesforce Service Cloud 


 App Exchange Product Conga Composer for Labeling Process 


 App Exchange product Form Assembly for Form completion and automation 
 
Both Conga Composer and Form Assembly are built on the Salesforce platform so there are no 
integration needs. Below is a pictorial view of Current Process, Proposed Solution, and Future 
State: 
 
 
 


Current Process 


 


 


 


Proposed Solution 
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Future State 
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SALESFORCE ASSUMPTIONS OR EXCEPTIONS TO RESPONSE 


 


 


Solicitation paragraph Assumption or Exception Response 


Attachment H. Statement of 


Understanding (entire document) 


The Salesforce cloud/SaaS end user licensing agreement 


includes a confidentiality clause. Our interpretation is that this 


applies only to the System Integration personnel (its employees 


and subcontractors) that will directly perform the solution 


implementation services for MHD, but not the cloud service 


provider personnel.  Cloud service provider personnel are 


required to sign an NDA, which covers all customer data, not 


specifically the data belonging to a single tenant of the system. 


Additionally, we assume that the NDA language that is 


incorporated as part of the overall cloud/SaaS subscription 


agreement will meet this requirement. 


 


Section 13. Terms and Conditions 


13.2.1 Background Checks 


13.2.1.1 All contractor personnel 


assigned to the contract must have a 


background check from the Federal 


Bureau of Investigation pursuant to 


NRS 239B.010. All fingerprints must 


be forwarded to the Central 


Repository for Nevada Records of 


Criminal History for submission to the 


Federal Bureau of Investigation. 


 


13.2.1.2 Any employee of the selected 


vendor, who will require any type of 


system access, must have a State 


Background Check (as identified in 


Section 13.2.1.4 “A” below) before 


system access will be granted. The 


vendor or its employees may be 


denied access to the premises if they 


have not been security cleared. 


We assume that this only applies to contractor personnel that 


are performing the solution implementation services and not 


the Salesforce personnel that are hosting the solution. 


 


For example, Salesforce engages the services of a background 


screening vendor to conduct background checks, as outlined 


below, on employees at the time of hire in the U.S.  


● Address check: using the applicant’s social security, all 


residential addresses for the past 7 years are verified 


● Criminal background check: state, federal, and national 


searches are performed to identify felony and 


misdemeanor convictions within the last 7 years 


● Global sanctions and enforcement check 


● Federal debarment check 


● Healthcare sanctions check 


● Education verification 


● Employment history: queries up to three of the 


applicant’s most recent places of employment in the 


past 7 years 
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Salesforce also performs background investigations in certain 


foreign countries. The scope of these checks is subject to local 


laws in the jurisdictions in which the employee is hired. 


Section 13. Terms and Conditions 


13.3.11 Source Code Ownership - all 


sections and subsections (13.3.11.1 - 


13.3.11.14) 


Salesforce is providing a cloud-based SaaS solution that will 


be configured to meet MHD's specific requirements. Salesforce 


is not creating any new Intellectual Property for MHD. MHD 


would own MHD’s data. Salesforce would be responsible for 


maintaining access in terms of performance and availability to 


MHD's data. MHD would have access to its data and metadata, 


but not all of the Salesforce PaaS and SaaS underlying solution 


source code. MHD has full rights to extract its data at anytime 


during the subscription service via Export Services utilities 


including: weekly export, data loader, APIs, EAI tools, etc.  


However, Salesforce does not typically offer full system source 


code because it is inapplicable to software delivered as a 


service subscription through a multitenant architecture. 


Salesforce is happy to discuss further with MHD why the 


concept, while relevant in traditional on-premise, perpetual 


license software, does not make sense in a cloud-computing 


model such as that of Salesforce. While it is possible to 


provide the source code in an escrow account for a configured 


solution, the source code would only be able to operate in 


Salesforce’s PaaS/SaaS environment. 


MHD’s data can be exported during the subscription service as 


needed. In addition, all application meta-data, including data 


objects, configurations, code, permissions, etc., is available for 


export using the Meta-data API, Force.com IDE and/or the 


Force.com Migration Tool. The metadata is exported as 


standard XML documents that describe the component and all 


elements. The following list describes all component of 


metadata that is exported: 


 


Salesforce 


Componen


t 


Description 
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Standard 


Objects 


Default set of data objects (similar to database 


tables) provided with the Salesforce platform 


such as Contacts, Accounts, Cases, Assets, etc. 


Custom 


Objects


  


Custom data object created by [Insert 


Customer] for specific use cases 


Object 


Translations  


Meta data for translations of custom objects in 


a variety of languages 


Reports Salesforce standard and custom reports 


Dashboards Salesforce standard and custom dashboards 


Page 


Layouts 


The object user interface for display and edit 


Record 


Types 


Different business processes that define which 


field picklist values, and page layouts are 


available to specific users 


User Roles Definition of users data access 


User 


Profiles 


User access definitions - what the user can has 


access too 


Permission 


Sets 


The collection of settings and permissions that 


give users access to various tools and functions 


Groups The set of users 


Queues A set of users and access to specific objects 


Email 


Templates 


Definition of an email template, letterhead and 


content used for business process 
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Visualforce 


Component


s 


Encapsulation of Visualforce for use within 


Visualforce Pages.  Equivalent to custom tags 


in Java Server Faces (JSF) or Active Server 


Pages (ASP) 


Visualforce 


Pages 


Salesforce component and tag-based user 


interface framework for the Salesforce 


platform, which follows the Model-View-


Controller (MVC) methodology.  Similar to 


Java Server Faces (JSF) or Active Server Pages 


(ASP) 


Triggers Customer Apex code that performs data actions 


before or after data actions to the 


database.  This is similar to a database trigger 


Apex  Class


es 


Salesforce’s strongly typed, object-oriented 


programming language used for triggers, class 


or controllers (the C in MVC).  Apex is similar 


to Java and .NET 


Workflows 


and 


Approval 


Processes 


The set of standardized internal procedures and 


automated business processes used to drive 


actions  


Validation 


Rules 


All the actions for each field that helps in 


assuring data entry quality 


Custom 


Settings


 


 


  


Similar to custom objects and enable 


application developers to create custom sets of 


data, as well as create and associate custom 


data for an organization, profile, or specific 


user 


Static 


Resources 


All content files, i.e. zip, images, javascript, 


etc., that are used and referenced within 
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Visualforce pages 


Sites Configurations of all public web applications 


and web sites that are running natively on the 


Salesforce platform 


 


Should MHD elect to terminate its Salesforce service, 


Salesforce also provides tools that support the migration of 


configurations and customizations to the different 


environments, such as local code repositories, sandboxes, and 


production. These tools can be used to export MHD’s 


configurations and customizations in the event MHD 


terminates its relationship with Salesforce. 


 


The available tools are as follows: 


 


● Metadata API: Salesforce provides a metadata API that 


allows for programmatic access to the metadata in a 


customer’s Salesforce environment. 


● Force.com IDE: The Salesforce Force.com IDE is an 


integrated development environment that is built on top 


of the Eclipse open source IDE. 


● Force.com Migration Tool: a Java/Ant-based 


command-line utility for moving metadata between a 


local directory and a Salesforce organization. When 


migrating from stage to production is done by IT, 


anyone that prefers deploying in a scripting 


environment will find the Force.com Migration Tool a 


familiar process. 


 


For additional details on Salesforce environment management, 


please see the following: 


 


https://developer.salesforce.com/page/Force.com_Migration_T


ool  


http://www.salesforce.com/us/developer/docs/api_meta/index.


htm  



https://developer.salesforce.com/page/Force.com_Migration_Tool

https://developer.salesforce.com/page/Force.com_Migration_Tool

http://www.salesforce.com/us/developer/docs/api_meta/index.htm

http://www.salesforce.com/us/developer/docs/api_meta/index.htm
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http://wiki.developerforce.com/index.php/Force.com_IDE 


Section 13. Terms and Conditions 


13.3.12 Escrow Account- all sections 


and subsections (13.3.12.1 - 


13.2.12.6) 


For PaaS/SaaS solutions,  Salesforce would be responsible for 


maintaining access in terms of performance and availability to 


MHD's data. MHD would own MHD’s data. MHD  would 


have access to its data and metadata, as described above, but 


not all of the PaaS/SaaS solution source code. MHD would 


have full rights to extract their data at any time during the 


subscription service. However, Salesforce does not typically 


offer system source code because it is inapplicable to software 


delivered as a service subscription through a multitenant 


architecture. While it is possible to provide the source code in 


an escrow account for a configured solution, the source code 


would only be able to operate in the Salesforce's PaaS/SaaS 


environment.   


Section 13. Terms and Conditions 


13.3.14 Guaranteed Access to 


Software -- all sections and 


subsections (13.3.14.1 - 13.3.14.3) 


 


For PaaS/SaaS solutions,  Salesforce would be responsible for 


maintaining access in terms of performance and availability to 


MHD's data. MHD would own MHD’s data. MHD would have 


access to its data and metadata, as described above, but not all 


of the PaaS/SaaS solution source code. MHD would have full 


rights to extract their data at any time during the subscription 


service. However, Salesforce does not typically offer system 


source code because it is inapplicable to software delivered as 


a service subscription through a multitenant architecture. While 


it is possible to provide the source code in an escrow account 


for a configured solution, the source code would only be able 


to operate in Salesforce's PaaS/SaaS environment.   


Attachment D. Contract Form 


21.  STATE OWNERSHIP OF 


PROPRIETARY INFORMATION.   


 


Any reports, histories, studies, tests, 


manuals, instructions, photographs, 


negatives, blue prints, plans, maps, 


data, system designs, computer code 


(which is intended to be consideration 


under the Contract), or any other 


documents or drawings, prepared or in 


the course of preparation by 


Contractor (or its subcontractors) in 


performance of its obligations under 


this Contract shall be the exclusive 


property of the State and all such 


materials shall be delivered into State 


For PaaS/SaaS solutions, Salesforce would be responsible for 


maintaining access in terms of performance and availability to 


MHD's data. MHD would own MHD’s data. MHD would have 


access to its data and metadata, as described above, but not all 


of the PaaS/SaaS solution source code. MHD would have full 


rights to extract their data at any time during the subscription 


service. However, Salesforce does not typically offer system 


source code because it is inapplicable to software delivered as 


a service subscription through a multitenant architecture. While 


it is possible to provide the source code in an escrow account 


for a configured solution, the source code would only be able 


to operate in the Salesforce's PaaS/SaaS environment.   


 


 



http://wiki.developerforce.com/index.php/Force.com_IDE
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possession by Contractor upon 


completion, termination, or 


cancellation of this Contract.  


Contractor shall not use, willingly 


allow, or cause to have such materials 


used for any purpose other than 


performance of Contractor’s 


obligations under this Contract 


without the prior written consent of 


the State.  Notwithstanding the 


foregoing, the State shall have no 


proprietary interest in any materials 


licensed for use by the State that is 


subject to patent, trademark, or 


copyright protection. 


 


Attachment D. Contract Form 


1. WARRANTIES. 


 


A. General Warranty.  Contractor 


warrants that all services, deliverables, 


and/or work products under this 


Contract shall be completed in a 


workmanlike manner consistent with 


standards in the trade, profession, or 


industry, shall conform to or exceed 


the specifications set forth in the 


incorporated attachments; and shall be 


fit for ordinary use, of good quality, 


with no material defects. 


B. System Compliance.  Contractor 


warrants that any information system 


application(s) shall not experience 


abnormally ending and/or invalid 


and/or incorrect results from the 


application(s) in the operating and 


testing of the business of the State. 


We believe that this only applies to contractor personnel that 


are performing the solution implementation services.  


 


The rights and responsibilities of both eightCloud and MHD 


with regard to the use of Salesforce's online software services 


are solely as set forth by the Salesforce reseller and in 


accordance with the incorporated Salesforce end user license 


agreement (EULA) located here: 


https://org62.my.salesforce.com/sfc/p/000000000062/a/300000


00TsYl/0Xos6M2qDRCn30hy6HEa7QzydmAt.CAT1eS8RqV


Y_T0.  


Please see Section 13 of the EULA on Warranty. Salesforce 


does not provide a warranty. The Warranty items denoted 


within the RFP are inapplicable to software delivered as a 


service subscription through a multi-tenant architecture. 


Salesforce is happy to discuss further with MHD during 


contract negotiations why the concept, while relevant in 


traditional on-premise, perpetual license software, does not 


make sense in a cloud-computing model. 


Attachment D. Contract Form 


9. INSPECTION & AUDIT. 


Salesforce does not typically offer a Right to Audit clause 


as part of the base service offering. Salesforce is a multi-


tenant cloud service. Annual site visits can be negotiated, 


but in consideration of our other customers, random access 


cannot be permitted. As a multi-tenant service, 


compartmentalization is virtual, not physical. Salesforce 


contracts with third party auditors to inspect and review our 


security. The results of these audits can be provided to 



https://org62.my.salesforce.com/sfc/p/000000000062/a/30000000TsYl/0Xos6M2qDRCn30hy6HEa7QzydmAt.CAT1eS8RqVY_T0

https://org62.my.salesforce.com/sfc/p/000000000062/a/30000000TsYl/0Xos6M2qDRCn30hy6HEa7QzydmAt.CAT1eS8RqVY_T0

https://org62.my.salesforce.com/sfc/p/000000000062/a/30000000TsYl/0Xos6M2qDRCn30hy6HEa7QzydmAt.CAT1eS8RqVY_T0
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MHD as desired and under NDA. 


 


Salesforce has comprehensive privacy and security 


assessments and certifications performed by multiple third 


parties, including ISO 27001, SSAE 16 SOC 1, SOC 2, SOC 3, 


PCI-DSS, and FedRAMP. Third party auditors test the 


effectiveness of Salesforce's security controls as it relates to 


each of the compliance frameworks mentioned above. 


Salesforce provides contractual assurance to its customers that 


the Customer Data hosted in Salesforce’s services will be kept 


confidential. Salesforce provides information about the 


architecture, security and privacy of the Salesforce service 


here: 


https://help.salesforce.com/apex/HTViewHelpDoc?id=security


_overview.htm&language=en_US . This document is available 


on help.salesforce.com. 


 


Should MHD   desire to conduct an annual site visit, MHD 


can do so once annually, after completing Salesforce's 


Security Assessment Agreement. MHD may conduct, either 


itself or through a third party independent contractor 


selected by MHD at MHD’s expense, an on-site audit and 


review of Salesforce's architecture, systems and procedures 


used in connection with the Services. Such audit and review 


shall be conducted up to once per year, with one week's 


advance notice. After conducting an audit, MHD must 


notify Salesforce of the manner in which Salesforce does 


not comply with any of the security, confidentiality or 


privacy obligations herein, if applicable. Upon such notice, 


Salesforce shall use commercially reasonable efforts to 


make any necessary changes to ensure compliance with 


such obligations. 


Section 4.2 Computing Platform 


4.5.1 System must meet State security 


standards for transmission of personal 


information as outlined in NRS 


205.4742 and NRS 603A. 


If negotiated into a final contract and customer maintains a Security 


Contact in the Service, then Salesforce will notify such Security 


Contact within 48 hours of becoming aware of an actual or 


reasonably suspected breach of Customer Data. Notification may 


include phone contact by Salesforce support, email to customer's 


administrator and Security Contact, and public posting 


on trust.salesforce.com. Salesforce will not notify State residents. 


 


Salesforce maintains an Incident Response Plan and has an 



https://help.salesforce.com/apex/HTViewHelpDoc?id=security_overview.htm&language=en_US

https://help.salesforce.com/apex/HTViewHelpDoc?id=security_overview.htm&language=en_US

http://help.salesforce.com/

http://trust.salesforce.com/
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established Security Incident Response Process. During a 


security incident, the process guides Salesforce personnel in 


management, communication, and resolution activities.  


 


 


EIGHTCLOUD ASSUMPTIONS: 
 


 MHD is responsible for the Licensing Agreements for Conga Composer and Form 
Assembly. Pricing for these products is provided in Attachment J – 7.1.6 


 After the Review and Validate Requirements and Gap/Fit Analysis Phase, and 
potentially the System Design/Implementation Configuration Phase, it may be 
determined that either Conga Composer and / or Form Assembly may not be needed 
by either alternate functionality options within Salesforce or, reduction of costs and 
scope as determined by NV MHD 


 Any obtainment of licensing and costs for ETL tools potentially needed is the 
responsibility of MHD 


 Based on MHD’s needs and requirements, eightCloud assumes that the Salesforce 
Data Loader (provided with the Salesforce Service Cloud Licenses) will be sufficient for 
the Data Migration effort. After the System Design/Implementation Configuration 
Phase, eightCloud will determine the “best fit” solution for Data Migration as there 
are other free software tools available. eightCloud will work with MHD on 
recommending the most cost effective solution for Data Migration such as JitterBit 
(free and paid versions) and DB Amp.  


 MHD is responsible for providing Data Migration Files in Excel, CSV, or Flat File format 
suitable for import. eightCloud is not responsible for data cleansing, enrichment, de-
duplication on any data to be imported and will need your need participation during 
this exercise. 


 


 


 


 


 


EIGHTCLOUD OUT OF SCOPE ITEMS 
 


 


 eightCloud’s solution does not include a Payment Processing connector / solution. 
eightCloud’s proposal does include the recording of payments, refunds, etc. through 
the use of either formula fields and or manual entry 
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 Salesforce Communities is not included in the proposal or cost estimate and considered 
out of scope 


 


 
 


 


 


 


 


 
 
 
 
 
 


 


 


 


 


 


 


 


 


 


 


 


 
EIGHTCLOUD RELATED FORMS AND ATTACHMENTS: 


 


 eightCloud Sample Change Request Form 


  


eightCloud Sample 


Change Request Form.docx
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 eightCloud Sample Status Report 


 


  


eightCloud Sample 


Status Report.docx  


 


 eightCloud Sample Project Plan 


 


  


eightCloud Sample 


Project Plan.docx  


 


 


 eightCloud Sample Training Plan 


 


  


eightCloud Sample 


Training Plan.docx  


 


 eightCloud Sample Health Check  


 


  


eightCloud Sample 


Health Check.pdf  


 


eightCloud Sample Test Script (UAT) 
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eightCloud Sample 


Test Script.xlsx  


 


 eightCloud Sample Report of Findings Document 


 


  


sample 


eightCloud_RoF_Template.docx 


 


 eightCloud Sample Go Live Plan 


 


  


eightCloud Sample 


Go Live Plan.docx  


 


 Conga Composer Data Sheet 


 


  


Conga_DS_Compose


r_LowRes_081215.pdf 


 


 Form Assembly Web Link 


 


 https://www.formassembly.com/pricing.php 


 



https://www.formassembly.com/pricing.php
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