
Total Price SFY 2020/21 SFY 2021/22 SFY 2022/23
SFY 2023/24 

(6/2023 - 10/2023)

SFY 2023/24 
(11/2023 - 5/2024)

SFY 2024/25 

(6/2024 - 4/2025)
Total

Extension 

Total

Services Price 900,000$           6,867,023$        2,950,711$        1,068,785$        -$                   -$                   11,786,519$           -$               

One-Time Services 900,000$           6,867,023$        2,950,711$        1,068,785$        -$                   -$                   11,786,519$           -$               

Production Operations Price -$                   82,330$             1,548,467$        1,303,084$        3,061,609$        4,811,100$        11,264,034$           8,330,153$     

Recurring Production Operations Services -$                   82,330$             1,548,467$        1,303,084$        2,421,189$        3,804,726$        9,159,796$             6,225,915$     

Recurring Production Operations Services - Los Angeles County Expansion -$                   -$                   -$                   457,443$           640,420$           1,006,375$        2,104,238$             2,104,238$     

Total Price for Schedule 15 to Exhibit X 900,000$           6,949,353$        4,499,179$        2,371,869$        3,061,609$        4,811,100$        23,050,553$           8,330,153$     

TRUE TRUE TRUE

FFY 2024 FFY 2025 Extension Total

Recurring Production Operations Services 3,126,793$        3,099,122$        6,225,915$             

Recurring Production Operations Services - LA Expansion 1,169,021$        935,217$           2,104,238$             

Total 4,295,814$        4,034,339$        8,330,153$             

Total Charges SFY 2020/21 SFY 2021/22 SFY 2022/23 SFY 2023/24 SFY 2024/25 Total

Hardware and Software Charges

Hardware Charges -$                   -$                   -$                   -$                   -$                   -$                   

Hardware Maintenance and Support Charges -$                   -$                   -$                   -$                   -$                   -$                   

Software Charges 469,653$           1,064,003$        -$                   -$                   -$                   1,533,656$        

Software Maintenance and Support Charges 112,713$           217,937$           -$                   -$                   -$                   330,649$           

Total Charges 582,366$           1,281,940$        -$                   -$                   -$                   1,864,306$        
[1]

[1] The total estimated Software and Software Support charges are not included 

in the Total Price for Schedule 15 to Exhibit X. It is assumed that the charges for 

Software and Software Support that are required for the CalSAWS Customer 

Service Center Project through September 2021 will be amended into the C-IV 

Agreement.

[2] Federal Fiscal Year (FFY) is October 1 through September 30 (estimated 

based on payment month, not month of service).

Schedule 1

Summary of CalSAWS Customer Service Center Project Total Price

CalSAWS Customer Service Center Project - Estimated Software Charges for C-IV Agreement

Extension

Schedule 15 to Exhibit X - CalSAWS Customer Service Center Project - Total Price



Milestone 

Number Milestone Name

Milestone Due 

Date

Target Invoice 

Date

Total 

Milestone 

Price SFY 2020/21 SFY 2021/22 SFY 2022/23 SFY 2023/24 Total Price Evidence of Milestone Acheivement

1
CalSAWS Customer Service Center Solution - Initial Work Plan 

Complete
3/18/2021 3/31/2021 900,000$       900,000$           900,000$                

Provide initial work plan for the CalSAWS 

Customer Service Center Project

2a
CalSAWS Customer Service Center Solution - Core Technical 

Design Complete
6/30/2021 7/15/2021 1,331,846$    1,331,846$    1,331,846$             

Provide design documents to the IVR/Contact 

Center Committee

2b
CalSAWS Customer Service Center Solution - Core Application 

Design Complete for 21.11 Release
9/30/2021 10/15/2021 304,299$       304,299$       304,299$                

Provide design documents to the IVR/Contact 

Center Committee

3
CalSAWS Customer Service Center Solution - Training Plan 

Complete
10/29/2021 11/15/2021 2,092,683$    2,092,683$    2,092,683$             

Provide training plan documents to the 

Consortium

4
CalSAWS Customer Service Center Solution - Los Angeles County 

Design Complete
1/7/2022 1/24/2022 2,681,746$    2,681,746$    2,681,746$             

Provide design documents to Los Angeles 

County

2c
CalSAWS Customer Service Center Solution - Core Application 

Design Complete for 22.01 - 22.05 Releases
1/31/2022 2/15/2022 456,449$       456,449$       456,449$                

Provide design documents to the IVR/Contact 

Center Committee

5
CalSAWS Customer Service Center Solution - Deployment for CCP 

Application and Los Angeles County Complete
6/20/2022 7/6/2022 1,357,387$    1,357,387$    1,357,387$             

Cutover activities complete for first go-live wave 

(Los Angeles County)

6
 CalSAWS Customer Service Center Solution - Deployment for 

CalWIN Counties Wave 1 Complete 
10/24/2022 11/8/2022 597,330$       597,330$       597,330$                

Cutover activities complete for second go-live 

wave (CalWIN Counties - Wave 1)

7
CalSAWS Customer Service Center Solution - Deployment for 

CalWIN Counties Wave 2 Complete
2/20/2023 3/7/2023 597,330$       597,330$       597,330$                

Cutover activities complete for third go-live wave 

(CalWIN Counties - Wave 2)

8
CalSAWS Customer Service Center Solution - Deployment for 

CalWIN Counties Wave 3 Complete
4/24/2023 5/9/2023 398,665$       398,665$       398,665$                

Cutover activities complete for fourth go-live 

wave (CalWIN Counties - Wave 3)

9
CalSAWS Customer Service Center Solution - Deployment for 

CalWIN Counties Wave 4 Complete
6/26/2023 7/11/2023 534,393$       534,393$       534,393$                

Cutover activities complete for fifth go-live wave 

(CalWIN Counties - Wave 4)

10
CalSAWS Customer Service Center Solution - Deployment for 

CalWIN Counties Wave 5 Complete
8/28/2023 9/12/2023 267,196$       267,196$       267,196$                

Cutover activities complete for sixth go-live wave 

(CalWIN Counties - Wave 5)

11
CalSAWS Customer Service Center Solution - Deployment for 

CalWIN Counties Wave 6 Complete
10/23/2023 11/7/2023 267,196$       267,196$       267,196$                

Cutover activities complete for seventh go-live 

wave (CalWIN Counties - Wave 6)

Total Price 11,786,519$  900,000$           6,867,023$    2,950,711$    1,068,785$    11,786,519$            

Original Approved (Amendment No. 24) 11,786,519$  900,000$           6,867,023$    2,950,711$    1,068,785$    11,786,519$            

Variance (Change Notice No. 13 to Amendment No. 24) -$              -$                  -$              -$              -$              -$                        

(1)$                          x-check

Milestone 

Number Milestone Name

Milestone Due 

Date

Target Invoice 

Date

Total 

Milestone 

Price FFY 2021 FFY 2022 FFY 2023 FFY 2024 Total Price Evidence of Milestone Acheivement

1
CalSAWS Customer Service Center Solution - Initial Work Plan 

Complete
3/18/2021 3/31/2021 900,000$       900,000$           900,000$                

Provide initial work plan for the CalSAWS 

Customer Service Center Project

2a
CalSAWS Customer Service Center Solution - Core Technical 

Design Complete
6/30/2021 7/15/2021 1,331,846$    1,331,846$        1,331,846$             

Provide design documents to the IVR/Contact 

Center Committee

2b
CalSAWS Customer Service Center Solution - Core Application 

Design Complete for 21.11 Release
9/30/2021 10/15/2021 304,299$       304,299$       304,299$                

Provide design documents to the IVR/Contact 

Center Committee

3
CalSAWS Customer Service Center Solution - Training Plan 

Complete
10/29/2021 11/15/2021 2,092,683$    2,092,683$    2,092,683$             

Provide training plan documents to the 

Consortium

4
CalSAWS Customer Service Center Solution - Los Angeles County 

Design Complete
1/7/2022 1/24/2022 2,681,746$    2,681,746$    2,681,746$             

Provide design documents to Los Angeles 

County

2c
CalSAWS Customer Service Center Solution - Core Application 

Design Complete for 22.01 - 22.05 Releases
1/31/2022 2/15/2022 456,449$       456,449$       456,449$                

Provide design documents to the IVR/Contact 

Center Committee

5
CalSAWS Customer Service Center Solution - Deployment for CCP 

Application and Los Angeles County Complete
6/20/2022 7/6/2022 1,357,387$    1,357,387$    1,357,387$             

Cutover activities complete for first go-live wave 

(Los Angeles County)

6
CalSAWS Customer Service Center Solution - Deployment for 

CalWIN Counties Wave 1 Complete
10/24/2022 11/8/2022 597,330$       597,330$       597,330$                

Cutover activities complete for second go-live 

wave (CalWIN Counties - Wave 1)

7
CalSAWS Customer Service Center Solution - Deployment for 

CalWIN Counties Wave 2 Complete
2/20/2023 3/7/2023 597,330$       597,330$       597,330$                

Cutover activities complete for third go-live wave 

(CalWIN Counties - Wave 2)

8
CalSAWS Customer Service Center Solution - Deployment for 

CalWIN Counties Wave 3 Complete
4/24/2023 5/9/2023 398,665$       398,665$       398,665$                

Cutover activities complete for fourth go-live 

wave (CalWIN Counties - Wave 3)

9
CalSAWS Customer Service Center Solution - Deployment for 

CalWIN Counties Wave 4 Complete
6/26/2023 7/11/2023 534,393$       534,393$       534,393$                

Cutover activities complete for fifth go-live wave 

(CalWIN Counties - Wave 4)

10
CalSAWS Customer Service Center Solution - Deployment for 

CalWIN Counties Wave 5 Complete
8/28/2023 9/12/2023 267,196$       267,196$       267,196$                

Cutover activities complete for sixth go-live wave 

(CalWIN Counties - Wave 5)

11
CalSAWS Customer Service Center Solution - Deployment for 

CalWIN Counties Wave 6 Complete
10/23/2023 11/7/2023 267,196$       267,196$       267,196$                

Cutover activities complete for seventh go-live 

wave (CalWIN Counties - Wave 6)

Total Price 11,786,519$  2,231,846$        6,892,564$    2,127,717$    534,393$       11,786,519$            

Schedule 2a

CalSAWS Customer Service Center Project - Milestones (One-time Services)



ID Activity Description Task Description Staff Description 16                17                18                19                20                21                22                23                24                25                26                27                28                29                30                31                32                33                34                35                36                37                38                39                40                41                42                43                44                45                46                47                48                49                50               51 SFY20/21 SFY21/22 SFY22/23 SFY23/24 Total Hours SFY19/20 SFY20/21 SFY21/22 SFY22/23 SFY23/24 SFY20/21 SFY21/22 SFY22/23 SFY23/24

Jun-20 Jul-20 Aug-20 Sep-20 Oct-20 Nov-20 Dec-20 Jan-21 Feb-21 Mar-21 Apr-21 May-21 Jun-21 Jul-21 Aug-21 Sep-21 Oct-21 Nov-21 Dec-21 Jan-22 Feb-22 Mar-22 Apr-22 May-22 Jun-22 Jul-22 Aug-22 Sep-22 Oct-22 Nov-22 Dec-22 Jan-23 Feb-23 Mar-23 Apr-23 May-23 Jun-23 Jul-23 Aug-23 Sep-23 Oct-23 Total Hours Total Hours Total Hours Total Hours Total Hours Hourly Rate Hourly Rate Hourly Rate Hourly Rate Hourly Rate Price Price Price Price Total Price

1.0 Project Management -              -              -              -              -              -              -              -              460             504             504             460             504             504             482             460             526             438             460             504             460             504             504             460             504             504             487             440             506             418             440             484             440             440             440            400             440             440             420             400             460             1928.00 5806.00 5503.00 2160.00 15397.00 253,802$                       764,302$                       724,415$                    284,342$                    2,026,861$                 

1.1 Project Management -                 -                 -                 -                 -                 -                 -                 -                 460.00        504.00        504.00        460.00        504.00        504.00        482.00        460.00        526.00        438.00        460.00        504.00        460.00        504.00        504.00        460.00        504.00        504.00        487.00        440.00        506.00        418.00        440.00        484.00        440.00        440.00        440.00       400.00        440.00        440.00        420.00        400.00        460.00        1928.00 5806.00 5503.00 2160.00 15397.00 253,802$                       764,302$                       724,415$                    284,342$                    2,026,861$                 

Staff -                 160.00        176.00        176.00        160.00        176.00        176.00        168.00        160.00        184.00        152.00        160.00        176.00        160.00        176.00        176.00        160.00        176.00        176.00        168.00        160.00        184.00        152.00        160.00        176.00        160.00        176.00        176.00       160.00        176.00        176.00        168.00        160.00        184.00        672.00 2024.00 2024.00 864.00 5584.00 131.64$              131.64$              131.64$              131.64$              131.64$                        88,462$                         266,439$                       266,439$                    113,737$                    735,078$                    

1.2 IVR Management

Staff -                 160.00        176.00        176.00        160.00        176.00        176.00        168.00        160.00        184.00        152.00        160.00        176.00        160.00        176.00        176.00        160.00        176.00        176.00        168.00        160.00        184.00        152.00        160.00        176.00        160.00        176.00        176.00       160.00        176.00        176.00        168.00        160.00        184.00        672.00 2024.00 2024.00 864.00 5584.00 131.64$              131.64$              131.64$              131.64$              131.64$                        88,462$                         266,439$                       266,439$                    113,737$                    735,078$                    

1.3 Technical Architecture Management

Staff -                 40.00          44.00          44.00          40.00          44.00          44.00          42.00          40.00          46.00          38.00          40.00          44.00          40.00          44.00          44.00          40.00          44.00          44.00          42.00          40.00          46.00          38.00          40.00          44.00          40.00          -                 -                -                 -                 -                 -                 -                 -                 168.00 506.00 378.00 0.00 1052.00 131.64$              131.64$              131.64$              131.64$              131.64$                        22,116$                         66,610$                         49,760$                       -$                             138,485$                    

1.4 Application Development Management

Staff -                 20.00          20.00          20.00          20.00          20.00          20.00          20.00          20.00          20.00          20.00          20.00          20.00          20.00          20.00          20.00          20.00          20.00          20.00          25.00          -                 -                 -                -                 -                 -                 -                 -                 -                 80.00 240.00 65.00 0.00 385.00 131.64$              131.64$              131.64$              131.64$              131.64$                        10,531$                         31,594$                         8,557$                         -$                             50,681$                       

1.5 Work Plan Management

Staff -                 80.00          88.00          88.00          80.00          88.00          88.00          84.00          80.00          92.00          76.00          80.00          88.00          80.00          88.00          88.00          80.00          88.00          88.00          84.00          80.00          92.00          76.00          80.00          88.00          80.00          88.00          88.00         80.00          88.00          88.00          84.00          80.00          92.00          336.00 1012.00 1012.00 432.00 2792.00 131.64$              131.64$              131.64$              131.64$              131.64$                        44,231$                         133,220$                       133,220$                    56,868$                       367,539$                    

2.0 Design -                 -                 -                 -                 -                 -                 -                 -                 400.00        443.00        748.00        912.00        1,007.00     806.00        1,270.00     771.00        708.00        524.00        524.00        526.00        320.00        -                 -                 -                 352.00        -                 -                 -                 368.00        -                 -                 -                 320.00        -                 352.00       -                 352.00        -                 336.00        -                 -                 2503.00 6196.00 1392.00 688.00 11039.00 329,495$                       849,868$                       183,243$                    90,568$                       1,453,174$                 

2.1 Design: IVR -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 524.00        524.00        524.00        524.00        524.00        526.00        320.00        -                 -                 -                 352.00        -                 -                 -                 368.00        -                 -                 -                 320.00        -                 352.00       -                 352.00        -                 336.00        -                 -                 0.00 3466.00 1392.00 688.00 5546.00 -$                                456,264$                       183,243$                    90,568$                       730,075$                    

Staff -                 524.00        524.00        524.00        524.00        524.00        526.00        320.00        -                 -                 -                 352.00        -                 -                 -                 368.00        -                 -                 -                 320.00        -                 352.00       -                 352.00        -                 336.00        -                 -                 0.00 3466.00 1392.00 688.00 5546.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                456,264$                       183,243$                    90,568$                       730,075$                    

2.2 Design: Environments -                 -                 -                 -                 160.00        176.00        62.00          -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 160.00 238.00 0.00 0.00 398.00 131.64$              131.64$              131.64$              131.64$              131.64$                        21,062$                         31,330$                         -$                             -$                             52,393$                       

Staff -                 -                 -                 -                 160.00        176.00        62.00          -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 160.00 238.00 0.00 0.00 398.00 131.64$              131.64$              131.64$              131.64$              131.64$                        21,062$                         31,330$                         -$                             -$                             52,393$                       

2.3 Design: Administration Page -                 -                 -                 320.00        352.00        352.00        320.00        158.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 672.00 830.00 0.00 0.00 1502.00 131.64$              131.64$              131.64$              131.64$              131.64$                        88,462$                         109,261$                       -$                             -$                             197,723$                    

Staff -                 -                 -                 320.00        352.00        352.00        320.00        158.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 672.00 830.00 0.00 0.00 1502.00 131.64$              131.64$              131.64$              131.64$              131.64$                        88,462$                         109,261$                       -$                             -$                             197,723$                    

2.4 Design: Outbound IVR -                 160.00        176.00        176.00        160.00        215.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 672.00 215.00 0.00 0.00 887.00 131.64$              131.64$              131.64$              131.64$              131.64$                        88,462$                         28,303$                         -$                             -$                             116,765$                    

Staff -                 160.00        176.00        176.00        160.00        215.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 672.00 215.00 0.00 0.00 887.00 131.64$              131.64$              131.64$              131.64$              131.64$                        88,462$                         28,303$                         -$                             -$                             116,765$                    

2.5 Design: Telephonic Signature -                 -                 -                 -                 -                 -                 160.00        176.00        62.00          -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 398.00 0.00 0.00 398.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                52,393$                         -$                             -$                             52,393$                       

Staff -                 -                 -                 -                 -                 -                 160.00        176.00        62.00          -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 398.00 0.00 0.00 398.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                52,393$                         -$                             -$                             52,393$                       

2.6 Design: External Party Access -                 -                 -                 -                 -                 -                 -                 160.00        25.00          -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 185.00 0.00 0.00 185.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                24,353$                         -$                             -$                             24,353$                       

Staff -                 -                 -                 -                 -                 -                 -                 160.00        25.00          -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 185.00 0.00 0.00 185.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                24,353$                         -$                             -$                             24,353$                       

2.7 Design Scheduled Callback -                 91.00          -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 -                  91.00 0.00 0.00 0.00 91.00 131.64$              131.64$              131.64$              131.64$              131.64$                        11,979$                         -$                                -$                             -$                             11,979$                       

Staff -                 -                 91.00          -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 91.00 0.00 0.00 0.00 91.00 131.64$              131.64$              131.64$              131.64$              131.64$                        11,979$                         -$                                -$                             -$                             11,979$                       

2.8 Design: User Centered Design -                 240.00        176.00        176.00        160.00        176.00        176.00        168.00        160.00        184.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 -                  752.00 864.00 0.00 0.00 1616.00 131.64$              131.64$              131.64$              131.64$              131.64$                        98,993$                         113,737$                       -$                             -$                             212,730$                    

Staff -                 240.00        176.00        176.00        160.00        176.00        176.00        168.00        160.00        184.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 752.00 864.00 0.00 0.00 1616.00 131.64$              131.64$              131.64$              131.64$              131.64$                        98,993$                         113,737$                       -$                             -$                             212,730$                    

2.9 Design: API Integration (CRM) -                 -                 -                 76.00          80.00          88.00          88.00          84.00          -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 -                  156.00 260.00 0.00 0.00 416.00 131.64$              131.64$              131.64$              131.64$              131.64$                        20,536$                         34,226$                         -$                             -$                             54,762$                       

Staff -                 -                 -                 76.00          80.00          88.00          88.00          84.00          -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 156.00 260.00 0.00 0.00 416.00 131.64$              131.64$              131.64$              131.64$              131.64$                        20,536$                         34,226$                         -$                             -$                             54,762$                       

3.0 Build -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 1,472.00     2,086.00     3,601.00     3,391.00     3,321.00     2,186.00     1,909.00     2,159.00     2,060.00     1,745.00     1,647.00     1,737.00     1,012.00     924.00        800.00        763.00        608.00        720.00        704.00        640.00        792.00        704.00       720.00        704.00        792.00        672.00        560.00        442.00        0.00 25577.00 10124.00 3170.00 38871.00 -$                                3,366,956$                    1,332,723$                 417,299$                    5,116,978$                 

3.1 Build Automation -                 -                 -                 -                 -                 -                 352.00        336.00        320.00        368.00        304.00        320.00        352.00        157.00        -                 -                 -                 88.00          84.00          -                 -                 -                 80.00          -                 -                 88.00          -                80.00          -                 88.00          -                 80.00          -                 0.00 2509.00 420.00 168.00 3097.00 -$                                330,285$                       55,289$                       22,116$                       407,689$                    

Staff -                 -                 -                 -                 -                 -                 352.00        336.00        320.00        368.00        304.00        320.00        352.00        157.00        -                 -                 -                 88.00          84.00          -                 -                 -                 80.00          -                 -                 88.00          -                80.00          -                 88.00          -                 80.00          -                 0.00 2509.00 420.00 168.00 3097.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                330,285$                       55,289$                       22,116$                       407,689$                    

3.2 Build: IVR -                 -                 -                 -                 -                 1,056.00     1,008.00     960.00        790.00        912.00        960.00        742.00        960.00        1,056.00     898.00        800.00        880.00        880.00        840.00        800.00        763.00        608.00        640.00        704.00        640.00        704.00        704.00       640.00        704.00        704.00        672.00        480.00        442.00        0.00 10142.00 8803.00 3002.00 21947.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                1,335,093$                    1,158,827$                 395,183$                    2,889,103$                 

Staff -                 -                 -                 -                 -                 1,056.00     1,008.00     960.00        790.00        912.00        960.00        742.00        960.00        1,056.00     898.00        800.00        880.00        880.00        840.00        800.00        763.00        608.00        640.00        704.00        640.00        704.00        704.00       640.00        704.00        704.00        672.00        480.00        442.00        0.00 10142.00 8803.00 3002.00 21947.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                1,335,093$                    1,158,827$                 395,183$                    2,889,103$                 

3.3 Build: Environments -                 -                 -                 -                 -                 -                 352.00        336.00        320.00        230.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 1238.00 0.00 0.00 1238.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                162,970$                       -$                             -$                             162,970$                    

Staff -                 -                 -                 -                 -                 352.00        336.00        320.00        230.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 1238.00 0.00 0.00 1238.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                162,970$                       -$                             -$                             162,970$                    

3.4 Build: Administration Page -                 -                 -                 -                 -                 -                 -                 607.00        607.00        607.00        607.00        607.00        607.00        607.00        607.00        607.00        609.00        44.00          -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 5463.00 653.00 0.00 6116.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                719,149$                       85,961$                       -$                             805,110$                    

Staff -                 -                 -                 -                 -                 607.00        607.00        607.00        607.00        607.00        607.00        607.00        607.00        607.00        609.00        44.00          -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 5463.00 653.00 0.00 6116.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                719,149$                       85,961$                       -$                             805,110$                    

3.5 Build: Outbound IVR -                 -                 -                 -                 -                 240.00        240.00        240.00        240.00        240.00        240.00        240.00        240.00        240.00        240.00        240.00        248.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 2640.00 248.00 0.00 2888.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                347,530$                       32,647$                       -$                             380,176$                    

Staff -                 -                 -                 -                 -                 240.00        240.00        240.00        240.00        240.00        240.00        240.00        240.00        240.00        240.00        240.00        248.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 2640.00 248.00 0.00 2888.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                347,530$                       32,647$                       -$                             380,176$                    

3.6 Build: Telephonic Signature -                 -                 -                 -                 -                 -                 -                 418.00        418.00        420.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 1256.00 0.00 0.00 1256.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                165,340$                       -$                             -$                             165,340$                    

Staff -                 -                 -                 -                 -                 418.00        418.00        420.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 1256.00 0.00 0.00 1256.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                165,340$                       -$                             -$                             165,340$                    

3.7 Build: External Party Access -                 -                 -                 -                 -                 -                 -                 176.00        168.00        160.00        75.00          -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 579.00 0.00 0.00 579.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                76,220$                         -$                             -$                             76,220$                       

Staff -                 -                 -                 -                 -                 176.00        168.00        160.00        75.00          -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 579.00 0.00 0.00 579.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                76,220$                         -$                             -$                             76,220$                       

3.8 Build Scheduled Callback -                 -                 -                 -                 -                 176.00        134.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 310.00 0.00 0.00 310.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                40,808$                         -$                             -$                             40,808$                       

Staff -                 -                 -                 -                 -                 176.00        134.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 310.00 0.00 0.00 310.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                40,808$                         -$                             -$                             40,808$                       

3.9 Build: API Integration (CRM) -                 -                 -                 -                 -                 -                 -                 528.00        528.00        384.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 1440.00 0.00 0.00 1440.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                189,562$                       -$                             -$                             189,562$                    

Staff -                 -                 -                 -                 528.00        528.00        384.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 1440.00 0.00 0.00 1440.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                189,562$                       -$                             -$                             189,562$                    

4.0 Automated Test -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 480.00        528.00        528.00        936.00        984.00        811.00        824.00        596.00        1,264.00     1,264.00     1,232.00     1,264.00     456.00        336.00        320.00        101.00        -                 320.00        352.00        -                 352.00        -                320.00        -                 176.00        -                 160.00        -                 0.00 9447.00 3821.00 336.00 13604.00 -$                                1,243,603$                    502,996$                    44,231$                       1,790,831$                 

4.1 Automated Testing Plan & Design -                 -                 -                 -                 -                 480.00        528.00        528.00        480.00        528.00        35.00          -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 2579.00 0.00 0.00 2579.00 -$                                339,500$                       -$                             -$                             339,500$                    

Staff -                 480.00        528.00        528.00        480.00        528.00        35.00          -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 2579.00 0.00 0.00 2579.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                339,500$                       -$                             -$                             339,500$                    

4.2 Automated Testing Build -                 -                 -                 -                 -                 -                 -                 -                 456.00        456.00        456.00        456.00        456.00        912.00        912.00        912.00        912.00        456.00        336.00        320.00        101.00        -                 320.00        352.00        -                 352.00        -                320.00        -                 176.00        -                 160.00        -                 0.00 5016.00 3469.00 336.00 8821.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                660,306$                       456,659$                    44,231$                       1,161,196$                 

Staff -                 -                 -                 -                 -                 456.00        456.00        456.00        456.00        456.00        912.00        912.00        912.00        912.00        456.00        336.00        320.00        101.00        -                 320.00        352.00        -                 352.00        -                320.00        -                 176.00        -                 160.00        -                 0.00 5016.00 3469.00 336.00 8821.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                660,306$                       456,659$                    44,231$                       1,161,196$                 

4.3 Automated Testing Performance Build -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 320.00        368.00        140.00        352.00        352.00        320.00        352.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 1852.00 352.00 0.00 2204.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                243,797$                       46,337$                       -$                             290,135$                    

Staff -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 320.00        368.00        140.00        352.00        352.00        320.00        352.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 1852.00 352.00 0.00 2204.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                243,797$                       46,337$                       -$                             290,135$                    

5.0 System Test -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 88.00          84.00          80.00          92.00          76.00          96.00          176.00        160.00        176.00        176.00        160.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 1364.00 0.00 0.00 1364.00 -$                                179,557$                       -$                             -$                             179,557$                    

5.1 Develop and Execute System Test Plan -                 -                 -                 -                 -                 88.00          84.00          80.00          92.00          76.00          96.00          176.00        160.00        176.00        176.00        160.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 0.00 1364.00 0.00 0.00 1364.00 -$                                179,557$                       -$                             -$                             179,557$                    

Staff -                 -                 -                 -                 -                 88.00          84.00          80.00          92.00          76.00          96.00          176.00        160.00        176.00        176.00        160.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 1364.00 0.00 0.00 1364.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                179,557$                       -$                             -$                             179,557$                    

-$                                -$                                -$                             -$                             -$                             

6.0 Training -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 640.00        736.00        -                 -                 -                 -                 704.00        800.00        800.00        880.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 3680.00 880.00 0.00 4560.00 -$                                484,435$                       115,843$                    -$                             600,278$                    

6.1 Preparation of Training Materials  and Training Execution -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 640.00        736.00        -                 -                 -                 -                 704.00        800.00        800.00        880.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 3680.00 880.00 0.00 4560.00 -$                                484,435$                       115,843$                    -$                             600,278$                    

Staff -                 -                 -                 -                 -                 -                 -                 -                 640.00        736.00        -                 -                 -                 -                 704.00        800.00        800.00        880.00        -                 -                 -                 -                 -                 -                 -                 -                 -                 -                -                 -                 -                 -                 -                 -                 0.00 3680.00 880.00 0.00 4560.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                484,435$                       115,843$                    -$                             600,278$                    

7.0 Model Office -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 224.00        352.00        352.00        320.00        -                 -                 -                 368.00        -                 -                 -                 168.00        -                 181.00        -                240.00        -                 272.00        -                 624.00        -                 0.00 1248.00 957.00 896.00 3101.00 -$                                164,287$                       125,979$                    117,949$                    408,216$                    

7.1 Model Office -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 224.00        352.00        352.00        320.00        -                 -                 -                 368.00        -                 -                 -                 168.00        -                 181.00        -                240.00        -                 272.00        -                 624.00        -                 0.00 1248.00 957.00 896.00 3101.00 -$                                164,287$                       125,979$                    117,949$                    408,216$                    

Staff -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 224.00        352.00        352.00        320.00        -                 -                 -                 368.00        -                 -                 -                 168.00        -                 181.00        -                240.00        -                 272.00        -                 624.00        -                 0.00 1248.00 957.00 896.00 3101.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                164,287$                       125,979$                    117,949$                    408,216$                    

0.00 0.00 0.00 0.00 0.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                -$                                -$                             -$                             -$                             

8.0

Enhanced Deployment 

Support -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 88.00          -                 -                 -                 228.00        -                 -                 -                 176.00        -                240.00        -                 352.00        -                 240.00        276.00        0.00 0.00 732.00 868.00 1600.00 -$                                -$                                96,360$                       114,264$                    210,624$                    

8.1 Enhanced Deployment Support -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 88.00          -                 -                 -                 228.00        -                 -                 -                 176.00        -                240.00        -                 352.00        -                 240.00        276.00        0.00 0.00 732.00 868.00 1600.00 -$                                -$                                96,360$                       114,264$                    210,624$                    

Staff -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 -                 88.00          -                 -                 -                 228.00        -                 -                 -                 176.00        -                240.00        -                 352.00        -                 240.00        276.00        0.00 0.00 732.00 868.00 1600.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                -$                                96,360$                       114,264$                    210,624$                    

0.00 0.00 0.00 0.00 0.00 131.64$              131.64$              131.64$              131.64$              131.64$                        -$                                -$                                -$                             -$                             -$                             

0.00 0.00 0.00 0.00 0.00

Total (Unrounded) -              -              -              -              -              -              -              -              860             947             1,252          1,372          1,511          3,350          4,450          6,080          6,389          5,343          4,077          3,939          3,919          5,060          4,841          4,619          4,737          2,060          1,747          1,928          1,738          1,254          1,480          1,708          1,400          1,941          1,496         1,920          1,496          2,032          1,428          1,984          1,178          -                  4,431.0000                   53,318.0000      23,409.0000      8,118.0000         89,536.0000      583,297$                       7,053,008$                    3,081,561$                 1,068,654$                 11,786,519$               

Total (Rounded) 583,297$                       7,053,008$                    3,081,561$                 1,068,654$                 11,786,520$               

Schedule 2b

CalSAWS Customer Service Center Project - Staff Loading (One-time Services)
SFY 20/21 SFY 21/22 SFY 22/23



Production Operations Line Item Quantity Unit Price Extended Price SFY 2019/20 SFY 2020/21 SFY 2021/22 SFY 2022/23 SFY 2023/24 SFY 2023/24 SFY 2024/25 Total Price

Months Per SFY (based on Service Month)

Los Angeles County (expected May 2022) 1 12 5 7 11 

Wave 1 (Placer, Contra Costa, Yolo) - expected Oct 2022 0 8 5 7 11 

Wave 2 (Santa Clara, Tulare) - expected Feb 2023 0 4 5 7 11 

Wave 3 (Orange, Santa Barbara, Ventura) - expected Apr 2023 0 2 5 7 11 

Wave 4 (San Diego, San Mateo, Santa Cruz, Solano) - expected Jun 2023 0 0 5 7 11 

Wave 5 (Orange, Santa Barbara, Ventura) - expected Apr 2023 0 0 3 7 11 

Wave 6 (Sacramento, San Francisco, San Luis Obispo) - Oct 2023 0 0 1 7 11 

Production Operations - Recurring Charges 
[1]

-$                     -$                     82,330.08$           1,548,467.22$      1,760,526.84$      3,061,609.30$      4,811,100.33$      11,264,033.78$         
LA - Central Support per Agent - SFY 21/22 1070 54.96$                 58,807.20$          -$                     -$                     58,807.20$           -$                     -$                     -$                     -$                     58,807.20$                
LA - Central Support per Agent - SFY 22/23 1070 56.06$                 59,983.34$          -$                     -$                     -$                     719,800.13$         -$                     -$                     -$                     719,800.13$              
LA - Central Support per Agent - SFY 23/24 1070 57.18$                 61,183.01$          -$                     -$                     -$                     -$                     305,915.05$         428,281.08$         -$                     734,196.13$              
LA - Central Support per Agent - SFY 24/25 1070 57.18$                 61,183.01$          -$                     -$                     -$                     -$                     -$                     -$                     673,013.12$         673,013.12$              
LA - Central Support per Agent - SFY 21/22 - Medi-Cal Referral Calls 428 54.96$                 23,522.88$          -$                     -$                     23,522.88$           -$                     -$                     -$                     -$                     23,522.88$                
LA - Central Support per Agent - SFY 22/23 - Medi-Cal Referral Calls 428 56.06$                 23,993.34$          -$                     -$                     -$                     287,920.05$         -$                     -$                     -$                     287,920.05$              
LA - Central Support per Agent - SFY 23/24 - Medi-Cal Referral Calls 428 57.18$                 24,473.20$          -$                     -$                     -$                     -$                     122,366.02$         171,312.43$         -$                     293,678.45$              
LA - Central Support per Agent - SFY 24/25 - Medi-Cal Referral Calls 428 57.18$                 24,473.20$          -$                     -$                     -$                     -$                     -$                     -$                     269,205.25$         269,205.25$              
LA - Central Support per Agent - SFY 21/22 - Expansion 0 54.96$                 -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
LA - Central Support per Agent - SFY 22/23 - Expansion 0 56.06$                 -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
LA - Central Support per Agent - SFY 23/24 - Expansion 1600 57.18$                 91,488.61$          -$                     -$                     -$                     -$                     457,443.07$         640,420.30$         -$                     1,097,863.37$           
LA - Central Support per Agent - SFY 24/25 - Expansion 1600 57.18$                 91,488.61$          -$                     -$                     -$                     -$                     -$                     -$                     1,006,374.76$      1,006,374.76$           
CalWIN Wave 1 - Central Support per Agent - SFY 21/22 - Continuing Cases 616 54.96$                 33,855.36$          -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 1 - Central Support per Agent - SFY 22/23 - Continuing Cases 616 56.06$                 34,532.47$          -$                     -$                     -$                     276,259.74$         -$                     -$                     -$                     276,259.74$              
CalWIN Wave 1 - Central Support per Agent - SFY 23/24 - Continuing Cases 616 57.18$                 35,223.12$          -$                     -$                     -$                     -$                     176,115.58$         246,561.82$         -$                     422,677.40$              
CalWIN Wave 1 - Central Support per Agent - SFY 24/25 - Continuing Cases 616 57.18$                 35,223.12$          -$                     -$                     -$                     -$                     -$                     -$                     387,454.28$         387,454.28$              
CalWIN Wave 1 - Central Support per Agent - SFY 21/22 - Medi-Cal Referral Calls 247 54.96$                 13,575.12$          -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 1 - Central Support per Agent - SFY 22/23 - Medi-Cal Referral Calls 247 56.06$                 13,846.62$          -$                     -$                     -$                     110,772.98$         -$                     -$                     -$                     110,772.98$              
CalWIN Wave 1 - Central Support per Agent - SFY 23/24 - Medi-Cal Referral Calls 247 57.18$                 14,123.55$          -$                     -$                     -$                     -$                     70,617.77$           98,864.88$           -$                     169,482.66$              
CalWIN Wave 1 - Central Support per Agent - SFY 24/25 - Medi-Cal Referral Calls 247 57.18$                 14,123.55$          -$                     -$                     -$                     -$                     -$                     -$                     155,359.10$         155,359.10$              
CalWIN Wave 2 - Central Support per Agent - SFY 21/22 - Continuing Cases 296 54.96$                 16,268.16$          -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 2 - Central Support per Agent - SFY 22/23 - Continuing Cases 296 56.06$                 16,593.52$          -$                     -$                     -$                     66,374.09$           -$                     -$                     -$                     66,374.09$                
CalWIN Wave 2 - Central Support per Agent - SFY 23/24 - Continuing Cases 296 57.18$                 16,925.39$          -$                     -$                     -$                     -$                     84,626.97$           118,477.76$         -$                     203,104.72$              
CalWIN Wave 2 - Central Support per Agent - SFY 24/25 - Continuing Cases 296 57.18$                 16,925.39$          -$                     -$                     -$                     -$                     -$                     -$                     186,179.33$         186,179.33$              
CalWIN Wave 2 - Central Support per Agent - SFY 21/22 - Medi-Cal Referral Calls 118 54.96$                 6,485.28$            -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 2 - Central Support per Agent - SFY 22/23 - Medi-Cal Referral Calls 118 56.06$                 6,614.99$            -$                     -$                     -$                     26,459.94$           -$                     -$                     -$                     26,459.94$                
CalWIN Wave 2 - Central Support per Agent - SFY 23/24 - Medi-Cal Referral Calls 118 57.18$                 6,747.29$            -$                     -$                     -$                     -$                     33,736.43$           47,231.00$           -$                     80,967.42$                
CalWIN Wave 2 - Central Support per Agent - SFY 24/25 - Medi-Cal Referral Calls 118 57.18$                 6,747.29$            -$                     -$                     -$                     -$                     -$                     -$                     74,220.14$           74,220.14$                
CalWIN Wave 3 - Central Support per Agent - SFY 21/22 - Continuing Cases 388 54.96$                 21,324.48$          -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 3 - Central Support per Agent - SFY 22/23 - Continuing Cases 388 56.06$                 21,750.97$          -$                     -$                     -$                     43,501.94$           -$                     -$                     -$                     43,501.94$                
CalWIN Wave 3 - Central Support per Agent - SFY 23/24 - Continuing Cases 388 57.18$                 22,185.99$          -$                     -$                     -$                     -$                     110,929.94$         155,301.92$         -$                     266,231.87$              
CalWIN Wave 3 - Central Support per Agent - SFY 24/25 - Continuing Cases 388 57.18$                 22,185.99$          -$                     -$                     -$                     -$                     -$                     -$                     244,045.88$         244,045.88$              
CalWIN Wave 3 - Central Support per Agent - SFY 21/22 - Medi-Cal Referral Calls 155 54.96$                 8,518.80$            -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 3 - Central Support per Agent - SFY 22/23 - Medi-Cal Referral Calls 155 56.06$                 8,689.18$            -$                     -$                     -$                     17,378.35$           -$                     -$                     -$                     17,378.35$                
CalWIN Wave 3 - Central Support per Agent - SFY 23/24 - Medi-Cal Referral Calls 155 57.18$                 8,862.96$            -$                     -$                     -$                     -$                     44,314.80$           62,040.72$           -$                     106,355.51$              
CalWIN Wave 3 - Central Support per Agent - SFY 24/25 - Medi-Cal Referral Calls 155 57.18$                 8,862.96$            -$                     -$                     -$                     -$                     -$                     -$                     97,492.55$           97,492.55$                
CalWIN Wave 4 - Central Support per Agent - SFY 21/22 - Continuing Cases 393 54.96$                 21,599.28$          -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 4 - Central Support per Agent - SFY 22/23 - Continuing Cases 393 56.06$                 22,031.27$          -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 4 - Central Support per Agent - SFY 23/24 - Continuing Cases 393 57.18$                 22,471.89$          -$                     -$                     -$                     -$                     112,359.45$         157,303.24$         -$                     269,662.69$              
CalWIN Wave 4 - Central Support per Agent - SFY 24/25 - Continuing Cases 393 57.18$                 22,471.89$          -$                     -$                     -$                     -$                     -$                     -$                     247,190.80$         247,190.80$              
CalWIN Wave 4 - Central Support per Agent - SFY 21/22 - Medi-Cal Referral Calls 157 54.96$                 8,628.72$            -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 4 - Central Support per Agent - SFY 22/23 - Medi-Cal Referral Calls 157 56.06$                 8,801.29$            -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 4 - Central Support per Agent - SFY 23/24 - Medi-Cal Referral Calls 157 57.18$                 8,977.32$            -$                     -$                     -$                     -$                     44,886.60$           62,841.24$           -$                     107,727.84$              
CalWIN Wave 4 - Central Support per Agent - SFY 24/25 - Medi-Cal Referral Calls 157 57.18$                 8,977.32$            -$                     -$                     -$                     -$                     -$                     -$                     98,750.52$           98,750.52$                
CalWIN Wave 5 - Central Support per Agent - SFY 21/22 - Continuing Cases 453 54.96$                 24,896.88$          -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 5 - Central Support per Agent - SFY 22/23 - Continuing Cases 453 56.06$                 25,394.82$          -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 5 - Central Support per Agent - SFY 23/24 - Continuing Cases 453 57.18$                 25,902.71$          -$                     -$                     -$                     -$                     77,708.14$           181,319.00$         -$                     259,027.14$              
CalWIN Wave 5 - Central Support per Agent - SFY 24/25 - Continuing Cases 453 57.18$                 25,902.71$          -$                     -$                     -$                     -$                     -$                     -$                     284,929.85$         284,929.85$              
CalWIN Wave 5 - Central Support per Agent - SFY 21/22 - Medi-Cal Referral Calls 181 54.96$                 9,947.76$            -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 5 - Central Support per Agent - SFY 22/23 - Medi-Cal Referral Calls 181 56.06$                 10,146.72$          -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 5 - Central Support per Agent - SFY 23/24 - Medi-Cal Referral Calls 181 57.18$                 10,349.65$          -$                     -$                     -$                     -$                     31,048.95$           72,447.55$           -$                     103,496.50$              
CalWIN Wave 5 - Central Support per Agent - SFY 24/25 - Medi-Cal Referral Calls 181 57.18$                 10,349.65$          -$                     -$                     -$                     -$                     -$                     -$                     113,846.14$         113,846.14$              
CalWIN Wave 6 - Central Support per Agent - SFY 21/22 - Continuing Cases 1105 54.96$                 60,730.80$          -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 6 - Central Support per Agent - SFY 22/23 - Continuing Cases 1105 56.06$                 61,945.42$          -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 6 - Central Support per Agent - SFY 23/24 - Continuing Cases 1105 57.18$                 63,184.32$          -$                     -$                     -$                     -$                     63,184.32$           442,290.27$         -$                     505,474.59$              
CalWIN Wave 6 - Central Support per Agent - SFY 24/25 - Continuing Cases 1105 57.18$                 63,184.32$          -$                     -$                     -$                     -$                     -$                     -$                     695,027.57$         695,027.57$              
CalWIN Wave 6 - Central Support per Agent - SFY 21/22 - Medi-Cal Referral Calls 442 54.96$                 24,292.32$          -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 6 - Central Support per Agent - SFY 22/23 - Medi-Cal Referral Calls 442 56.06$                 24,778.17$          -$                     -$                     -$                     -$                     -$                     -$                     -$                     -$                           
CalWIN Wave 6 - Central Support per Agent - SFY 23/24 - Medi-Cal Referral Calls 442 57.18$                 25,273.73$          -$                     -$                     -$                     -$                     25,273.73$           176,916.11$         -$                     202,189.84$              
CalWIN Wave 6 - Central Support per Agent - SFY 24/25 - Medi-Cal Referral Calls 442 57.18$                 25,273.73$          -$                     -$                     -$                     -$                     -$                     -$                     278,011.03$         278,011.03$              

Total CalSAWS Customer Service Center Project - Production Operations Price -$                     -$                     82,330.08$           1,548,467.22$      1,760,526.84$      3,061,609.30$      4,811,100.33$      11,264,033.78$         

437,373$              437,373$              

Assumptions

1

Based on the estimated quantity of Regional Contact Center (RCC) agents for the 39 C-IV Counties, it is 

assumed that the percentage of customer service center agents that will support Medi-Cal referral calls 

received from Covered Calfiornia is approximately 28.58% of agents across the 58 CalSAWS Counties. 

The estimated quantity of RCC agents for Los Angeles County and the 18 CalWIN Counties' customer 

service centers are based on this estimated percentage.

2
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SFY 18-19 SFY 19-20 SFY 20-21 SFY 21-22 SFY 22-23

Staff Description Hourly Rate Hourly Rate Hourly Rate Hourly Rate Hourly Rate

Project Director 446.50$                          459.45$                          472.77$                          486.48$                          500.59$                          

Delivery Manager 262.43$                          270.04$                          277.87$                          285.93$                          294.22$                          

Senior Manager 255.40$                          262.81$                          270.43$                          278.27$                          286.34$                          

System Administrator 192.74$                          198.33$                          204.08$                          210.00$                          216.09$                          

Application System Analyst 167.06$                          171.90$                          176.89$                          182.02$                          187.30$                          

Senior Programmer/Analyst 185.88$                          191.27$                          196.82$                          202.53$                          208.40$                          

Programmer/Analyst 137.30$                          141.28$                          145.38$                          149.59$                          153.93$                          

Global Delivery Network 125.00$                          125.00$                          125.00$                          125.00$                          125.00$                          

CalSAWS Customer Service Center Project  - Change Order Hourly Rate Card (From Exhibit U, Schedule 2)
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