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Deloitte Consulting LLP 
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Sacramento, CA 95814 
USA 
 
Tel: +1 (916) 288-3100 
Fax: +1 (866) 719-2934 
www.deloitte.com 

January 13, 2023 

 

CalSAWS M&O Services RFP 
Attention: Tom Hartman 
11290 Pyrites Way 
Suites 150 and 175 
Rancho Cordova, CA 95670 

 

RE: CalSAWS M&O Services RFP #01-2022 
Supplemental Transmittal Letter to Letter dated January 4, 2023  

 

Dear Mr. Hartman, 

The Consortium will soon be able to use technology to support Californians not just in 
one County, or in one Consortium, but across the entire State. It’s the “The Power of 58.” 
We have been by the Consortium’s side for two years and are impressed by its 
accomplishments.  We are also aware that the CalSAWS base solution is 15 years old, 
with significant technical debt, and the Consortium has had to defer much-needed 
changes during the CalWIN migration.  

We want to help the Consortium color outside the lines so it can meet more County 
needs faster and establish itself as a nationwide leader in HHS innovation and digital 
service delivery. This includes re-imagined vendor collaboration, a freed-up budget, 
and the flexibility to support any direction the Consortium needs to go. 

Deloitte Consulting LLP (“Deloitte”) is pleased to submit our proposal to the CalSAWS 
Consortium and be the team that helps you mature your planning, governance, and 
software development processes. 

Per the requirements of your RFP, we have provided the information requested in the 
remainder of this transmittal letter. 

Yours sincerely, 
 
 
 
 
Rachel Frey 

Principal, Deloitte Consulting LLP  
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• MBE: Minority Business Enterprise 

• WBE: Women Business Enterprise 

• MWBE: Minority & Woman Business Enterprise 

• VOB: Veteran-Owned Business 

• SDVBE: Service-Disabled Veteran Business Enterprise 

• DVBE: Disabled Veteran Business Enterprise 

• HUB: Historically Underutilized Business 

• GLBT: Gay, Lesbian, Bisexual or Transgender 

Our Office of Business Diversity’s mission and vision are as follows: 

Create lasting wealth for historically underrepresented businesses owned by racially 
and ethnically diverse people, women, persons with disabilities, LGBT community 
members, veterans, and others (collectively referred to as "Diverse Suppliers"). Our vision 
is to develop an ecosystem of internal and external stakeholders that supports the 
identification, recruitment, development, use, and retention of Diverse Suppliers. We 
also seek to influence our Tier 1 suppliers to expand Tier 2 supply chain diversity. In 
support of our Responsible Procurement Policy, and to influence responsibility and 
sustainability in our supply chain, we include standard questions in supplier RFXs to 
evaluate each supplier’s commitment to supporting supplier diversity. For more 
information on Deloitte’s commitment to supplier diversity, please refer to the Deloitte 
Diversity, Equity, and Inclusion (DEI) Transparency Report. 

Hiring and Retention Diversity 
Deloitte has been formally committed to diversity, equity, and inclusion (DEI) for over 25 
years when we became the first professional services organization to establish women's 
and diversity initiatives. While much has changed over the years, a few things have 
remained constant: leadership commitment, continuous evolution, and an innovative 
approach. Today, we are focused on attracting, retaining, and advancing a diverse 
workforce and strengthening an inclusive culture where all our people can connect 
belong and grow. 

Through collaborations and initiatives, we are expanding our talent pool by reaching 
talent early, preparing them for college and their careers, and building interest in our 
profession.  

A few examples include: 

• RightStep: Deloitte's strategy to address education needs across America, we are 
committing time, talent, and resources to help low-income students (predominately 
Black and Latinx) prepare for and persist through high school and college, then 
transition to a career. The RightStep Virtual Mentoring Program has grown to become 
the single largest year-round engagement opportunity at Deloitte. Since the 
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program's inception in 2017, 2,662 Deloitte mentors have served 5,946 students--and 
participation has skyrocketed during the pandemic. 

• Braven Accelerator: Deloitte professionals are working with Braven to support the 
Braven Accelerator as leadership coaches, providing promising college students with 
professional development skills and mentorship. The connections made through the 
initiative not only help first-generation college students navigate their college 
experiences, but also prepare them to move into their post-graduate careers with the 
support of Deloitte professionals. 

• Deloitte Foundation: STEM Pathways provides data analytics/computer science 
curriculum to under- resourced/underrepresented high school students. In just two 
years we've reached over 1,000 high school students from vulnerable communities 
across the country. 

• Girls Who Code Alumni Program:  Deloitte sponsors the alumni program including 
College Loops, university-level networks for college-aged women interested in tech 
designed to support one another and help each other persist and succeed in the 
field. 

We engage in a number of activities to recruit people from a wide range of 
backgrounds, including offering scholarships, internships and pre-hire development 
opportunities. Here are a few examples: 

• Strategic sourcing relationships: We invest annually in approximately 30 strategic 
sourcing relationships and alliances that assist in identifying top talent. These 
relationships and alliances span both our student and experienced hire recruiting 
efforts and include, but are not limited to: Ascend, National Association of Black 
Accountants, Association of Latino Professionals For America, Out & Equal, Historically 
Black Colleges and Universities, Management Leaders for Tomorrow, The Posse 
Foundation, AfroTech, Grace Hopper, and Lesbians Who Tech. We continue to 
explore additional programs and organizations working to create alternate pathways 
to employment in our communities. 

• Nontraditional recruiting: We are also committed to augmenting the diversity of our 
professional talent pool by hiring and upskilling candidates from nontraditional 
recruitment channels. Deloitte continues to invest in hire-to-train and train-to-hire 
programs such as Encore, Junior Military Officer recruiting, Autism@Work, and 
Pathfinder. 

• HBCU Emerging Leaders in Accounting: A multi-day program that brings together 
select students from HBCUs across the country for the possibility of being awarded a 
$10,000 scholarship. In addition to professional development programming, 
participants receive mentorship by Deloitte Audit & Assurance professionals and 
business leaders. 

• Deloitte Women's Leadership Launch (DWLL): During the weekend-long interactive 
workshop, rising female MBA/Masters candidates have the opportunity to experience 
formal and informal mentorship, leadership panels, classroom workshop sessions, and 
networking activities. 
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With our global footprint, we have the knowledge and resources available at our 
fingertips to help accelerate our work with you. Deloitte is the world’s largest 
professional services firm with over 415,000 staff worldwide and 156,000 staff in the US. 
We are a full service, multi-functional organization providing audit, tax, consulting, risk, 
and financial advisory services. Along with comprehensive consulting services and 
capabilities, we bring a collaborative culture that enables client service teams to draw 
across functions and industries to deliver solutions tailored to your needs. 

Our goal is to provide the knowledge, judgment, and experience to help clients 
address challenges they face in serving their populations, whether it is integrating 
innovative technologies, rethinking access to services, inventing ways to streamline 
processes, or finding ways to facilitate partnerships. Together, we help clients tap into 
their full potential for them to move forward with confidence, deliver the best service 
possible, and provide innovative outcomes that make an impact in HHS services, jobs, 
security, infrastructure, education, and the lives of the customers served. Our qualified 
staff bring to California the breadth and depth of our global firm and national 
experience, as highlighted in Figure 2A-1 below, to achieve your goals and objectives.  

 
Figure 2A-1. Deloitte Worldwide and in the United States. 
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2A.1.1.1 Our Government & Public Services Practice 
Through our work in the government sector and specifically serving the State of 
California, we are in tune with the challenges and opportunities facing government 
agencies. Deloitte’s national Government and Public Services (GPS) practice consists of 
more than 25,500 consulting and advisory professionals across the country serving 
federal, state, and local government and higher education clients. In our GPS practice, 
we have more than 4,000 individuals specializing in E&E delivery. We assist clients with a 
diverse set of business needs, and we also bring a broad array of complementary 
practices like Digital Government, Cyber and Strategic Risk, Cloud Engineering, 
Analytics, Organizational and Operational Transformation, Talent Development, 
Advertising and Marketing, and Regulatory and Legal Support to holistically support 
the implementation, and M&E of government platforms. Our professionals serve all 15 
US Cabinet-level agencies, 49 states, the District of Columbia, and over 60 of the top 
100 universities. A summary of our GPS services is detailed in the following, Figure 2A-2. 

 
Figure 2A-2. Deloitte Government & Public Consulting Services. 

Our firm is consistently recognized as a leader in system integration and business 
transformation by Forrester, Gartner, and others in government services consulting. As a 
trusted advisor to many of the largest government agencies, we understand the 
intricacies clients must navigate and the growing pressure they face: the need to increase 
efficiency, streamline processes, and stay current with the latest technology and business 
practices so they can operate more effectively and deliver higher value to customers. 
Equipped with lessons learned from serving GPS organizations for over 50 years, our 
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Along with comprehensive solutions and strong capabilities, we bring a collaborative culture 
that enables client service teams to draw across functions and industries to deliver solutions 
tailored to your needs. We know federal, state, and local government and higher education; 
we speak the same language and bring understanding of the complexities of what our 
clients do and how they do it. Our goal is to provide the knowledge, judgment, and 
experience to help you address the most complex challenges you are facing in serving your 
constituents, whether it is integrating innovative technologies, rethinking access to services, 
inventing ways to streamline processes, or finding ways to facilitate teaming relationships. 
Together, we help clients tap into their full potential and move forward with confidence and 
deliver the best service possible, providing innovative outcomes that make positive impacts.  

Our Health and Human Services Experience 
Our experience in HHS is unmatched by any other vendor in the market. Deloitte is the 
market leader in HHS and provides services that includes project management, systems 
integration, maintenance, operations, enhancements, testing, training, business 
intelligence, data analytics, service desk, and infrastructure to systems with the 
comparable size and complexity to CalSAWS. We are proud of the work we have 
accomplished with our clients to design, implement, deploy, maintain, and operate 
their portfolio of applications while continuously enhancing and modernizing them. 
Figure 2A-4 illustrates our extensive experience in the HHS domain. 

 
Figure 2A-4. Deloitte Health and Human Services Experience. 
 

Deloitte has transitioned into the role of M&E vendor for 20 large, complex enterprise-level 
federal, state, local, and commercial systems, including 12 in the HHS sector, as listed in 
Figure 2A-9. This experience includes transitions from your incumbent vendor and its 
subcontractor in Texas, Colorado and California. Our knowledge of systems like CalSAWS 
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acquired through our work with BenefitsCal, CalWIN ISS and other states, combined with 
our national HHS business and technology experience, present California with a skilled 
team to provide exceptional services in alignment with the Consortium’s strategic vision. 
We bring successful HHS business experience coupled with our ability to smoothly transition 
systems from other vendors and our capability to manage complexity. This provides 
California the combination of system continuity and national innovative practices 
necessary to meet the vision and goals for CalSAWS—a depth of experience no other 
vendor can offer. 

Strategic Cloud Provider and Vendor Alliances 
As a leader in the IT modernization space, Deloitte maintains numerous strategic 
alliances with leading technology companies which provide our team with access to a 
wide variety of technology subject matter specialists. Additional Cyber/Infrastructure 
alliances include Cisco, Splunk, ServiceNow, and Symantec. We also built practices 
providing expertise in the leading cloud platforms, including AWS (Deloitte is a premium 
consulting partner and certified managed service provider), Microsoft Azure, Google 
Cloud Platform, and Oracle Cloud. Our AWS cloud vendor relationship will bring 
immense benefits to CalSAWS. A summary of Deloitte’s cloud product and vendor 
relationships are listed in Figure 2A-5 below. 

 
Figure 2A-5. Deloitte Cloud Product and Vendor Relationships. 
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These alliances and practices help us provide our clients with industry-best solutions 
aligned to their business needs and objectives as well as their operating environments. 
Given our understanding of client needs and the strategic relationships held with these 
essential technology providers, Deloitte can effectively be a voice of the client to 
influence future capabilities that will evolve with business needs. Deloitte makes 
significant investments, with a continual emphasis on certifying our practitioners and 
developing subject matter expertise. Finally, we are active in the standards 
communities to train our staff, and we have built, for example, a 1,400-person certified 
ITIL practice. These relationships combine our broad business knowledge with innovative 
technologies to enhance IT agility for our clients. Deloitte’s focus on business strategy, 
business transformation, and IT modernization can be used with these technology 
partners to bring significant business value. 

2A.1.1.2 Our Commitment to California 
For over 50 years, Deloitte has collaborated with California departments and agencies 
to help them realize their goals and objectives. We solve complex business and 
program challenges, deliver vital services and benefits, and make a real impact for 
millions of Californians. With 10 offices throughout the state, Deloitte has more than 
8,000 employees who live and work here—and half of them are graduates of California 
colleges and universities. Deloitte combines industry knowledge with a breadth of 
services that instill confidence in our State clients and help them provide responsive, 
high-quality service to their constituents. We are proud of the jobs we have created in 
California and the positive impact our employees make in their communities as 
taxpayers, volunteers, and strategic business teammates. 

We have successfully completed projects with over 30 agencies and departments and 
all of California's 58 counties during our long-standing relationship with California. Our 
services have included project management and change leadership as well as systems 
design, development, implementation, cyber risk, program integrity, and M&E. Figure 
2A-6, below, illustrates examples of our commitment to California. 

 
Figure 2A-6. Deloitte in California. 
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Our work with multiple stakeholders, including contractors, is 
based on the following key principles in Figure 2A-9 and 
described below: 

• Collaboration: Deloitte reviews the change requested for 
M&E to identify the impacted stakeholders. An integrated 
work plan is created describing the responsibilities and 
dependencies of stakeholders. Deloitte also uses an 
Interagency Coordinator who acts as a liaison between 
CalSAWS vendor teammates and Consortium staff for 
effective communication and delivery. 

• Transparency: Deloitte maintains a status dashboard 
highlighting the actual status of the project for every 
stakeholder. The dashboard is shared across the CalSAWS 
vendor teammates and Consortium staff. A status update 
meeting is conducted per the agreed-upon CalSAWS 
contract. A representative from each stakeholder attends 
and provides an update on the development and testing 
status. 

• Inclusiveness: Deloitte conducts cross-vendor ceremonies 
including sprint planning, feature demos, scrum of scrum 
meetings, and retrospectives. A variety of cross-team 
architecture meetings furthers a collective understanding 
of the business requirements and end-to-end design across 
technology stacks owned by each vendor.  

• Consistency: We consistently work with Consortium staff 
and other CalSAWS vendor teammates to work as one 
team, aligned on common goals and working toward 
successful outcomes in a badge-less environment while 
staying consistent with individual contractual obligations. 

 

 

 

 

  

 
Figure 2A-9. 
Deloitte’s Principles 
for Multi-Stakeholder 
Engagement. 
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TIERS is comprised of over 9 different applications where development occurs 
concurrently across 25 scrum teams. Deloitte has expertise in managing TIERS that has 
over 50 interconnected systems. Deloitte’s capacity modeling has enabled us to 
support special programs introduced to aid the Texas citizens during the pandemic, 
such as Pandemic Electronic Benefits (PEBT). 

Project 2: Michigan Department of Technology, 
Management, and Budget (DTMB) – Bridges M&O Project 
Deloitte provides Michigan with technical configuration management support, incident 
management, enhancements, and 24x7x365 system management and support for 
Bridges, the State’s E&E system, that Deloitte and Michigan implemented in 2007. 
Deloitte delivers system engineering, capacity planning, performance testing and 
monitoring, and batch processing for Bridges, the Enterprise Service Bus (Michigan HUB), 
and the Integrated Service Delivery Portal, a self-service portal for clients. Bridges is a 
large and complex IT system supporting eligibility/case management of programs like 
CalSAWS.  

Bridges supports 10,000 users located in 126 field offices to determine eligibility and 
benefit amounts for 55 types of federal and State assistance, and it serves 2.5 million 
clients in over 1.5 million cases across 83 counties in Michigan. Bridges supports intake, 
eligibility, and administration of core social services programs, including Food 
Assistance (SNAP), Cash Assistance, Child Development Care (CDC), State Emergency 
Assistance, Medicaid, and CHIP. As a part of Deloitte’s work, the team supported a fully 
integrated client-facing portal, MI Bridges, for new applications, existing case changes, 
and redeterminations securely over the web. The system also supports a fully 
functioning Interactive Voice Response (IVR) system for clients to check on their benefits 
over the phone 
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viewpoints required for a 360-degree view of considerations across PA DHS systems, 
program offices, external agencies, teammates, and vendors. 

Deloitte’s efforts continue to reduce reliance on the legacy mainframe infrastructure 
and costs and improve modularity and scalability. Over time these initiatives have 
included critical updates for the CIS suite of systems because of the scalability of the 
solutions. 

In addition to the two projects reflected above and detailed in Attachment A8 of our 
response, we have included two additional California project summaries below as 
additional examples of our experience in multi-vendor environments in California HHS. 

California Department of Health Care Services – FDR 
Since July 2019, Deloitte has been working in a multi-vendor environment with the DHCS 
acting as the System Integration to build and deliver the Federal Draw and Reporting 
(FDR) product to the DHCS Accounting business user group. The multi-vendor 
environment included Deloitte as the Design and Engineering vendor, Oncore as the 
Support Services vendor, and Civic Actions as the Cloud Infrastructure and Pipeline 
vendor. All three teams each had team members embedded within the different 
project teams and worked together to deliver the FDR product. For example, Deloitte 
staffed five engineering teams and each team was staffed with an OnCore Scrum 
Master who led the team through the different agile events. And Deloitte staffed a 
Product Team that was comprised of State Product Managers and Product Owners, 
Oncore Business Analysts, Deloitte Business Analysts, Deloitte UX Designers, and Deloitte 
Visual Designers. All worked together to discover new epics and build detailed user 
stories. Examples of how we have worked together:  

• Deloitte staffed five engineering teams and each team was staffed with an OnCore 
Scrum Master who led the team through the different agile events.  

• The Deloitte team worked directly with the Civic Action team to understand how the 
cloud platform and pipeline was built to then deploy the FDR application onto the 
platform. The teams met frequently for close to a year to help ensure all had the 
same understanding of how the platform and pipeline were built. 

• Deloitte staffed a Product Team that was comprised of State Product Managers and 
Product Owners, Oncore Business Analysts, Deloitte Business Analysts, Deloitte UX 
Designers, and Deloitte Visual Designers. All worked together to discover new epics 
and build detailed user stories. 

State of California, Office of Systems Integration (OSI) – 
CWS-CARES 
The Child Welfare Services-California Automated Response and Engagement System 
(CWS-CARES) is intended to replace California’s legacy child welfare systems, including 
the Child Welfare Services/Case Management System (CWS/CMS). Deloitte has been 
engaged by OSI to build and deliver CWS-CARES, using an iterative methodology and 



C A L S A W S  M & O  S E R V I C E S  R F P  # 0 1 - 2 0 2 2  
Volume 1B – M&E Business Proposal, Part 1 
 

Deloitte 2023 M&E Firm Qualifications: Firm Experience Details  Section 2A Page 2A-25 

user-centered design approach. In addition to the build out of CWS-CARES, the State 
intends to maintain its own copy of all data contained within the State’s own CARES 
Data Infrastructure (CDI). CWS-CARES is being delivered in a multi-vendor environment. 
The vendors include: 

• Product Value Services (PVS) vendor: PVS provides strategic advisory services to the 
State, with emphasis on alignment across policy, practice, and product and 
adherence to CWS-CARES Product Development Guiding Principles.   

• CARES Data Infrastructure (CDI) vendor: The CDI vendor is responsible for building out 
the infrastructure for CARES on AWS (including the data pipeline that replicates the 
Salesforce Data into AWS). The CDI vendor builds the requisite data services and data 
exchange APIs between Salesforce and the data pipeline.  

• Platform as a Service System Integrator (PaaS SI) vendor: Deloitte, as the PaaS SI 
vendor is the primary systems integrator and deliver a complete CCWIS, including 
both Salesforce and CDI components, that works together architecturally, technically 
and functionally. This includes the build out (including testing) of Salesforce platform, 
enterprise architecture, data conversion, security, interfaces, business rules and 
document management. Deloitte is also responsible for overall project management 
activities and coordination across all the entities (vendor and State) that support 
CWS-CARES 

• Implementation Services vendor: Deloitte, as the implementation services vendor, is 
responsible for implementation planning, rollout, training and change management 
activities for the CWS-CARES. 

• Legacy CWS/CMS M&O vendor: The legacy M&O vendor is responsible for M&O 
activities for the legacy CWS/CMS. The vendor is also responsible for working with 
PaaS SI and CDI vendors to facilitate data conversion activities. 

• Independent Advisor vendor: The Independent Advisor vendor independently 
assesses if the CWS-CARES project is on track to deliver CWS-CARES based on the 
project’s goals and user needs, and to provide related guidance and 
recommendations to the Project Team, the Executive Leadership Team (ELT), and the 
Board of Directors (BOD). 

The Deloitte team, as the PaaS SI vendor, works with all the vendors identified above 
throughout the CWS-CARES Service Delivery Lifecycle. We work as part of a multi-
functional team consisting of State, county and other vendor resources to collectively 
deliver the CWS-CARES. Some examples include: 

• Our team supports the State and collaborates with the PVS vendor to iteratively 
develop business requirements and conduct ongoing, collaborative Context-setting 
sessions with program partners. This activity includes the definition of a Value 
Hypothesis documenting program goals and metrics for each CARES Process Area. 
Our team works with the State and PVS team to develop and maintain CARES Design 
Patterns and Component Library in accordance with CARES Design Principles and 
Standards.  
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The full complement of our staffing to meet the M&E Statement of Work (SOW) 
requirements / services of the RFP, depicted in Figure 3-2 below, and our associated 
proposal, is reflected in Section 3.1.1.5 – Staffing Worksheets.  

 

Figure 3-2. CalSAWS M&E Services Tasks and Subtasks. 

Given the mission critical nature of the services delivered as part of the M&E Services 
SOW, we have opted to not subcontract portions of the contract to another vendor, 
but rather augment our team with resources through our Contingent Workforce Services 
(CWS) function. CWS allows our Project Manager, Rakesh Duttagupta, the flexibility to 
quickly onboard additional resources as needs arise through the change order process.  
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Large Subcontractor Network for Specialized Capabilities 
Our subcontracting approach is based on a “best and brightest” concept. Nationally 
we work with over 1,500 different companies. This reach allows us to efficiently find and 
deploy the right resource for the right situation. Deloitte carefully selects subcontractors 
based on their ability to deliver high-quality service and high-quality people. To be 
considered for subcontracting with Deloitte, firms must have a credible corporate 
background with a proven record of outstanding client services, a common goal to 
deliver client satisfaction, and high-quality experienced resources appropriate to their 
respective project roles.  

For CalSAWS, like we have for CalWIN ISS and BenefitsCal, we will follow our normal 
practice where we integrate our subcontractor resources directly into our teams. Often, 
we place them in positions within the project organization that are suited to their 
specific skills. One of the most notable compliments that we take away from many of 
our project efforts is that it is exceedingly difficult to distinguish between Deloitte staff 
and our subcontractor staff – as they are well integrated into the project teams. We 
follow this integration approach with our clients as well.  

Agreement Price for Additional Staff 
Deloitte acknowledges and agrees that increases to the Agreement price for additional staff 
is allowed only pursuant to the Consortium Change Order process. Our approach mitigates 
additional increases to the agreement price while also making space for changes if the 
demand of the project calls for them. If additional staff are required Deloitte follows the 
Consortium Change Order process. 

Facilitating Productive Working Relationships 
Productive working relationships require trust. The Deloitte leadership team uses a set of 
guiding principles, listed in Table 3-2 that we follow from the beginning of the project to 
help ground the team in their assigned roles and responsibilities, build trust, and, 
ultimately, strong working relationships. These principles are founded in mutual respect, 
integrity, and a spirit of building a One Team mentality. Building trust is the way forward 
for elevating the human experience as explored by Deloitte leader, Amelia Dunlop, in 
the Four Factors of Trust: How Organizations Can Earn Lifelong Loyalty. The pillars of 
transparency, being human, credibility, and being reliable are all fundamental to our 
Deloitte culture. We promote individual collaboration with Consortium staff, CalSAWS 
contractors, interfacing partners, State Staff/Sponsors, Counties and other stakeholders. 
This promotes productive working environment across our blended project team. 

 

 





C A L S A W S  M & O  S E R V I C E S  R F P  # 0 1 - 2 0 2 2  
Volume 1B – M&E Business Proposal, Part 1 
 

Deloitte 2023 M&E Staffing Approach Section 3 Page 3-7 

resolution, helps keep the project on schedule, and supports joint ownership of issues 
and milestones. 

At BenefitsCal, our team established weekly integrated environments management 
meeting across vendors and Consortium to discuss M&E changes/upgrades and 
impact to connected environments. Deloitte’s CalWIN ISS team initiated a review of all 
validation efforts tied to the migration that resulted in Deloitte introducing process 
simulation activities. These were originally not scoped nor planned but due to a gap in 
validation activities the Deloitte team introduced this exercise. Additionally, the CalWIN 
ISS team spearheaded the effort to aid the CalWIN counties in defining their 
configurations for task management and document routing efforts in advance of 
County Prep activities to facilitate a smoother migration to CalSAWS. This was also an 
unplanned effort but one that the CalWIN ISS Team identified as critical to mitigation 
potential service disruption. When BenefitsCal identified potential anomalies in system 
usage it immediately engaged the Consortium to review usage patterns and aid the 
incumbent vendor with performing diagnostics. This is the type of engagement you 
should expect from your vendors. 

Open and clearly defined lines of communication are critical to cross-team 
collaboration. Every level of the Consortium and CalSAWS Counties need timely and 
accurate information about the project. These are the expectations we hold for all 
projects that we manage. Figure 3-3 later in this subsection under Deloitte’s M&E 
Organizational Chart, shows how we propose Consortium staff with their respective 
Deloitte counterparts. 

Effectively Using Hybrid Work Environments 
To keep the Consortium, the Deloitte Team, and other contractors interconnected 
throughout ongoing operations, we have a defined set of tools to help keep us in alignment. 
As the project will follow a hybrid work environment, we use technology, Microsoft Teams, 
to keep our joint team in sync across system activities. While that is essential and helpful, the 
strongest relationships are built from in-person engagement, which we combine with our use 
of teleconferencing technology. We have our key staff on-site for at least 75% of their 
time during the transition period is complete and accepted. Specified non-key staff, as 
defined in the Transition-In Management Plan (TIMP), will be on-site for activities that 
require on-site engagement to facilitate the transition activities from the incumbent.  

Mike Henry, our Transition Manager, used a similar approach in his experience working with 
the State of California. As the Engagement Transition Manager at CalHEERS, Mike used some 
of these tools to help deliver training and provide ongoing support to County staff in the 
CalHEERS system.  

Furthermore, Deloitte is prepared to work in a multi-contractor environment. Each 
contractor has its own contract, deliverables, timelines, and defined methodologies. 
Working in this kind of environment is very familiar to Deloitte staff as demonstrated from 
past State of California projects, including BenefitsCal, CalWIN ISS, California’s Medicaid 
Management Information System (CA-MMIS), Child Welfare Services – California 
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Automated Response and Engagement System (CWS-CARES), California Cybersecurity 
Strategy, and CalHEERS and numerous E&E projects around the country.  

We are prepared to work in tandem with other contractors to enable a smooth 
transition. We have a clear understanding of what we are tasked with to operate and 
manage CalSAWS, and we are actively involved regardless of what badge we wear on 
the project. The role we play is more than just helping maintain the CalSAWS M&E; it is to 
help bring together the Consortium and other contractors to meet and exceed SLA 
requirements, continually optimize system performance, and effectively identify and 
mitigate risks. We sustain a collaborative environment to support a fully functional 
CalSAWS ecosystem. 

Deloitte’s M&E Organizational Chart 
All too often, those who write the proposal are not the ones tasked with project delivery. This 
leads to a disconnect between what is proposed and what is delivered, creating risks and 
issues for the project. But Deloitte does things differently. We make sure that each team 
member—introduced later in this section—is personally involved in developing our approach 
and crafting our response. This team brings together the best of M&E services, with deep 
knowledge in managing complex HHS IT projects along with a history of working together on 
prior successful M&E support engagements. 

In our organizational chart, shown in Figure 3-3 a key icon  identifies key staff 
positions. Resumes for each key staff member can be found in Attachment B10 – M&E 
Staff Resumes and Qualifications. The chart includes additional non-key personnel who 
add significant value to the M&E Services contract. The organization is structured in 
around four core areas: project executive leadership and advisors, the Project 
Management Office (PMO), the Delivery Integration Office and key M&E-related work 
threads.

( ) 
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Figure 3-3. Deloitte’s M&E Organizational Chart. 
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Mixing the Right Business Chemistry Profiles 
On top of the criteria above, we look to staff our teams with a mindset towards diversity 
in experience, approach, and thought. For years, we have staffed projects by looking 
to the different styles, or business chemistries, of our team members to make sure the 
chemical reaction results in a balanced team whose members complement each 
other. Deloitte’s Business Chemistry© draws upon the latest analytics technologies to 
reveal four scientifically based patterns of behavior within business. 

The scope of the M&E services contract heightens the need for different working styles: 
from driving project schedules to pioneering new technologies to performing detailed 
root causes analyses for service desk incidents to having an empathetic way of 
engaging with Counties, Customers and Community Based Organizations who reach 
out to the Contact Center. When staffing with people that all have the same working 
style or require the same working style individuals start to conform which can lead to 
suboptimal results. We emphasize the need for our staff to remain authentic to who 
they are as that is when they deliver their best. The four types are shown in Figure 3-4. 

 
Figure 3-4. Deloitte’s Business Chemistry Four Types. 
 

Developed by scientists, the system is designed to provide insights about individuals and 
teams based on observable traits and preferences. By understanding these differences, 
our proposed staff improve the effectiveness of their interactions with other types of 
individuals, as well as combinations of types in team environments. We have included 
the business chemistry profiles for each of our proposed staff so that you may better 
understand their styles and why we have selected them as part of our team.  
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Communicating With Diverse Groups of Users 
The Consortium’s deals with diverse groups of people. This includes their own staff, 
multiple contractors, County staff (inclusive of County IT Departments), Customers, 
CWDA, the Joint Powers Authority (JPA) Board, the Project Steering Committee (PSC), 
CalSAWS committee members, State Sponsors, employment unions, and advocacy 
groups. Our team brings with it the shared experience of having spent over the last two 
years with CalSAWS engaging with the above groups in addition to Federal IT meetings. 
Communicating technical concepts in lay-person terms is important to get diverse 
groups of people to agree on requirements, designs, and project plans. All of our team 
members are trained in human centered design concepts which extends to 
communications – it is not just limited to designing of systems. We also employ some of 
the approach below to communicate technical concepts: 

• Include the right person from the team who understands the technical detail. 

• Provide information in a digestible format and do not overwhelm when discussing 
technical concepts. Utilize a summary and detail approach to break complex topics 
into subtopics. 

• Understand the lexicon of the groups and/or background of people or users with 
whom you are communicating (i.e., speak the language of the audience whether it 
is the JPA, PSC, State Sponsors, CWDA, Counties, the Consortium or other CalSAWS 
contractors).  

• Provide pre-read materials that people can read on their own to help digest topics. 

• Hold regular communication touchpoint meetings to address questions across 
stakeholder groups. 

• Provide Quick Reference Guides (QRGs) that break down instructions and common 
issues in a step-by-step manner. 

• Use simplified terminology and engaging visuals, such as showing screenshots or 
doing live demos, to help aid non-technical audiences. 

Lastly, the Deloitte leadership team is prepared to approach each group inclusively. 
This way, we can tailor communication methods and styles as needed. We are a 
diverse group of professionals which provides us with many opportunities to see and 
hear unique perspectives and suggestions from everyone. We highly value an equitable 
communications standard that is inclusive and fosters belonging across the Consortium, 
Deloitte, State Sponsors/Staff, the Counties, CWDA and other CalSAWS contractors. 

Project Meeting Preparation and Participation 
We have assembled a team that understands the importance of informed preparation 
and active participation. Whether we are involved in status meetings, strategy sessions, 
or one-off encounters, our team gets behind each effort with the most relevant, up-to-
date information available to represent the best interests of the Consortium and 
Counties. Our team members spend time ahead of joint gatherings to prepare to report 
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project status and metrics for key meetings. This effort enables us to actively assess and 
address any issues at hand before briefing appropriate stakeholders. It enables us to 
develop risk mitigation strategies as a Deloitte team or our CalSAWS contractor 
teammates when appropriate. 

Whether we are participating or leading conversations at PSC, JPA, Committee 
Meetings (e.g., CalWORKs, CalFresh), Federal IT meetings, State Sponsor Meetings, CDSS 
Stakeholder meetings or Weekly Status Meetings, our team is prepared to actively 
engage, collaborate, and represent the Consortium’s best interests. This entails 
engaging with the Consortium prior to presenting information to agree on any key 
messages or sensitive topic points of discussion.  

Since any given collection of individuals in a meeting may not have all the answers or 
information presently available, our team comes prepared for the possibility that we 
may need to seek out further details to return to the interested stakeholder. We then 
return with answers as soon as they are readily available or at the time of the next 
meeting, whichever is agreed upon by the Consortium, Deloitte, and other CalSAWS 
contractors.  

Identifying and Escalating Issues 
Being unable to promptly identify, address, and/or escalate project issues can impede 
productivity, increase rework, and jeopardize the quality and timeliness of important 
CalSAWS activities. We follow the Consortium’s processes documented in the Project 
Control Document (PCD) in managing issues, with an emphasis on trying to resolve 
issues at the lowest level of the organization. This will help improve project delivery 
speed. Based on our experience, we realistically assess the impact of a risk and 
potential for it to become an issue. Issues and risks always surface, but they may have 
already been addressed by us in another project. This knowledge helps reduce this 
project’s overall project risk profile. 

Deloitte proposes to utilize the Consortium’s risk and issue tool to log and track issues 
and streamline the issue escalation process to provide transparency among project 
team members and management for informed decision-making during transition-in. 
One of the current challenges with the risk and issue log is that it is highly manual 
requiring individuals to manually notify individuals when changes are needed or have 
been made. By shifting to Jira to use for issue and risk tracking the manual effort can be 
almost eliminated. Issues can arise at various phases of the lifecycle, and the team 
needs to address these in a timely manner to prevent negative impacts to schedule, 
scope, quality, and budget. Deloitte follows a six-step approach to issue management, 
which closely aligns with Consortiums four-step issue management process. This process 
is outlined in Figure 3-5 and Table 3-4 below.  
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choices; however, during this period of time Deloitte re-invested in its people growing 
our overall headcount by 40% and most recently announcing a significant expansion in 
the development of our people. Project 120 is already delivering over one million hours 
of training on applications of technologies like artificial intelligence (AI), cloud, cyber, 
data analytics, 5G, through the Deloitte Technology Academy.  

Staff thrive when the work environment supports them in achieving a common set of 
goals and objectives. Based on past implementation projects of similar nature and 
complexity, Deloitte understands the importance of the Consortium’s need to work with 
familiar faces in every phase of the project. Our approach for minimizing turnover is to 
focus on investing in a meaningful career for our practitioners. As a result, Deloitte is a 
recognized leader where individuals want to work and grow. Our approach minimizes 
turnover and leads to long-term continuity of resources on our engagements even 
during this new transition in the market where professionals frequently change careers. 
Figure 3-6 highlights just a few of our accolades we have received. 

 
Figure 3-6. Deloitte’s Reputation as an Employer of Choices Helps us Minimize Turnover. 

Due to the breadth of our services, we have an extensive and long-term investment in 
our practitioners. Our staff stay with Deloitte long-term because we invest in their 
training, reward them for high performance, provide them with a sense of community, 
offer competitive benefits, support wellness and lifestyle flexibility, and expose them to a 
diverse set of clients. Table 3-5 below details strategies we use to minimize turnover. 
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Figure 3-7. Proactively Managing Staff Changes. 
 

• Planning and Monitoring – Our PMO Lead, Donna, jointly with our Contract Manager, 
Susanne Nielson, continually assess and confirm full compliance with the RFP 
requirements and defined scope of work, applying our practices for managing 
project schedule, scope, and resources. We make every effort to minimize staffing 
turnover to the maximum extent possible, especially for Key Staff. We proactively 
address personnel issues, track staffing ramp-up and ramp-down periods, providing 
ongoing training, conducting cross-role training, and fostering team dynamics among 
the Consortium, State Sponsors, CWDA, County, and Consortium contractor staff and 
other contractors. 

• Consortium Notification – Our Project Manager, Rakesh, will give written notification to 
Project leaders, including the Consortium Executive Director, within 30 calendar-days 
if the need for a planned staff transition arises. Deloitte’s national staffing managers 
can quickly mobilize and deploy people with the right mix of skills and experience for 
specific project roles, drawn from across the U.S.  

• Candidate Search – We determine the skills and experience required for project staff 
based on Scope of Work requirements, the role, tasks in scope for the project, and 
experience on comparable projects. We work with internal resource managers to 
generate a list of qualified candidates once required skills and experience are 
identified. Our management team performs an analysis, including pre-deployment 
interviews and confirmation of role alignment with practitioners’ professional goals, to 
determine candidates meet the project’s expectations. 

• Consortium Candidate Vetting – Rakesh provides two resumes for recommended 
replacements and two references to review for each key staff replacement. A 
transition plan describing the approach for handoff and knowledge transfer between 
the current and replacement staff is provided within seven days of providing written 
notice of a transition and enacted to minimize the risk and impact to the project. 

• Execute Roll-on and Roll-off Processes – Our onboarding lead orderly manage staff 
departures to reduce impacts to project activities, which includes conducting 
transition planning with scheduled and unscheduled staffing modifications, 
conducting transition and training of new staff with departing staff, and conducting 
exit interviews with departing staff to identify opportunities for improvement.  

  
































































