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4. Section 1 – Executive Summary 

RFP # 6.3.8.3 

The Executive Summary shall condense and highlight the contents of the Business Proposal in such a way as to provide a broad 

understanding of the Business Proposal.  The primary objective of this summary is to provide an overview of the key points in the Proposal. 

While no specific format need be followed, it should include salient and significant points and minimize highly technical terms. It should be 

brief and concise, not to exceed ten (10) pages. The Executive Summary must not contain price information. 

1.1 Our Shared Journey 

CalSAWS is unique. There is no other integrated eligibility (IE) system like it in the United States, 

perhaps even the world. By size, it is the largest IE system. It is the only statewide IE system built and 

managed by counties. Outside the US Federal government, it is the largest implementation on a 

cloud platform. It has a complex, and yet sophisticated governance model. It has and continues to 

be a leader in IE innovations, and it utilizes an extensive multi-contractor model.  

To achieve this unique stature, CalSAWS has gone from strength to strength by building on a long, 

rich history of delivering success after success for the counties, both in its current and previous 

incarnations. No matter how large or complex the challenge, CalSAWS has delivered for the 

counties. This journey can be likened to mountain climbing to scale new heights. It has taken strong 

leaders, well laid-out plans, contingency preparations for unforeseen risks, careful navigation to avoid 

hazards, dependable partners ready to rise to the challenge of every new peak and milestone. 

Sometimes days were exhausting, and nights were long. And yet, here we are, at the cusp of 

achieving what so many thought was improbable—all 58 counties on a single, integrated system. 

Throughout this epic journey, Accenture is immensely proud to have been CalSAWS' chosen partner 

for more than 22 years. Like an expert sherpa, we have been with the Consortium and the counties 

through every step of our shared journey to help achieve the seemingly impossible. Figure 1-1 below 

shows the key highlights of what we have achieved together so far. 

 

Figure 1-1. Accenture and the Consortium have a long, shared history of delivering successes. 

As this trailblazing journey has progressed, we have continually adapted and evolved, reinventing 

ourselves whenever the circumstance demanded. And through it all, we focused on one singular 

goal—delivering success for the counties, Consortium, the State and Californians. When situations 

required us to help other vendors, we stepped up. We rallied the team when the Hyland Imaging 
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system fell short of the counties’ expectations and required changes to that software. We stepped up 

when Deloitte needed functional and business knowledge to assist the CalWIN counties in their OCM 

and BPR efforts, and in post-implementation support activities to help the counties navigate the new 

system. We teamed with Gainwell to deliver an innovative solution to administer General Assistance 

and General Relief (GA/GR) for the CalWIN counties. Time and again, we have demonstrated over 

and over that we are a true team player, and we’re playing for team CalSAWS. 

Once we successfully complete the CalWIN migration, and raise the flag on another summit, we are 

ready to raise the bar even higher as we embark on the next phase of our shared journey to achieve 

the goals stated in the RFP, notably the following: 

 A fully integrated enterprise organization consisting of Consortium teams working collaboratively 

with contractor counterparts and managed under a new framework established by the Delivery 

Integration Office.  

 Enhanced communication at the project and among the contractors, and with the counties. 

 Improvements in the application change process to deliver changes to the user community faster 

and with reliability. 

 Continued investment in the CalSAWS architecture to make it more modular while taking 

advantage of cloud native microservices. 

 Ongoing focus and improvement in the security realm to strengthen operational security. 

 An innovation program to continually improve the CalSAWS infrastructure, applications and 

supporting processes.  

As you would expect from a good sherpa 

and your trusted guide, we have prepared 

a comprehensive plan to scale this 

mountain together and bring your vision to 

life. It's a plan that builds on the strong 

CalSAWS foundation and accelerates the 

momentum toward the next-generation IE 

system. As with previous challenges, this 

one is unique and will bring unique 

demands. We have studied the terrain, 

mapped a clear navigation plan and 

created a tailored solution to get to the top 

via the smoothest route. Having scaled so 

many previous peaks as your partner and 

guide, we're confident of getting you to the top of this one too. After all, the stakes are too high, you 

will want every reassurance of being in the safest possible hands for the next leg of our journey.  

Our plan includes all the elements that will bring success during the term of the next contract. There is 

no appetite for a risky partner or a risky plan that slows down the momentum that has been built over 

many years. Our plan, as outlined in our proposal and summarized in the rest of this Executive 

Summary, includes: 

 An unmatched team to accelerate momentum, led by Accenture, your trusted sherpa 

 Leaders and people in whom you have confidence 

 Behaviors and values that underscore a successful partnership  

 An approach designed to deliver success, with methods proven to work at CalSAWS 

 Other selection factors for your consideration 

 Leadership commitment from Accenture and AWS 
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1.2 An Unmatched Team to Accelerate Momentum 

We have assembled an unmatched team with the proven experience and expertise to deliver on 

your goal to maintain CalSAWS’ status as a world-class eligibility system. This team includes several of 

the world’s best companies, and collectively, we are deeply invested in the success of CalSAWS. 

Accenture: We are your current CalSAWS contractor and have 22 years of experience developing 

the C-IV, LRS, and CalSAWS applications. Accenture is the only firm with first-hand knowledge of the 

counties’ business, state policies and all aspects of the CalSAWS infrastructure and applications. We 

have an unblemished track record in successfully delivering integrated eligibility (IE) systems in 

California and many other states.  

As an industry recognized leader in application management and application transformation 

services (by Gartner, Everest, and IDC), Accenture brings more than 201,746 project years of 

application maintenance experience to our clients. Our end-to-end application management 

services and project management capabilities provide a secure, stable, and high performing system 

that allows the 58 counties' users to deliver benefits to vulnerable people in California.  

 

 

 

 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

  

 

 

 

 

Figure 1-2. Accenture brings a deeply committed team of 

companies to work together as one-team 
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1.3 People In Whom You Have Confidence 

Our proposed solution and approach build on the aspects that work well today and improve or 

replace those aspects that need to be evolved to fully realize the RFP vision. A key success factor for 

the next phase of CalSAWS is to build on the strengths of the many talented people that have 

delivered success in recent times. Furthermore, we have thoughtfully augmented our team, 

introducing additional experts, including some from AWS and Cambria, with specialist skills aligned to 

your vision. It is a team with differentiated institutional knowledge, experience, and a proven focus on 

collaboration with you and other CalSAWS contractors.  

Key Staff: Led by Lisa Salas, 

our 12 key staff bring over 

250 years of professional 

experience between them, 

including nearly 173 years of 

combined health and 

human services experience. 

This committed group of 

leaders meet or exceed all 

the key staff qualification 

requirements. Most also 

have one additional key 

experience that is critical to the ongoing success of CalSAWS: they have demonstrated their 

leadership acumen, and passion for the mission of CalSAWS. As the Consortium evolved, our leaders 

reinvented themselves too: they know when to listen, when to respectfully push back and to always 

offer more options to tough issues. One quality they continue to maintain is their unwavering 

dedication to the success of the Consortium and the counties.  

Non-Key Staff: Operating the CalSAWS suite of applications requires more than the 12 key staff. We 

already have a team of 330+ application and security professionals at CalSAWS, who skillfully operate 

today's applications. While we understand that other vendors failed to produce qualified key staff in 

other smaller CalSAWS projects and might continue to struggle to find hundreds of qualified staff to 

bring to CalSAWS, our team is here, ready, and deeply committed to the mission!  

In addition to their experience at CalSAWS, our team has the required training and certifications 

successfully deliver to the RFP scope. Our team members on the existing contract carry 959 total 

certifications, including 443 AWS certifications and 109 security certifications. As evidenced in the 

Figure 1-3, the existing Accenture team has been operating with the right training, experience, and 

skills to instill confidence that with us, you have the right team to accelerate the momentum.  

 

Figure 1-3. Our team brings together the skills and experience to succeed at CalSAWS. 
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1.4 Behaviors and Values that Underscore a Successful Partnership 

Trust takes a long time to earn. It is earned when we consistently act with honesty, integrity, 

transparency, humility and admit when things could have been done differently. It is earned when 

we leave our badges at the door and demonstrate a one-team culture. Long-term relationships are 

developed when there is stability among leadership and staff. Trust also requires us to collaborate 

with all entities and organizations toward a common objective: the success of our counties. The 

Consortium and counties have seen the Accenture team demonstrate these behaviors throughout 

our 22-year relationship. And it is why we are so proud of the trust that has been bestowed upon us.  

Success in the next phase of CalSAWS will be catalyzed by building on the foundational values that 

have been pivotal to prior successful phases. And as ever, success will also require the flexibility to 

evolve and adopt new principles and behaviors aligned to future demands. With the best of 

Accenture's team alongside, you will be assured of a security-first mindset to strengthen operational 

security, increased innovation to bring further efficiency to the counties and enhanced 

communication across the project and with the Counties. And furthermore, the enterprise-thinking to 

power the new CalSAWS enterprise: all 58-counties operating on a unified system with new 

possibilities to transform customer service, enhance experiences and improve outcomes. 

Our commitment to you is that this world-class team we have assembled will operate with the 

following values as shown in Figure 1-4, to nurture CalSAWS’ continued success:  

 

Figure 1-4. Our Core Values combine our Foundational Values with New Values tailored to  

accelerate the CalSAWS Consortium into the future 
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1.6 Making the Right Choice for Accelerating Momentum 

Without doubt, the Consortium will receive compelling proposals from many firms. Many great-

looking resumes will be presented, and impressive success stories will be shared.  

You will perhaps receive bids from firms that span a wide range of experience within integrated 

eligibility (IE). Some will have experience in many states, and some will have none. Some will have 

experience in only small states, and some won’t have any experience with a statewide system. We 

believe that many of these firms, if selected, could pose a serious risk to the success of CalSAWS. With 

a process designed to share only the successful experiences, it can be hard to discover hidden 

weaknesses. We believe that there are additional factors to consider while making this decision:  

 County-administered jurisdictions: Building and maintaining eligibility systems in county-

administered states like California is far more complex than state-administered jurisdictions where 

centralized decisions are made. Counties expect and deserve their individual needs to be 

addressed within the system and processes. Accenture has this critical experience in California, 

Ohio, and North Carolina.  

 SNAP error rates: We know that low SNAP/CalFresh error rates are critical to CDSS and the counties. 

The latest FNS report shows that states running Accenture built/maintained systems have SNAP error 

rates around or below the national average of (7.4%). For example: Idaho (1.25%), North Carolina 

(5.8%), Kansas (7.1%) and California (7.3%). These rates are far superior to error rates in states 

running our competitors’ systems like Rhode Island (22.7%), DC (15.7%), Delaware (13.2%), Michigan 

(12.4%) and Virginia (10.5%). 

 Publicly reported security breaches: We know how important security is to you and it is to us too. 

Accenture has worked hard to secure CalSAWS and our other IE systems, and no breaches have 

been publicly reported in the media. This contrasts with media reports in states like Illinois.  

 Qualified staff availability: With Accenture, you already have a high performing, dedicated and 

qualified team that has the required skills and experience on the project. We are not over-

extended delivering HHS projects in California and beyond and will not need to pull people out of 

other California HHS projects to deliver our services. 

 Contract renewal in other states: We have a 100% successful track record in recent years renewing 

our M&O contracts for IE systems due to our superior performance.  

 Performance at CalSAWS: You have seen our team in action for years and know what to expect 

from them. Unlike some of our competitors, we deliver the people we promise, retain our key 

people, and invest in our new staff so they can quickly and competently learn CalSAWS. 

The counties and Consortium must make a decision with long-lasting consequences to select the 

best partner for your continued journey to have CalSAWS be the best-in-class mature solution. We ask 

you to carefully consider who you trust, who has demonstrated passion to the mission, and unless 

another vendor has twice the value to offer, whether it is worth the risk to switch out your long-term 

partner that is proven, capable and deeply committed to your future? 

With Accenture by your side, you know exactly what to expect. You get a proven partner and a 

team that is well established and dedicated to CalSAWS. A partner that has demonstrated its deep, 

unwavering commitment to your success for over two decades. A partner that steps up and helps 

other vendors succeed and continually invests in the success of CalSAWS through the innovation 

program, IDEA program and countless other ways. You get qualified people that believe in your 

mission and who have already poured millions of hours, and their hearts, into making CalSAWS a 

success, and for whom CalSAWS is more than a job… it is our life’s work! You get the team that has 

earned your trust by acting for years with honesty, integrity, and transparency. The stakes are too 

high to make a choice that could fall short of what Californians need and deserve. This isn’t the time 

to change course with another vendor, it is time to accelerate the momentum with Accenture!   
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1.7 Leadership Commitment 

Thank you for trusting Accenture to share your incredible journey over the past two decades. Our firm 

and leaders remain as committed as ever to the mission and success of CalSAWS and the counties. 

We hope you find this proposal compelling and continue to bestow your trust on us as your partner 

and expert sherpa for the next phase your shared journey. 

Gaurav Diwan: As the Accenture account lead for CalSAWS and all of California’s 

welfare departments, I am passionate about championing and advocating for 

this project within Accenture's highest ranks. I aim to bring to this project the best 

people, most effective tools, expert thought leadership, and investments from 

Accenture and our partners. My professional career began at ISAWS and I led big 

parts of the LEADER Replacement System (LRS) project. I'm now in a privileged 

position to bring an A-team to continue the success of CalSAWS. We’ve put 

together a very compelling proposal for you, and I sincerely hope that you will see the value 

proposition in the same earnest spirit with which we developed it. I greatly look forward to partnering 

with CalSAWS and the counties for another decade to further build on our combined strengths to 

accelerate the momentum together! 

Gilbert Wootton: I am delighted to support the Accenture leaders for the CalSAWS 

engagement. With responsibility for all Health and Public Service (H&PS) in the 

western 18 states, CalSAWS continues to be the flagship program providing 

services for millions of Californians. My passion for H&PS centers around people 

and the meaningful impact we continue to have on those that live in the region.  

In my role, you have my wholehearted commitment that we will continue to bring 

the best of our company to serve you and all those that depend on you. 

Mark Ronaldson: As the regional leader for the US West Public Sector organization 

at AWS, my goal is to ensure successful delivery of AWS services with the partner 

that is chosen for the CalSAWS Management and Operations project. AWS is 

proud to partner with Accenture on this proposal. We believe we have the right 

team, solution and approach to help the Consortium and counties deliver their 

mission for Californians. Accenture has been a reliable and trustworthy partner 

through the CalSAWS cloud migration to AWS and we believe they will help 

CalSAWS continue to accelerate solutions and innovate new services in the AWS cloud.  

Kate Hogan: My family and I live in Northern California, so I see firsthand the 

impact our county governments have within our community. As the executive 

sponsor for CalSAWS, I look forward to continuing this relationship with you in the 

future.  I am responsible for Accenture’s business in the West where we have over 

10,000 employees, more than half of them as California residents. We live in the 

community we serve, and I take no bigger pleasure than being able to play an 

active part in helping to make a positive difference in our communities. 

Julie Sweet: On behalf of our people at Accenture and my own family, thank 

you to all of you for the work you do every day, especially for the most 

vulnerable Californians. We greatly appreciate it, and we're extremely proud to 

work side by side with you. I have absolute confidence in our joint team and 

partners. As one team, we will execute and deliver on the critical work to support 

CalSAWS’ essential mission. You have my personal commitment as the Chair and 

CEO of Accenture and the commitment of Gaurav, Lisa, and the entire team at Accenture to bring 

what you need and to work as one team, with our partners, and with the entire CalSAWS team.
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5. Section 2A – Firm Qualifications: Firm Experience Details 

RFP # 6.3.8.4 

The Firm Qualifications Section shall provide a narrative with information that provides the Consortium with a basis for determining 

Contractor financial and overall capabilities to undertake a contract of this size and complexity. Bidders will respond to all Firm 

Qualifications contained in Section 5.3.1 - M&E Firm Qualifications. 

RFP # 5.3.1 

The Consortium seeks a responsible M&E Contractor with the right experience to support the CalSAWS application over the life of the 

Agreement. Therefore, it is imperative that the Bidder provide enough detail in their response for the Consortium to evaluate the ability of 

the Bidder to meet or exceed the requirements herein, and perform the Services described within the M&E SOW in a professional, high-

quality manner.  

All Firm Qualifications contained in Sections 5.3.1.1, 5.3.1.2 and 5.3.1.3 must be met and documented according to Section 6 - Proposal 

Structure and Submission. Firm Qualifications requirements will be scored as pass or fail. 

The California Statewide Automated Welfare System (CalSAWS) Consortium seeks a responsible M&E 

Contractor with the right experience to support the CalSAWS application over the life of the 

Agreement and we believe Accenture is that Contractor. Our project references and maintenance 

and enhancements (M&E) capabilities illustrate strong experience delivering M&E services for large 

and complex IT projects. We have delivered similar solutions that bring innovative technologies to 

increase the speed and accuracy of eligibility determination through automated tasks, expanded 

self–service options, and real-time access to easy-to-use information. 

Exceeding Minimum Requirements 
Accenture has a demonstrated record of working with state and local governments and clients 

around the world to implement and operate complex systems. As we selected projects to show our 

experience, key considerations included whether the project is both similar in its delivered scope and 

relevant for the ongoing needs of CalSAWS. Accenture's experience addresses both these key 

considerations and exceeds all minimum requirements. 

The following subsections include related examples of Accenture’s ability to perform the scope of 

work described in this RFP. These projects reflect our demonstrated delivery of application 

maintenance and system modifications, performing operational activities, collaboration in multi-

contractor environments, delivering integrated eligibility solutions, and the successful 

takeover/transition of complex systems from an incumbent vendor.  

RFP # 6.3.8.4.1 Firm Experience Details (Parts 1-3) 

Bidders will provide details of firm Prime Contractor experience relevant to the proposed M&E Services within at least the last 10 years within 

the form in Attachment B8 – Firm Qualifications. A concise but thorough description of relevant experience is desired.  

The Contractor shall also provide a general narrative description highlighting the Contractor’s M&E Services experience and capabilities. 

The Contractor shall provide a firm organization chart. If the firm is a subsidiary of a parent company, the organization chart must be that of 

the subsidiary firm. The chart must display the firm's structure and the organizational placement in the CalSAWS M&E Project. The 

organization chart must include names and be dated. The Contractor shall supply any additional information not already presented in this 

Section, which the Bidder believes to be relevant to the Consortium’s assessment of the Contractor’s experience with regard to the 

specifics of this RFP.  

The Contractor shall each provide two references within Attachment B9 – Firm References format. Each reference must clearly indicate the 

reference entity. 

 

We have completed and attached Attachment B8 – Firm Qualifications and provided a narrative of 

our capabilities and experience in the M&E space. We have included specific capabilities showing 

how we exceed each of the M&E Firm Mandatory Qualifications found in Attachment B8. We have 

provided Accenture's organization chart demonstrating the structure of our firm and how the 

CalSAWS project is placed within that structure. We have completed and attached Attachment B9 – 

Firm References—providing 8 references.  
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2.1 M&E Firm Mandatory Qualifications 

RFP # 6.3.3.4.1 Firm Experience Details (Part 1 of 3) 

Bidders will provide details of Prime Contractor firm experience relevant to the proposed M&E Services within at least the last 10 years within 

the form in Attachment B8 – Firm Qualifications. A concise but thorough description of relevant experience is desired. 

We have completed and attached Attachment B8 – Firm Qualifications which highlights our 

experience in the proposed M&E services within the last 10 years. We provide a summary of our 

capabilities and experience in the following pages. 

2.1.1 Application Maintenance and System Modifications 
Req # ME-F1 

At least three (3) years of Prime Contractor experience performing application maintenance and system modifications on two (2) Projects 

involving large and complex IT Systems, with one (1) of the Projects having been on an Eligibility/Case Management system or Health Care 

system. Each of the two (2) Projects must have been completed or ongoing within the last five (5) years. 

Meeting the Mandatory Qualifications 

Accenture brings the necessary Prime Contractor experience performing application maintenance 

and system modifications on several projects involving large and complex IT Systems. Our approach 

to application maintenance and system modifications is grounded in the overarching goal of 

improving system delivery efficiency and quality, backed by strong industry knowledge. Accenture’s 

experience in projects that involve application engineering is summarized below: 

 Total application maintenance projects: 117,221, including: 

− 999 projects in health and human services 

− 3,292 projects in health care 

 Total application maintenance experience in ‘project years’: 201,746, including: 

− 2,092 'project years’ in health and human services 

− 5,180 ‘project years’ in healthcare 

We highlight 12 projects in Table 2-1 that meet or exceed the requirements laid out by the 

Consortium. Each of these projects meets the definition of a Large and Complex IT Project. With these 

12 projects alone, Accenture has 133 years of experience as Prime Contractor performing 

application maintenance and system modifications for large and complex IT Systems. 

We have chosen five projects from this Table 2-1 to feature in our B8 forms:  

 CalSAWS Consortium—the CalSAWS Project  

 U.S. Department of Health and Human Services (CMS)—HealthCare.gov/Federally Facilitated 

Marketplace (FFM) 

 State of Ohio, Department of Administrative Services (DAS)—the Ohio Benefits project 

 U.S. Department of Education, Office of Federal Student Aid—the Common Origination and 

Disbursement (COD) System Re-Architecture & AWS GovCloud Migration project 

 U.S. Department of Treasury (IRS)—the Integrated Enterprise Portal (IEP) 1.5 Program 

Of these five, four projects are Eligibility/Case Management or Health Care systems. Our B8 forms can 

be found in 9. Section 6 – Business Proposal Attachments These five projects reflect 53 years of 

experience, exceeding the mandatory requirement of a minimum of three years.  
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Our Eligibility/Case Management/Health Care Capabilities 

For the past 35 years, public sector clients have looked to Accenture to provide collaborative system 

design, development, and implementation (DDI) and maintenance and operations (M&O) services 

on projects that are user-focused, cost-effective, and outcome-oriented. Accenture has successfully 

implemented more than 60 human services applications for government agencies.  

We are an Integrated Eligibility pioneer and will draw upon the learnings from our 35-year track 

record of successfully transitioning, operating, and providing efficient maintenance and 

enhancement services for integrated eligibility systems to deliver this project. We have transitioned 

846 projects for both public and private sector clients. These include systems in the states of Arizona, 

California, Florida, Michigan, Ohio, and Texas. Our varied experience enables us to understand what 

it will take to maintain and enhance your system to better meet the needs of the Consortium. 

Accenture currently provides integrated eligibility system M&O services for Arizona, California, Kansas, 

Iowa, North Carolina, and Ohio. Additionally, we provide services to other states to support 

administration of public assistance programs, including their call centers technology/operations and 

customer portals. We are committed to the future of integrated eligibility technology through 

continuous improvement and look forward to boosting the performance of CalSAWS through this 

project. Accenture heavily invests in its IE platform and offerings. We have formal collaboration 

mechanisms established across our integrated eligibility clients and across Accenture’s key business 

industries. We harvest and invest in the best innovations and successes and offer them to our 

integrated eligibility clients. 

Accenture has implemented and operated 16 integrated eligibility and enrollment systems in the 

past three decades, including those that serve complex jurisdictions across the country. Some of our 

more complex engagements include CMS’ Federally Facilitated Marketplace and Healthcare.gov 

and engagements in the States of California and Ohio. Further, our integrated eligibility experience 

encompasses Supplemental Nutrition Assistance Program (SNAP), Temporary Assistance for Needy 

Families (TANF), Child Care, Employment Services, Food Assistance Employment and Training, Low 

Income Energy Assistance Program (LIEAP), automated IV-E Eligibility, and medical assistance 

programs, including Medicaid (MAGI, E&D, and LTC), CHIP, AIDS Drug Assistance Program (ADAP), 

and additional state-funded programs. We are driven by our approach to partner with our clients 

and provide lasting support to their communities. Figure 2-1 illustrates our integrated eligibility 

experience over the years. 
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Figure 2-1. Accenture brings you extensive experience working with multiple state agencies for the 

maintenance and operations of IE systems. 

Additionally, Accenture provides extensive thought leadership in the health and human service 

industry and is trusted by state clients to help coordinate with federal and regulatory agencies. For 

example, in coordination with the American Public Human Services Association (APHSA), we created 

and sponsor the annual Human Services CEO Summit at Harvard University.  

At the summit, clients meet to discuss leading practices from successful human services agencies, 

including strategies to work with the federal and regulatory agencies involved in program 

administration. National, state, and local human services agencies have used the forum to share 

leading practices, business strategies, and models, and discussed how to best address changing 

policy requirements. 

Accenture Named a Leader in Everest Group’s PEAK Matrix for System Integration 

Capabilities on Amazon Web Services 

Accenture has been named a Leader in the 2022 Everest Group PEAK Matrix for System Integration 

Capabilities on Amazon Web Services (Figure 2-2). For the second time, Accenture scored the 

highest ahead of all competitors in both Market Impact and Vision & Capability. Additionally, this 

year Accenture was named a Star Performer—a title given to providers that demonstrate the most 

improvement over time on the PEAK Matrix—indicating that Accenture’s leading position in the 

market has strengthened. 
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Figure 2-2. Accenture was ranked as a Leader for its vision and capability ahead of all its 

competitors. 

We have a strong record for delivering what we promise. Leveraging our shared record of successful 

go-lives, delivery excellence and continuous improvement, we’ll continue to identify new ways to 

optimize outcomes. Like enabling you to respond faster to policy changes, powered by AI, ML and 

intelligent automation. Building on our deep understanding of what works best across CalSAWS day-

to-day, we’ll bring the latest digital engineering practices to smooth the transition and maximize the 

performance, reliability, and cost advantages of native AWS cloud computing.  

2.1.2 Operational Activities Experience 
Req # ME-F2 

At least three (3) years of Prime Contractor experience performing operational activities including system engineering, capacity planning, 

performance testing, performance monitoring, and batch processing on two (2) Projects involving large and complex IT Systems with one 

(1) of the Projects having been on an Eligibility/Case Management or Health Care system. Each of the two (2) Projects must have occurred 

within the last five (5) years. 

Meeting the Mandatory Qualifications 

We believe Accenture is the partner the Consortium seeks—bringing the necessary Prime Contractor 

experience performing operational activities including system engineering, capacity planning, 

performance testing, performance monitoring, and batch processing on projects involving large and 

complex IT Systems. Accenture’s experience in projects that involved system engineering is 

summarized below: 

 Total system operations projects: 117,221, including 

− 999 projects in health and human services 

− 3,292 projects in health care 

 Total system operations experience in ‘project years’: 201,746, including 

− 2,092 'project years’ in health and human services 

− 5,180 ‘project years’ in healthcare 
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Our offerings have helped our clients become reliable businesses with an improved focus on 

customer service. We have over 70,000 professionals focused on M&O, serving over 1,000 clients in 40 

industries across every leading technology platform. Market analysts have rated us as the leader in 

this space for our advanced ability to execute, completeness of vision, strength of offering, and 

delivery strategy as shown in Figure 2-3 and Figure 2-4. 

 

Figure 2-3. Accenture’s position as the leader in Application Transformation Services has been 

confirmed by the Everest Group. 

 

Figure 2-4. Accenture is designated a leader in next-generation Application Management Services. 
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Figure 2-5. Our approach to operating in a multi-contractor environment brings proven practices 

designed to enhance transparency and communication. 

At the start of the C-IV Project in 2001, the Consortium and Accenture established a “One Team” 

concept that integrated the Consortium, Accenture, and Quality Assurance (QA) staff. Over the 

years we embraced the integrated multi-contractor 'environment and achieved the objectives to 

deliver several milestones, including migration of LRS to AWS cloud, the C-IV system migration to 

CalSAWS, and the migration of the CalWIN counties to CalSAWS that is currently underway. To 

achieve these milestones, we collaborated with Gainwell, AWS, Cambria Solutions, Deloitte and 

ClearBest. We look forward to working with the Consortium, CalSAWS contractors, Delivery Integration 

Office (DIO), Chief Deputy Director, and the CalSAWS Project Management Office (PMO) as "One 

Team" on the next phase of this journey.  

2.1.4 Transition 
Req # ME-F4 

Prime Contractor experience with the transition of one (1) large and complex IT System Eligibility/Case Management or Health Care system, 

from one company to another. The Project must have occurred within the last ten (10) years 

Meeting the Mandatory Qualifications 

The Consortium seeks a partner with Prime Contractor experience with the transition of one large and 

complex IT System Eligibility/Case Management or Health Care System, from one company to 

another within the last ten years. Over the past ten years, Accenture has successfully transitioned-in 

to hundreds of large and complex IT systems as Prime Contractor. Accenture’s experience in projects 

that involved transitions is summarized below: 

 Total transition projects: 846, including 

− 22 projects in the public sector 

 Total transition experience in ‘project years’: 304, including 

− 7 years in the public sector 
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Our Transition Capabilities 

For more than 35 years, Accenture has enabled 

seamless transitions with industrialized processes, 

standardized deliverables, and associated tools. Our 

dedicated team of more than 500 transition specialists 

works with clients to customize our industry-leading 

transition framework, illustrated in Figure 2-6, to meet 

their specific requirements. We continue to refine our 

transition methodology, leveraging the experience 

gained from nearly 850 large, complex transitions across 

all industries, including eligibility and enrollment systems. 

These projects included transitioning from other suppliers, 

client teams, and Accenture teams moving from other 

delivery models to managed services. We tap into a 

broad pool of Accenture resources that have extensive 

technical and functional expertise to quickly field a 

team. For example, on the HealthCare.gov project, our 

transition team facilitated the mobilization of a 500-

person delivery team in just six weeks. 

Planning is key to our transition process. We work with our clients to jointly develop transition plans 

with incumbent contractors that include multiple work streams and that extend beyond simple 

knowledge transfer. Accenture has been on both sides of transition, so we understand what it takes 

to transition both in and out. For every client, we follow the factors of success shown in Figure 2-6. 

 

Figure 2-6. We follow five key factors of success when working with our clients on seamless transitions. 

The hundreds of Accenture employees and their collective tenure bring thousands of years of 

cumulative California integrated eligibility experience, so we understand the breadth, depth, and 

nuanced complexity of California welfare services like nobody else—it makes us the safest choice. 

We will bring the strategic vision and innovation mindset to simplify complexity, connect the dots and 

accelerate your digital ambition. Together, we will open new possibilities to capitalize on the power 

of your unified platform and co-create a next generation model that will continue to be seen as the 

gold standard. 
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2.1.5 M&E Service Experience and Capabilities 
RFP # 6.3.8.4.1 Firm Experience Details (Part 2 of 3) 

2.1.5.1 Experience and Capabilities Narrative 
Accenture is the market leader in application services and brings proven experience with focus on 

industrialization, intelligence, and innovation for its clients. We have a successful track record in 

delivering complex program on time and on budget while delivering significant improvements in 

productivity. As a result of our track record, we continue to serve 99 of our 100 top clients over the 

last 10 years.  

Accenture provides an end-to-end set of application services—support, maintenance, 

enhancements, modernization, and renewal—to help our clients achieve cost efficiencies, 

continuous optimization, and ongoing innovations within their application portfolio. Our application 

services are an enabler of business consistency, value, and digital transformation. We work closely 

with our clients to help them manage and migrate their existing systems and capture the savings 

from a more efficient legacy estate to fund the investments required for a digital future. 

Our differentiated focus in delivering Application Services makes us a leader in technology 

outsourcing. Figure 2-7 summarizes our capabilities in this space. 

Figure 2-7. We bring the Consortium differentiated application capabilities focused on 

industrialization, intelligence, and innovation. 

2.1.5.2  Organization Chart  
Accenture plc is a publicly held entity. The Consortium will engage with Accenture LLP, which is a 

wholly owned subsidiary of Accenture plc in the United States.  

As one of the world’s leading global professional services companies with 721,000 employees, we 

operate globally in three markets: North America, Europe, and Growth Markets (ASIAM (Africa, 
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Australia and New Zealand, India, Middle East, and Southeast Asia), Greater China, Japan, and Latin 

America). Our local offices in California include Los Angeles, Sacramento, San Diego, San Francisco, 

San Jose, and Walnut Creek with over 7,700 Accenture employees living and giving back in 

California. 

Accenture operates globally with one common brand and business model designed to provide 

clients around the world with the same high level of service. Our organization chart as of January 4, 

2023, is shown in Figure 2-8. Julie Sweet leads Accenture as the Chairperson of the Board of Directors 

and Chief Executive Officer. Our executive leadership team averages 27 years of experience with 

Accenture. 

 

Figure 2-8. Our organization is structured to deliver the same high level of service to all our clients 

globally. 

The CalSAWS project is placed within the US-West region of our North America operating structure as 

shown in Figure 2-9.  



CalSAWS Consortium 
Volume 1B – M&E Business Proposal, Part 1 | RFP #01-2022 

 

Accenture 2-17 Copyright © 2023 Accenture. All rights reserved. 

 

Figure 2-9. This project will be overseen by a California-based leadership team that has experience 

with public sector entities and the ability to lead people to deliver effectively. 

2.1.5.3  Relevant Additional Information 
The Contractor shall supply any additional information not already presented in this Section, which the Bidder believes to be relevant to the 

Consortium’s assessment of the Contractor’s experience with regard to the specifics of this RFP. 

Our California Presence 
While our reach is global, our focus is local. Accenture is proud to be a leading partner of California's 

government since 1989 and we have over 7,700 Accenture employees living and working in 

California. We have a shared history of getting projects done. We have helped bring to fruition 

dozens of projects including some of the largest and most critical systems in the State’s public sector, 

such as C-IV, LRS, CalHEERS, Fi$Cal, CalVax, and CalSAWS. Figure 2-10 shows Accenture's strong 

presence in California. 

For over 20 years, Accenture has been partnering with the Consortium to create today’s secure 

CalSAWS foundation. We have worked with you to serve the member counties’ most vulnerable 

residents as the Prime System Integrator through the analysis, design, development, implementation, 

and ongoing maintenance and operations (M&O) phases across four of the five Consortium’s 

projects which are now being combined into a single, seamless, cloud-based solution. Accenture 

currently serves as the prime M&O contractor for the 42-county CalSAWS system and Prime System 

Integrator for migrating the remaining 16 CalWIN counties. Together, we have evolved—always 

flexing fast to navigate bumps on the journey and adapt as your needs and programs have 

changed. 
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Figure 2-10. We will draw on our extensive network of California offices and the expertise of our more 

than 7,700 California-based employees. 

Our long-term relationship and commitment to government and educational institutions in California 

has enabled us to understand the demands, challenges, and aspirations faced by the Consortium. 

CalSAWS Experience 
For over 22 years, our people have worked with you to deliver many mission-critical applications to 

California counties—including CalSAWS, C-IV, LRS, and C4Yourself—that have served county users. 

Our relationship is one of the longest tenured relationships within Accenture. Like all relationships, ours 

has evolved over time and will continue to strengthen because of our commitment to your mission. 

We have grown our partnership with the Consortium, and its predecessor consortia over the past two 

decades to be trusting, collaborative, and transparent. During this time, we have collaborated to 

serve the member counties and their most vulnerable residents as the Prime System Integrator 

through the analysis, design, development, implementation, and ongoing maintenance and 

operations (M&O) phases across projects like CalSAWS, C-IV, LRS, and C4Yourself. 
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We bring deep knowledge of how CalSAWS was built and operates. We led the team that built this 

world-leading benefits system. We built the foundation and can accelerate the shift to cloud-native 

services. We have been part of the Consortium and counties DNA from Day 1—for 20+ years.  

Accenture is proud to partner with the Consortium to expand the CalSAWS system to ultimately serve 

58 counties making it the largest integrated eligibility system in the United States. With the Consortium, 

we will offer a consistent experience for Californians statewide and provide one system solution for 

the entire State. 

Additional California Experience  
Accenture has also partnered with various California counties to successfully deliver projects to 

support their resident needs. A few of these projects are highlighted on the following pages. 

Enabling improved resident access and customer service in LA County  

Client's concern 

LA County Department of Public Social Services old legacy Customer Relationship Management 

(CRM) system was outdated, slow, and non-scalable, and required eligibility case workers to 

manually enter case information into the legacy system (LAGAN), causing delay in processing cases 

and calls, potential mistakes during manual entry, and outdated case information, and slowing the 

distribution of benefits to Angelenos.  

How Accenture Helped 

In January 2021, Accenture partnered with the LA County Department of Public Social Services 

(DPSS) to upgrade four of their customer service call centers (CSC)s. Accenture replaced the existing 

ticket management system, LAGAN, by migrating and implementing a new Customer Relationship 

Management (CRM) system using components of the Salesforce Lightning Service Cloud Enterprise 

Edition Software. Go live for the new Salesforce-based systems occurred in September 2021, with 

enhancements continuing today.  

Outcomes 

Accenture implemented a Salesforce Service Cloud application for case management, created a 

user-friendly customer portal providing self-service options, built mobile and desktop applications to 

automate business processes, provided robust reporting and workflow processing, and integrated 

Salesforce Lightning Service Cloud Enterprise Edition Software with the Consortium's welfare benefits 

system (CalSAWS).  

The new system embedded past case notes in a user-friendly format to give eligibility case workers 

easy access to case information and introduced SLAs to ensure faster response times and timely case 

resolution. The data could include a customer's basic contact information, their past and present 

purchasing history, as well as information on the interactions they had with business touchpoints that 

they met on their customer journey. All customer information could be found in one place, 

eliminating the need to access multiple systems, establishing new departmental efficiencies, saving 

case worker time, and better serving Angelenos seeking welfare assistance. The improvements to 

LAGAN are an example of Accenture’s Customer 360-degree Value tenet: a singular comprehensive 

view of a customer's data.  

Additional highlights: 

 Accenture facilitated all project management activities. 

 Accenture architected a modern CRM solution leveraging Salesforce and Amazon Web Services 

(AWS). 
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 The project included approximately 10 inbound and outbound interfaces with CalSAWS. 

 The LA County DPSS CSC team worked closely with their CalSAWS counterparts to seamlessly 

integrate the two systems. 

 The outcome was a “turnkey” contact center management and operations service to support 

DPSS staff and Customers.  

Innovative virtual reality training improves welfare eligibility outcomes in San Diego County  

Client's Concern 

San Diego County wanted to address error rates in eligibility decisions that affected whether families 

received the essential benefits needed to access food, health care, housing subsidies, and other 

basic needs. The County recognized new case workers needed more experience to help them 

conduct interviews to validate eligibility for these vital programs. However, the County also 

understood it could take years for case workers to develop the necessary skills and experience to 

effectively complete the responsibilities of the role.  

How Accenture Helped 

To help reduce error rates in eligibility decisions, the County turned to Accenture to explore a new 

and better way to train case workers on the human side of social work. The County selected the 

award-winning Accenture Virtual Experience Solution (AVEnueS) to train case workers in a virtual 

environment using realistic scenarios. Together, we used AVEnueS to create an interactive, fully 

immersive, 360-degree virtual reality (VR) learning module focused specifically on eligibility that used 

immersive storytelling and experiential learning to reimagine strategies for staff development, 

screening, and recruitment. The training experience was unlike typical virtual reality because it used 

interactive voice-based, hands-free technology in simulations of real-life situations that case workers 

face in the field and office. The cloud-based conversation engine used machine learning and 

natural language processing (NLP) to recognize and interpret the case worker’s questions and 

statements. The result was an incredibly life-like experience that simulated what the case worker 

would experience on the job. 

When new case workers completed an AVEnueS training module, they then participated in a 

seminar that brought case workers together to share their learnings, review their experiences and 

biases, and learn essential skills. These seminars were led through guided discussions and custom-

learning curriculum, boosting case workers’ abilities to inquire, observe, and interpret human 

behavior. Following AVEnueS training, case worker participants felt like they could ask questions to 

elicit more positive responses and remain respectful throughout their interactions with beneficiaries 

without sounding accusatory or insensitive. 

Outcomes 

AVEnueS training modules have improved the way case workers conduct eligibility intakes. Because 

San Diego County case workers use the CalSAWS eligibility system, this innovative approach can now 

be rolled out to all other counties to help them improve customer service for eligibility systems.  

With the addition of AVEnues to its casework curriculum, the County with Accenture’s support 

improved the ability of new and even more seasoned caseworkers to use question-style inquiries 

when communicating with county residents, reducing error rates in eligibility decisions. Over 90-

percent of AVEnueS participants have reported the training improved their skills in engaging 

individuals and provided a realistic expectation of their new role and responsibilities. Equally 

impressive is that 100% of AVEnueS training participants said they would recommend the experience 

to a coworker. 
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Putting people at the center for San Francisco Human Services Agency (HSA)  

Client's Concern 

San Francisco Human Services Agency (HSA) helps individuals, families, and communities, with 

services including food, health care, finances, employment, childcare, and safety/protection. HSA 

sought a qualified racial equity training consultant for the agency’s executive leadership and 

program directors to specifically provide racial equity coaching and leadership development to over 

70 HSA executives, board, and commission members. Their goal was to facilitate deep dialogue on 

race, share a common understanding of equity, and to develop critical inclusive leadership skills. 

How Accenture Helped 

From January to April 2022 Accenture and the 3:08 Collective partnered with HSA to create 

meaningful impact through deep dialogue on racial equity, beginning with an exploration of 

identity, race, and trauma, followed by an examination of how we use power responsibly, and 

ending with courageous actioning and goal setting. We partnered with an external minority-owned 

agency, 3:08 Collective, to reframe difficult conversations around diversity, equity, and inclusion (DEI) 

data into meaningful opportunities to learn and connect in shared spaces with the HSA employees. 

Rather than focusing on shifting metrics, we focused on shifting mindsets, awareness, and behaviors, 

and in a psychologically safe setting.  

Outcomes 

These types of inclusive trainings foster improved and open dialogue, greater understanding, and 

allow us a path forward in a more cohesive and trusting way. By centering on humanity, equity, and 

accountability, we were able to educate and build awareness for 60+ leaders and commissioners of 

the City of San Francisco, who in turn impacts tens of thousands in our community. Lessons learned 

from this open dialogue, as well as our collaboration with the 3:08 Collective, have been applied to 

future inclusion and diversity trainings, and to inspire others in the public service space nationwide.  

Accenture Innovation Program 
Innovation is at the heart of what we do; we define it as “the delivery of new ideas that add value.” 

Showcasing new technologies, generating new ideas and discussing future strategy are all important 

parts of moving forward. Accenture sees innovation as the broader journey as the business goes on, 

to enable it to continue to change over time, moving ideas through to implementation. From 

incremental improvements to entirely new business models, we aim to help our clients create new 

value in their specific context and at a pace that works for them.  

Award-winning CalSAWS Innovation Program 

Accenture strives to keep CalSAWS future-ready at the 

forefront of welfare. Wherever welfare is heading over the 

next 20+ years, we will be with you, continuously innovating 

to keep CalSAWS at the leading edge as the world's 

flagship welfare system. In 2021, to formalize our innovation 

approach within CalSAWS, we revamped the CalSAWS 

Innovation program and based it on the popular 

entrepreneurial-themed TV show called Shark Tank. The 

success and learnings from this program directly influence 

our proposed next iteration of the innovation program for 

CalSAWS. This program was recently recognized by the American Public Human Service Association 

(APHSA) IT Solutions Management for Human Services (ISM) as a 2022 winner for Collaboration Across 

Boundaries! 
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We hold an innovation event every quarter, in which the Consortium identifies the business challenge 

they want to address, which becomes the theme for that quarter's event. We invite people from 

across Accenture, the Consortium, CWDA, other vendors, and the counties to submit innovative 

ideas that address the chosen business challenge. Accenture and the Consortium then select the 

top five ideas to be pitched at the innovation event, and five teams comprised of Accenture and 

county members and other SMEs develop their ideas in a series of design thinking workshops. The 

teams define their prototypes in these workshops and craft their stories into a pitch which is then 

presented at the innovation event. At the end of the event, one or more projects are chosen to be 

prototyped, and Accenture funds a three-month proof of concept (POC) in the chosen county 

where we implement and test the design. 

The results of each POC are shared at the next quarterly innovation event, which includes county 

recommendations to continue the program and/or scale the technology statewide. The Innovation 

Program has galvanized ingenuity and creativity across the ecosystem to transform the CalSAWS 

culture into an environment that fosters innovation, promotes new technologies, and rewards people 

for creating ideas that benefit customers and county staff. 

Accenture Innovation Hubs 

We invest in innovation within our business through 

investments in research and development (R&D), thought 

leadership, assets, and capabilities. Accenture Research 

identifies key technology and business trends, and we invest 

in building our capability and know-how around these new 

technologies through our partnership with the start-up 

ecosystem and our R&D projects in Accenture Labs and 

Studios. We then bring this innovation at scale to our clients 

through our innovation centers and delivery centers. Our 

seven technology labs situated in Silicon Valley, Washington 

DC, Sophia Antipolis, Bangalore, Beijing, Dublin, and Israel 

and the network of innovation centers in the Accenture 

Innovation Center Network (ACIN) help our clients develop 

an innovation agenda through over 100 innovation client 

workshops per year. 

We harness innovation through the research and 

development activities in the Accenture Labs, through 

emerging technologies and big ideas. We work with our 

clients to use current technologies using Accenture Innovation Labs/Liquid Studio and bring the next 

generation of platforms/ideas to realization, illustrated in Figure 2-11. 
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Figure 2-11. Accenture's Innovation Architecture brings next generation platforms and ideas to 

realization. 

Our network of innovation architecture is the engine we use 

to provide fresh, hands-on innovation insights, ideas, and 

showcases practical applications based on broad 

experience and deep specialization. Each hub is home to 

multidisciplinary teams of designers, developers and other 

technology experts who work with clients to investigate, 

imagine, and bring to life new ideas. Bringing together 

Accenture’s full suite of innovation capabilities, each hub 

taps the local talent technology ecosystem, including 

startups, universities, and industry leaders.  

Accenture West Innovation Framework 

We have conceptualized an innovation framework shown in 

Figure 2-12 that will help our key accounts in the west to 

evolve beyond one-time initiatives towards repeatable and 

scalable innovation programs. We believe that the closer 

we are to clients, the more value we can deliver to these 

accounts. Therefore, we embed dedicated innovation 

resources for our key accounts, (including CalSAWS). They 

will focus on uncovering problems and driving the 

innovation agenda at the account.  
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Figure 2-12. Our West Innovation Framework helps key accounts evolve beyond one-time initiatives 

towards repeatable and scalable innovation programs. 

Accenture is a leader in innovation consulting 

Forrester Research ranks Accenture as a leader in innovation consulting, as shown in Figure 2-13. 

 

Figure 2-13. Accenture is on the front line of innovation consulting, bringing you the experience 

needed for M&E success. 
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In fiscal year 2022, we continued to make substantial investments in creating innovative business and 

technology solutions. We invested $1.1 billion in R&D and now have a global portfolio of more than 

8,300 patents and pending patent applications. We further invested $3.4 billion across strategic 

acquisitions to acquire critical skills and capabilities in strategic, high-growth areas of the market. Our 

clients benefit from our ongoing investment in research, ventures, labs, design studios and delivery 

centers. Most of that capital was to extend our capabilities in new technologies including 

blockchain, robotics, 5G, quantum computing and edge computing. 

Accenture is at the forefront of the trends and techniques of today and has the structure and 

processes in place to deliver on the innovations of tomorrow (Figure 2-14). As an established leader in 

IT outsourcing, we combine the power of leading OEM partners—IBM, Oracle, Microsoft, AWS, 

Google and more—with our intelligence, innovation, and financial services industry capabilities to 

drive large-scale, platform-enabled transformation. As we have done in the past, we will continue to 

work with you to identify areas where we can bring value and accelerate innovation using 

Accenture industry assets, ecosystem partners, and our Innovation Labs. 

 

Figure 2-14. Accenture's Innovation Architecture drives large-scale, platform-enabled transformation. 

Integrated Eligibility Experience 
Accenture is an Integrated Eligibility Pioneer with proven performance on delivering "Firsts". We will 

leverage our 35-year track record of successfully transitioning, operating, and providing efficient 

maintenance and enhancement services for integrated eligibility systems for this project. This 

experience is represented in Figure 2-15.  

We have implemented and operated 16 integrated eligibility and enrollment systems in the past 

three decades. Our integrated eligibility experience encompasses Supplemental Nutrition Assistance 

Program (SNAP), Temporary Assistance for Needy Families (TANF), Child Care, Employment Services, 

Food Assistance Employment and Training, Low Income Energy Assistance Program (LIEAP), 

Automated IV-E Eligibility, and medical assistance programs, including Medicaid (MAGI, E&D, and 

LTC), CHIP, AIDS Drug Assistance Program (ADAP), and additional state-funded programs. We are 

driven by our approach to partner with our clients and provide lasting support to their communities. 
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The hundreds of Accenture California employees bring more than 10,000 collective years of 

California Integrated Eligibility experience. Because we built the system, we know precisely how it 

operates. Our team has a deep understanding of the technology architecture and processes, plus a 

detailed working knowledge of California’s regulatory frameworks. We understand the requirements 

of the 58 counties and how to manage the complex interplay between all parties while collaborating 

smoothly in a multi-vendor environment. Therefore, we believe we are the right vendor to help 

CalSAWS accelerate into the digital phase of our journey. 

Work in Community  
As the digital era presents immense opportunities and unforeseen risks, we are finding new ways to 

apply technology to create positive and lasting impact in our communities. Our Corporate 

Citizenship approach is driven by our overarching theme “Skills to Succeed” and is delivered through 

our business in collaboration with clients and not-for-profit organizations. It is embedded in our core 

values and a fundamental part of our culture.  

Together with our partners, clients, and communities, we aim to solve complex problems, including 

closing employment gaps through our global Skills to Succeed initiative. Through Skills to Succeed, we 

provide employment and entrepreneurship opportunities alongside our partners. We have equipped 

more than 5.8 million people worldwide with the skills to make substantive improvements to their lives. 

We are continually evolving Skills to Succeed to meet changing market needs and support people 

throughout their career journey—from young students to new graduates to more experienced 

workers. 

In California, we are dedicated to doing valuable work in our local communities.  

L.A. Works—Volunteering in Vulnerable Populations: 2000–present 

For more than 20 years, volunteers from our teams have been actively working together to support 

L.A. Works, the premier volunteer action center in Los Angeles. Together, they have been involved in 

numerous frontline activities to support some of the city’s most vulnerable people, while also raising 

funds to help address a wide range of key issues. We’re immensely proud that, as one team, we’re 

continuing to make a significant, visible, and lasting contribution across the greater Los Angeles 

community. 
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Chrysalis—Changing Lives through Jobs: 2013 – Present 

For nearly 10 years Accenture has been a valued 

partner of Chrysalis—a non-profit organization 

offering free services to help people prepare for, 

find, and keep jobs. Since 2013, Accenture has 

donated more than $200,000. This has helped to 

support people navigating barriers to the 

workforce by offering a job-readiness program, 

individualized supportive services, and paid 

transitional employment. Accenture employees 

have also provided hundreds of hygiene kits for 

Chrysalis clients over the years.  

In addition to financial and in-kind support, for the 

past decade, Accenture executives have served 

on the Chrysalis board of directors. Lulu Fou, an Accenture Managing Director with 20 years of 

experience with CalSAWS, C-IV and LRS, joined the board in 2018 and has provided strategic 

leadership as well as advocacy within Accenture for the work Chrysalis does. Lulu and her team 

provided significant pro bono support in 2019 as Chrysalis embarked on the transition of its case 

management system to the Salesforce platform, helping to mentor a program manager and assist 

with the discovery process. Furthermore, Chrysalis hosted a group of Accenture employees for a day 

of service, during which they toured Skid Row and the downtown program site, helping a group of 

clients to create resumes and practice their interview techniques.  

Sacramento Backpack Drive: 2013–2019 

Backpack drives have been another fun way for our teams to join forces over the years to give back 

to the local communities. Organized by the Sacramento Food Bank and Family Services, each event 

would see our volunteers form an assembly line to fill bags with crayons, pencils, notebooks, and 

other essential school supplies to prepare students for the year ahead. 

Sacramento Children's Home: 2010–2018 

For almost a decade, volunteers from our team got together to take part in an annual holiday charity 

drive organized by Sacramento Children’s Home, a non-profit benefiting low-income and poverty 

line families and children. Those who participated chose a children’s star and contributed to fulfilling 

a wish list of that child’s needs. The supplies, which typically included popular items like toys and 

clothes, were then provided to the Sacramento Children’s Home for distribution to children in need. 

Additionally, we engage with nonprofit organizations through employee volunteering, board 

participation, and pro bono efforts as illustrated in Figure 2-16. 
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Figure 2-16. Accenture is dedicated to giving back to the community in California. 

In addition to doing good in our local communities, we are also committed to reducing our 

environmental impact, demonstrated by our ISO 14001 certification that highlights that we take an 

active role in limiting negative impacts that could arise from our operations. Accenture has been 

globally certified since 2009. 
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Inclusion and Diversity  
At Accenture, our people are our largest and most 

important investment. We celebrate the diversity of ideas, 

opinions and contributions that may be influenced by a 

variety of ethnic backgrounds and can improve the way 

we work together and deliver services to our clients. For 

the Consortium, our diverse workforce brings with it a 

broader skill base, creativity, and innovation—bringing you 

improved business results. Accenture aims to provide our 

people with the resources and training to work effectively 

across cultures—both virtually and face to face. Our 

leadership imperative is clear: Create the future workforce—now.  

CalSAWS IDEA Initiative 

The Inclusion, Diversity and Equity Advancement (IDEA) team at CalSAWS was created in 2019 with 

the mission to promote a visible commitment to diversity, equity and inclusion that guides our 

behaviors and business strategies in a manner that maximizes our ability to respect differences of 

employees and communities we serve. The first IDEA pillar, “Being the Change” was prompted by the 

recent scale of recognition to social injustice and systematic racism in the U.S. Along with many other 

well-respected organizations, CalSAWS’ leadership recognized the need for underrepresented 

groups to feel included.  

Using user-centered design, a group of 25 diverse employees participated in collaborative sessions to 

develop intentionally inclusive initiatives that will advance diversity, equity, and inclusion (DEI) 

at CalSAWS. The vision for the future of IDEA is to enhance, modify and transform the DEI culture 

at CalSAWS with the intention to cultivate a supportive and inclusive work environment while 

fostering equity and opportunity for all groups, leveraging agile and innovative methodologies. 

Expansion of IDEA will incorporate more voices from diverse groups to maximize our ability to respect 

differences of the employees and communities we serve.  

Some of the programs supported by IDEA are provided in Figure 2-17. 

 

Figure 2-17. IDEA initiatives foster an environment of inclusivity and diversity.  
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Accenture's commitment to Inclusion and Diversity 

We continue our commitment to diversity with the aim that every one of our people has a full sense 

of belonging within our organization. As a business imperative, every person at Accenture has the 

responsibility to create and sustain an inclusive environment. Our leaders around the world, including 

members of our Global Management Committee who sit on the Accenture Diversity Council, have 

helped shape our five Inclusion & Diversity global priorities: cross-cultural diversity, ethnic diversity, 

women, lesbian, gay, bisexual, and transgender (LGBT), and persons with disabilities. 

In September 2020, our CEO and entire Global Management Committee reaffirmed our stand 

against racism and commitment to equality for all—with zero tolerance for discrimination, bigotry or 

hate of any kind—by announcing new actions to support ethnic and racial diversity. We set new 

external goals to increase race and ethnicity representation by 2025 in our workforce overall and 

among managing directors in the United States, the United Kingdom, and South Africa and 

increased our community investments to support economic inclusion. 

Accenture has been recognized as number one on DiversityInc’s 2022 Top 50 Companies for Diversity 

list—a recognition that also welcomes the company into its Hall of Fame. This marks the 16th 

consecutive year DiversityInc has recognized Accenture in the United States for the steps it has taken 

to create an inclusive and equitable culture. In 2022 we were also the highest scoring company on 

the Bloomberg Gender-Equity Index, our fifth consecutive year to be included. We are proud to be 

leaders among our peers when it comes to inclusion and diversity. 

Figure 2-18 illustrates our wide view of diversity.  
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Figure 2-18. We recognize the importance of intersectionality to our people and seek to accelerate 

equality for all where everyone feels they belong. 

Embedding Sustainability in Delivery for CalSAWS 

Why should we include Sustainability in CalSAWS? 

We understand how important the goal of achieving carbon neutrality by 2045 is to the State of 

California. We have gone through the State’s climate and sustainability goals in detail and would like 

to work toward achieving the State’s blueprint to climate commitment. 
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“As the fifth largest economy in the world, California State has an outsized role in demonstrating to 

other states and countries that a clean energy future is not only possible, but beneficial to the well-

being of its residents and the economy. Moving to a clean electric grid is a foundational step that will 

unlock and support economywide opportunities to achieve carbon neutrality and address the most 

catastrophic impacts of climate change. 

The State now aims to achieve carbon neutrality by 2045 and net negative emissions thereafter” 

Reference: Senate Bill 100 Joint Agency Report (California Air Resources Board, California Energy 

Commission, and California Public Utilities Commission): Charting a path to a 100% Clean Energy 

Future, California Energy Commission. Gavin Newsom, Governor, March 2021. 

1. California’s Climate and Sustainability Goals:  

485k 100% $3B+ 40% 100% 
Clean Energy 

Jobs1 

California's Clean Energy 

Commitment by 20452 

in Annual State 

Capital Support3 

GHG Reduction 

Target by 20304 

Light-Duty ZEV Sales 

Target by 20355 

 

Reference: https://business.ca.gov/industries/climate-and-clean-energy/  

Current California GHG Emission Inventory Data: 2000-2020 GHG Inventory (2022 Edition) 

 

Reference: https://ww2.arb.ca.gov/ghg-inventory-data; California's annual statewide greenhouse 

gas (GHG) emission inventory is an important tool for establishing historical emission trends and 

tracking California's progress in reducing GHGs. 

2. The California Blueprint for Climate Commitment: 

As part of the biggest climate investment in history i.e., $53.9 billion, the California Climate 

Commitment, Governor Newsom’s comprehensive plan is to protect Californians from the extreme 

effects of fires, drought, and heat; significantly reduce pollution, transition dependency away from 

big polluters and save Californian’s money and create more prosperous communities.  

Reference:https://www.gov.ca.gov/wp-content/uploads/2022/06/California-Climate-Commitment-

.pdf?emrc=a1279a  
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Leveraging diverse staffing to support our solution 

To deliver a robust solution to the Consortium, Accenture has leveraged our strong network of 

partners with a core objective of helping CalSAWS continue as a sustainable, high-performance 

business while getting the most value out of technology investment. We have chosen our partners 

precisely aligned with CalSAWS’s needs to add skills, technology, and insights applicable across 

Infrastructure and M&E.  

Our team has been formed specifically for this project. Led by Accenture, our team comprises 

industry-recognized thought leaders responsible for strategic planning, transformation, cloud, cross-

domain guidance, engineering, and quality control. We provide details on all our subcontractors on 

this project in Volume 1B, M&E Business Proposal, Part 2, Section 2B Firm Qualifications. 

Accenture's Commitment to Sustainability 
At Accenture, we believe that sustainability needs to be 

at the core of every business. In line with the United 

Nations’ Sustainable Development Goals, we define 

sustainability broadly to include environmental, social, 

and governance (ESG) issues, from transitioning to a zero-

carbon economy to human rights to inclusion and 

diversity. In fact, we have made sustainability one of our 

greatest responsibilities, not because it’s the right thing to 

do, but because it’s one of the most powerful forces for 

change in our generation.  

That’s why we work to embed sustainability into 

everything we do, with everyone we work with, creating 

both business value and sustainable impact, enabled by 

technology and human ingenuity. Our approach includes 

making ambitious commitments that align with climate 

science and taking meaningful actions to reduce our 

environmental footprint, which helps to decrease our 

impact on our clients’ emissions.  

In addition, we work with our clients from strategy through execution to tackle their greatest 

sustainability challenges by reinventing their businesses at scale. And we encourage our suppliers 

and our people to take eco-positive actions, embed sustainability into all our products and services, 

and operate as an ethical business—helping to create a more sustainable world for all.  

To help deliver on our commitments, our goal is to create 360° Value for all our stakeholders as 

illustrated in Figure 2-19 and Figure 2-20. This goal reflects our growth strategy, our purpose, our core 

values, and our culture of shared success. We launched our 360° Value Reporting Experience—a new 

way to share our progress on how we are creating this value. This comprehensive digital tool brings 

together all our environmental, social and governance (ESG) and financial metrics, progress, and 

performance in one place, measuring how we are doing against our goals.  

Figure 2-19. We strive to create 360° 

Value for all our stakeholders. 
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Figure 2-20. We work with clients to instill sustainability throughout our joint operations. 

Our progress on reaching our sustainability targets so far is shown in Figure 2-21. 

 

Figure 2-21. We are working towards our sustainability targets and are proud to share our progress 

with the Consortium. 

Thought Leadership 
Our commitment in this market goes beyond the effort we have put in to developing our Integrated 

Eligibility infrastructure and M&E offering. At Accenture, we understand that change is inevitable and 

increasing at a rapid pace. We take a proactive approach to identify innovative business and 

technology trends, teaming our talented researchers with our Innovation Network to develop and 
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deliver cutting-edge thought leadership. Our work includes global, cross-industry projects and 

research that is focused on specific industries and/or geographies. 

Collaborating with other health and human services (HHS) thought leaders 

Accenture has been on the leading edge of HHS innovation for a long time. As illustrated in Figure 2-

22, we collaborate with and support several industry associations, such as the American Public 

Human Services Association (APHSA), National Association of Public Child Welfare Administrators 

(NAPCWA), and the National Child Support Enforcement Association (NCSEA). Also, we sit on the 

Human Services Information Technology Advisory Board (HSITAG), which was founded in 1993 by a 

small group of private companies serving the Human Services Information Technology market. 

HSITAG has grown to include senior executives from more than 35 of the nation’s leading companies 

that work with HHS organizations at all levels of government. 

 

Figure 2-22. Accenture stays on the leading edge of health and human services (HHS) innovation by 

collaborating and supporting several industry associations. 

We collaborate with our peers to encourage educational outreach between the vendor community 

and our federal, state, local, and non-profit partners; share innovation across programs; and offer 

guidance to improve the delivery of HHS programs.  

Coming to one table for the Integrated Eligibility Multi-State Forums 

For the past eight years, Accenture has organized an event to all our integrated eligibility clients 

called “The Multi-State Forum.” The event brings together all our integrated eligibility clients to discuss 

market trends, innovations, lessons learned, and other relevant topics. Our clients always find this 

valuable because states come together and share ideas and experiences with their counterparts at 

other agencies across the US. This year's forum focused on relevant topics such as Customer 

Engagement, Behavioral Health Challenges, the future of work (attracting, developing, and retaining 

talent), and security. We were delighted to have the CalSAWS Project participate again this year and 

share the story of our quarterly innovation challenges. We received positive feedback on this topic 

from multiple states, with one client saying the innovation challenges can give the county workers a 

mechanism to bring forward innovation ideas that can be brought to fruition through rapid 

prototyping (before scaling it) and get some visibility across our counties.  

Investing in the health and human Services (HHS) agency of the future 

Eight years ago, Accenture realized no forum existed for HHS leaders to collaborate, share lessons 

learned, and discuss industry issues and trends. In response, we began our groundbreaking work in 
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planning and conducting the nationally recognized Health and Human Services Summit, held 

annually at Harvard University. In collaboration with the Technology and Entrepreneurship Center at 

Harvard, Leadership for a Networked World, and APHSA, we convene HHS leaders to help them 

address challenges and seize opportunities to transform their organizations. The Harvard Summit 

focuses on leading and emerging real-world experiences that enable HHS agencies to deliver better 

outcomes and achieve a higher return on investment for taxpayer investments. As illustrated in Figure 

2-23, each summit produces an annual report on industry issues and trends. 

 

Figure 2-23. Each year, the Harvard Summit produces an annual report that focuses on improving 

outcomes and achieving a higher return on investment for taxpayer investments. 

Public service experience through a new lens 

Our 2022 survey of 5,500 consumers and 3,000 public service workers in ten countries highlights the 

unique experience requirements needed to deliver public services today. Not surprisingly, agencies 

are focused on compliance and outcomes, not on attracting and retaining customers. And they also 

have the additional challenge of delivering equitable services to diverse populations, often at times 

when people are in great need. The results of our survey point to a fresh approach to public service 

experiences. Agencies that combine digital technology and human ingenuity can deliver the 

fundamentals that people expect—simplicity, humanity, and security. That is how they can ensure 

that people get the services they need and are eligible to receive while building their confidence in 

government. 

It makes sense that people would expect to connect with government agencies in the same ways 

they interact with consumer brands. While that may be the case in some situations, people want to 

experience government services within their personal contexts. Our research shows, public service 

agencies can deliver on people’s experience expectations to completely reframe experiences 

around how people live. 
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Cloud continuum 

Moving to the cloud is no longer an option, it’s essential. 

Companies often view a move to the cloud as just a means 

to reduce costs, but there is far more to it than that. 

‘Continuum Competitors’ use cloud as a future operating 

model, enabling them to innovate quickly and gain a 

competitive edge. They adopt up to 80-percent more 

technologies and deliver better outcomes. Outpacing their 

peers, they benefit from a 1.2x -2.7x greater cost reduction.  

Accenture Technology Vision  

The Accenture Technology Vision, released annually, 

outlines the key tech trends leaders must embrace to forge 

a better future and offers some interesting examples of 

industries where conventional business ideas have been upended. These signature publications focus 

attention on what Accenture aims to be most famous for: our growth priorities and our annual 

technology, business, and human visions.  

Throughout FY21, technology proved its value like never before. It enabled new ways of doing 

business and interacting with customers, and it boosted employees’ wellbeing and engagement. As 

companies shifted from reacting to the crisis to reinventing their future, we launched a report called 

"Leaders Wanted: Experts of Change at a Moment of Truth." The report predicted five key technology 

trends we forecasted that would shape business and industries over the next three years.  

In this year’s Accenture Technology Vision (FY22), our 

trending topic is all about the Metaverse—worlds of pure 

re-imagination. We have a distinctive perspective: that the 

Metaverse is a continuum, a spectrum of digitally 

enhanced worlds, realities, and business models. It will 

revolutionize nearly all aspects of life and business in the 

next decade, allowing collaboration in virtual spaces, 

augmented physical places, and a blend of both. And it 

will create new lines of business and transform interactions 

between customers and companies. 
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To meet and exceed your expectations, goals, and requirements for the M&E Staffing scope of work, 

we have assembled a team with an unmatched set of skills and experience. This team is comprised 

of the Right People for CalSAWS. To select these Right People for CalSAWS, we relied upon a set of 

nine Core Values that we created to drive our approach to CalSAWS success. These Core Values are 

shown in Figure 3-1. Our proposed team embodies the five foundational core values that have long 

been part of the CalSAWS culture, enhanced with four additional core values to deal with growing 

scale and complexity of CalSAWS.  

 

Figure 3-1. Our Core Values combine our foundational values with new values tailored to accelerate 

the CalSAWS Consortium into the future. 

Obsession with the Success of the Counties 

Our team has shown that they go above and beyond to deliver their best for the Counties—doing 

what’s right and never settling for “good enough.” Their actions throughout their tenure with CalSAWS 

have demonstrated that commitment to the Consortium and the counties. Our people are driven by 

the CalSAWS mission and by serving California's most vulnerable residents. 

Transparency 

Our staff communicate freely and transparently. To deliver the 

best for CalSAWS every day, we foster a culture of 

transparency among our team, allowing us to better deliver 

seamless services. We empower our CalSAWS team to speak 

freely, honestly, and to address issues and challenges head-

on. When we stumble, we own it and are transparent about it.  

"No Surprises." It's a difficult objective to meet and that's why it's so important. A team with the Right 

People will not settle for anything but "No Surprises." 

Stability 

Stability refers to our ability to retain highly skilled and experienced staff by providing them with 

space to grow and thrive. We are proud to have built a team who wants to be at CalSAWS because 

they believe in the mission and feel respected as individuals. They know we listen to their feedback to 

create a work environment where diverse ideas are welcome and where people feel appreciated. 

In the end, it's all about enjoying what you do, the ability to be a great human, and doing these 

things with other people. We would be proud to compare our staff retention success rates with those 

of any other contractor. 
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Collaboration 

We do our best work with the Consortium when we collaborate and adhere to our One-Team 

culture. Fostering a culture of collaboration means creating an inclusive environment and enabling 

communication opportunities. Our staff have put extra emphasis on collaboration, not just within 

Accenture, but across all CalSAWS organizations. We have collaborated with virtually every other 

CalSAWS contractor to enable their success—from Deloitte’s OCM efforts to Gainwell’s Central Print 

contract. We are proud that our approach to collaboration has helped to integrate and amplify the 

success of multiple contractors of CalSAWS. 

One-team Culture 

Our teamwork and adherence to the One-Team culture benefit CalSAWS, the Consortium, and the 

counties. Our team truly believes that we are better together—united as One-Team. Accenture is 

proud to have been a foundational member of the CalSAWS Team when we formalized the One-

Team culture philosophy and action plan to make it a reality. 

Enhanced Communication 

As CalSAWS grows in scale and complexity, enhanced communication will be core to CalSAWS 

success. Fast, effective, understandable communication with Consortium and County executives will 

facilitate quick, effective resolutions to unexpected events. Enhanced communication will be one of 

our guiding principles and we will embed it into CalSAWS operations.  

Increased Innovation 

We will drive a culture of innovation at CalSAWS. As a Core Value, Increase Innovation means that 

we will provide our people the opportunity to explore new technological or process-based ideas that 

drive improvements for CalSAWS and the counties. Our people know that increased innovation leads 

to optimized costs and more value for the counties—giving our team an edge. Through our award-

winning CalSAWS Innovation Program (modeled after the popular Shark Tank show), we have 

created a culture of innovation in the Accenture team. We will continue to invest in this program to 

further advance the Innovation culture at CalSAWS. 

Security-first Mindset 

Accenture staff are required by Accenture to consider security in everything that they do. At 

CalSAWS, we have learned how challenging it is to retrofit modern security protocols and technology 

into a massive mission-critical enterprise application. Our staff understand how important it is to get 

security right—to build it into design rather than reacting as security incidents occur. Accenture 

counts on our people to demonstrate a security-first mindset. Not only does our CalSAWS Team have 

more than 100 security-related certifications, but the entire team has completed an organized 

Information Security Advocate training program on client data protection. 

Enterprise Thinking 

Put simply, Enterprise Thinking means that we are successful together across teams. Rather than 

thinking and working in siloes, we expect our team to demonstrate an enterprise-first mindset and 

consider downstream impacts to the counties and our beneficiaries, as well as the multi-contractor 

impacts of our actions. Our people connect the dots across teams and partners to deliver the best 

for the Consortium and California's counties. Our Right People consider the success of CalSAWS as an 

entire enterprise, not just within our scope of work. 

…the Right People 

As we look forward to the future of CalSAWS, we have proposed people who embody our Core 

Values. Our team has a unique blend of long-term CalSAWS experience and outstanding non-

CalSAWS experience that cannot be matched. We believe these are the Right People for CalSAWS, 

today and far into the future. 
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When working with Accenture, many of our clients comment on the One-Team environment that we 

promote and that they regularly note there is no difference between Accenture and their employees 

apart from their badges. We will continue to promote this One-Team culture with the Consortium and 

other contractors.  

Our focus on shared success is the hallmark of our relationship with the Consortium and the reason 

why so many of our people feel a special connection to the work we do here at CalSAWS. We 

believe that together we can continue to make a difference in the lives of Californians. We organize 

our response to 3.1 M&E Staffing Approach as shown in Figure 3-6. 

 

Figure 3-6. Our response to M&E Staffing approach includes general contractor staffing 

responsibilities, staff responsibilities, contractor key staff changes, and staff performance. 

3.1.1 General Contractor Staffing Responsibilities 
RFP # 5.3.2.1.1  

The Contractor is responsible for providing all Staff necessary to fulfil the Services and requirements defined in this RFP. Any increase to the 

Agreement price for additional staff will only be allowed pursuant to the Consortium Change Order process. 

The Contractor is responsible for employing an approach for Staff management that facilitates a productive working relationship with 

Consortium Staff, County Staff, other Consortium contractor Staff, and State Staff/Project Sponsors. The Contractor’s Staff will proactively 

coordinate and work collaboratively with the Consortium. 

The Bidder must include an organization chart displaying the relationships of the M&E Services team and include the relationships of the 

M&E Services team to the Consortium and other Consortium Contractors. 

The Consortium seeks a partner who will employ an approach to Staff management that facilitates a 

productive working relationship with Consortium Staff, County Staff, other Consortium Contractor 

Staff, and State Staff/Project Sponsors. We understand that it is vital to CalSAWS success that all Staff 

proactively coordinate and work collaboratively with the Consortium and that Accenture's proposed 

Project organization chart reflects the M&E Services team and their relationships to the Consortium 

and other Consortium Contractors. 

We recognize that the success of CalSAWS relies on strong working relationships based on proactive 

coordination and collaboration. We also agree that a socialized organization chart showing the 

relationships of the M&E team is the basis for the dynamic interactions needed to keep all 

stakeholders aligned.  

We have maintained our strong working relationships with the Consortium for over 22 years, which 

can be seen in the quality of our interaction between Accenture and CalSAWS Migration Project, 

Consortium, and other Consortium stakeholders. Our overarching staffing approach for the 

Consortium, shown in  Figure 3-7, encompasses key staff criteria, our approach for staff management, 

our organization and relationships, and interactions between stakeholders. 
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Staff Management 
Our leadership is at the heart of our staff management approach. Their hands-on approach 

influences behaviors, brings value and significance to every role, reminds us of the vision and the 

bigger picture that we are all contributing to, and creates an overall sense of purpose. Our 

supervisors work with individual staff to identify opportunities for growth. We guide our staff through a 

structured training program based on their unique needs, current roles, and career trajectories.  

Once onboarded, we set clear expectations with new staff, immediately ramping them up and 

employing a buddy system to transfer knowledge from our tenured experts. We provide regular 

recognition and feedback and hold team meetings to keep staff engaged, and we conduct an 

Annual Employee Engagement Survey and review the results at the overall project and team levels. 

We also involve our staff in identifying areas for improvement and we promote and support 

employee resource groups (ERG)s, the CalSAWS buddy system, and we publish a newsletter for staff. 

We strive for excellence in how we manage our staff through our One-Team mentality and our 

leadership takes an active role in supporting the Consortium, our staff, and all contractors. Our 

commitment to staff development means that we will always have the Right People for the project, 

even as the needs of the Consortium evolve.  

3.1.1.3 Organization and Relationships 
We thoughtfully considered your scope of work for this effort, and we have hand-picked the Right 

People who will hit the ground running with the Consortium from Day 1. Our M&E Organization charts 

show how we have intentionally organized our team to align with our M&E Services approach.  

Executive Team 

Our CalSAWS Executive Team is organized to deliver their best for the Consortium and key County 

stakeholders, as shown in Figure 3-10. 

Project Sponsor 

A Project Sponsor is a Senior Accenture Leader appointed by Accenture’s Global Management 

Committee to ensure project success and resolve any escalations.  

Client Account Lead 

The CalSAWS Client Account Lead or CAL is a trusted client advisor who helps unleash the power of 

One Accenture to CalSAWS. The CAL focuses on client experience and relationships and serves as a 

direct conduit to Accenture broader ecosystem. The CAL aims to bring this project the best people, 

data-driven insights, new ideas, latest innovations, effective tools, expert thought leadership, and key 

investments from Accenture and Accenture's partners.  

Project Manager 

Our Project Manager is responsible for the day-to-day management responsibilities of Contractor 

Resources and activities and ensures that our staff possess the skills and experience necessary to fulfill 

the responsibilities of the agreement. The Project Manager works directly with the Consortium 

Executive Director, JPA Board of Directors, Project Steering Committee, and State Program Sponsors.  

Senior Advisory Team 

Expanding on our commitment to bring our best, we have appointed a Senior Advisory Team to 

support the CalSAWS CAL. Senior Advisory Team members are some of our most experienced 

resources who act to link Accenture’s network of strategic alliances to the CalSAWS team and who 

share best practices, lessons learned, and research and innovation from the Accenture global 

network. 
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Quality Assurance Advisor 

Our appointed Quality Assurance Advisors provide independent quarterly reviews to assess 

Accenture’s performance against contract and client expectations, highlighting risks and challenges 

to the Project Manager and Consortium Leadership. 

 

Figure 3-10. Our Accenture M&E Executive Team will maintain close, collaborative relationships with 

the Consortium team and other contractors. 
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Maintenance and Enhancements Services Team 
Our M&E Services Team with Consortium and CalSAWS Contractor counterpart relationships is 

illustrated in Figure 3-11. Our Accenture M&E Services Team is organized to deliver our proposed 

solution and maximize collaboration with the Consortium and other CalSAWS Contractors. 

 

Figure 3-11. Our Accenture M&E Services Team is organized to maximize collaboration with the 

Consortium and Consortium Contractors. 
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Project Management Team 
Our Project Management Team is organized into Commercial Team and Project Management Office 

Team, each of which interacts with the Consortium and CalSAWS Contractors, as illustrated in Figure 

3-12. Our Project Management Team is responsible for providing day-to-day management of 

Contractor resources and activities, including overall performance and agreement compliance. 

 

Figure 3-12. Our Project Management Office is organized into our Project Management Tower, 

Commercial Team, Project Management Office Team, and Delivery Integration Team, each of which 

interacts with the Consortium/County and Contractors. 
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Delivery Integration and Contractor Success Team 
Our Delivery Integration and Contractor Success team structure with Consortium counterpart 

relationships is illustrated in Figure 3-13. Our Accenture M&E Delivery Integration and Contractor 

Success office will set the stage for positive counterpart relationships. 

 

 Figure 3-13. Our Accenture M&E Delivery Integration and Contractor Success office will set the stage 

for positive counterpart relationships. 
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Project Success Team 
Our Project Success structure with Consortium counterpart relationships is illustrated in Figure 3-14. Our 

Project Success team is responsible for areas of the project that are crucial to effective project 

operations and satisfaction of the project and California Counties. 

 

Figure 3-14. Our Project Success/Vision Enablement tower features teams that will maintain active, 

close relationships with their Consortium counterparts. 
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Interactions between Project Personnel, 
Consortium Staff in Similar Roles, and Other 
Consortium Contractors 
Our proposed project organization facilitates efficient and 

productive interactions between project personnel, 

Consortium staff in similar roles, and other Consortium 

contractors and is based in trust and transparency. As the 

current contractor for CalSAWS M&E and Infrastructure, we 

are already embedded in the CalSAWS ecosystem and 

maintain productive relationships with the Consortium, 

Consortium Contractors, and County stakeholders. We will 

continue developing our interaction approach with 

Consortium members and build upon our excellent 

relationships with other CalSAWS contractors. We 

acknowledge that there may be a transition to a new 

Infrastructure contractor, and we are ready to build a 

relationship with and fully collaborate with the new 

contractor.  

Contractor Success Champions 

We understand how important it is to the Consortium that 

we embody the One-Team mentality through positive 

interactions. To facilitate interactions between our proposed team and Consortium and other CalSAWS 

Contractor staff, we include dedicated Contractor Success Champions in our team. These Contractor 

Success Champions will operate under the Delivery Integration Manager and will be dedicated to 

managing efficient, productive interactions with the BenefitsCal, print services, and Infrastructure 

contractors. Our Contractor Success Champions will make sure other CalSAWS contractor needs and 

dependencies on Accenture for M&E services and support are clearly understood and prioritized. In 

addition, these champions are subject matter experts in their respective areas of BenefitsCal, print and 

Infrastructure. As such, they will also be available to advise those contractors when help is needed. 

3.1.2 Staff Responsibilities 
RFP # 5.3.2.1.2 

All proposed Contractor Staff must have good oral and written communication skills. One aspect of good oral communication skills 

includes the ability to communicate with diverse groups of users and to convey information technology terms and concepts to non-

technical audiences. 

All Contractor Staff must prepare for and actively participate in designated Project meetings and represent the best interests of the 

Consortium and identify and escalate issues as appropriate.  

To facilitate Project progress, it is important to the Consortium that the M&E Contractor minimizes Staff turnover to the extent possible, 

particularly for Key Staff as detailed below 

The Consortium seeks a partner whose Staff have good oral and written communication skills to 

facilitate communication with diverse groups of users and to convey information technology terms 

and concepts to non-technical audiences. We understand the importance of the One-Team 

initiative and will nurture our partnership through frequent, transparent communication with the 

Consortium. Our Staff will use standard CalSAWS practices to prepare for meetings and will promote 

a culture of active participation in project meetings.  
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Our Right People keep the 

Consortium's mission in mind and will 

represent the best interests of the 

Consortium every day. You want to 

be included in communications 

regarding issue escalation, which is 

why our approach is centered 

around collaboration with the 

Consortium and all other 

contractors. We share your emphasis 

on staff retention. We understand that to maintain the One-Team culture and the enduring 

relationships that support it, we must continuously iterate our staff retention strategy by listening to our 

people and incorporating feedback. Our approach to Staff Responsibilities is outlined in Figure 3-15. 

3.1.2.1 Good Oral and Written Communication Skills 
Our team has decades of experience interpreting policy, driving design documents, and facilitating 

design discussions with Consortium and county stakeholders.  

Our team’s strong oral and written communication skills were especially evident during the COVID-19 

pandemic when the California Department of Social Services (CDSS) and California Department of 

Healthcare Services (DHCS) tasked the Accenture team to contribute to design discussions to ensure 

that California’s counties continued to receive uninterrupted aid during this critical time. Throughout 

these design discussions our leaders and team used their good oral and written communication skills 

to provide clear, succinct guidance on streamlining COVID-19 aid—getting the aid to those who 

needed it quickly. 

Ability to Communicate Effectively with Diverse Groups of Users  
The ability to communicate effectively with diverse groups of users in a CalSAWS team of more than 

1,000 is key for CalSAWS stakeholder management, especially when there is a high degree of 

interdependency. Communicating with a diverse group of users hinges on inclusion and diversity. Over 

the past two years, we have brought in two contractors to conduct inclusion and diversity workshops 

for Accenture, the Consortium, and Consortium contractors. We also recently made a significant 

investment in our management team through JM Perry Learning, a recognized expert in the field of 

human performance centered around presentation delivery and executive coaching.  

Communicating highly technical concepts to non-technical audiences requires experience and an in-

depth understanding of the CalSAWS System, related business processes, and audiences. Our leaders 

are highly skilled in effective communication with diverse groups in a variety of forums, making them 

invaluable when they are asked to represent the CalSAWS Project and its best interests. Our leaders 

prepare deliverables and regularly present at PSC, JPA, and WCDS subcommittees, which reflects their 

ability to present highly technical topics to non-technical stakeholder audiences. They also present to 

the State and Federal partners, at regional Management Site Visits, and on occasion at CWDA 

meetings. Good oral and written communication skills have contributed to the success we've had 

delivering messages to wider audiences in diverse and non-technical stakeholder audiences. 

To prepare for optimum communication, we require all current and newly onboarded leaders to take 

a PMI acknowledged course "Proven Technique for Technical Communication," which focuses on 

techniques for conveying technical information in an easy-to-understand manner for a variety of 

audiences. A case study, shown in  Figure 3-16 illustrates how our team demonstrates good oral and 

written communication skills and the ability to communicate with diverse groups of users and 

conveys information to non-technical audiences.  

Figure 3-15. We center our approach to Staff 

Responsibilities on effective communication, collaboration, 

 . 
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 Figure 3-16. Our team understands the importance of communicating with diverse groups of users 

and conveying technical terms to non-technical audiences. 
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3.1.2.2 Project Preparedness and Participation 
We understand and agree that the preparation for and active participation is key to effective 

meetings. As part of our existing onboarding process, we share standard practices for project 

preparedness and participation with all employees, so they understand our expectations from Day 1. 

For formal meetings, we expect our staff to prepare in advance, using standardized templates. We 

will ensure meetings are run efficiently and effectively, leveraging pre-defined agendas and 

advance notice of meeting topics to set expectations early. All meeting participants will be informed 

of the meeting objective, the meeting agenda, and their role in the meeting, and all participants will 

be encouraged to actively engage in conversations and to speak freely and transparently. The 

meeting owner will take diligent meeting notes and summarize key decisions and actions before the 

conclusion of the meeting to allow participants to voice feedback.  

Using Informal Meetings and Communications to Encourage Transparency 

In addition to formal meetings, we expect our staff to use informal communications channels with the 

Consortium staff to allow for frequent and open communication. These informal communications 

channels include ad hoc meetings, calls, and office communicators such as Microsoft Teams chats. 

By encouraging our staff to utilize these tools, we empower them to collaborate and resolve 

challenges and questions openly and quickly, rather than waiting for a formal meeting to address  

an issue.  

Risk and Issue Communication and Escalation 

In the best interest of the Consortium, we encourage all parties in the CalSAWS ecosystem to 

communicate risks and issues immediately. Once a risk or an issue is identified, we will assign an 

owner to analyze it, escalate it as needed, and provide a plan for mitigation or resolution. The issue 

owner will work collaboratively with the Consortium and contractors to provide relevant and regular 

updates through risk management or issue resolution and to coordinate a communication plan to a 

larger audience as needed.  

Starting from the CalSAWS Governance Plan, we will work with the Consortium, including the DIO, 

and other CalSAWS contractors on a new integrated governance framework. Shown in Figure 3-17, 

we envision collaboration at all levels using a “top-down” approach for information and decisions 

dissemination and a “bottom-up” approach for reporting, information sharing, and risk and issue 

escalation. 
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Figure 3-17. Our governance framework promotes active involvement at every level—creating a 

collaborative environment for effective communication and issue escalation. 

Our communication processes will focus on 1) early and more frequent communications between 

teams and 2) transparency and inclusion across teams for better visibility and collaboration, which 

results in improved delivery of services to the Consortium and counties. Examples of such processes 

include a recurring Leadership Alignment Working Session attended by executives across all CalSAWS 

workstreams, monthly integrated meetings for cloud environment management and cost planning, 

and recurring integrated discussions about system performance/SLA results.  

We will implement a Priority Incident Response & Enhanced Communication team that will streamline 

the process for escalating and communicating system performance issues across the involved 

CalSAWS project teams and impacted counties. Not only do we plan to solve the system issue, but 

we want to communicate with those that are impacted in a way that demonstrates care, clarity, 

and confidence in our issue resolution process. This team will ensure that when a system issue arises, 

all impacted stakeholders are promptly kept apprised of the issue impacts, any possible 

workarounds, and plans for resolution.  

3.1.2.3 Minimizing Staff Turnover 
Staff turnover can cause significant disruption to project progress, momentum, relationships, and 

cost. By minimizing staff turnover, we improve stability within our teams and for the CalSAWS Project. 

Figure 3-18 showcases our team’s extensive experience and tenure with the CalSAWS system. 
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One-on-one staff conversations will occur at a regular 

cadence, giving our supervisors an opportunity to share 

feedback and giving us the opportunity to understand our 

people better. By encouraging regular one-on-one staff 

conversations, we open the door for transparency and 

collaboration among staff. 

We execute the Gallup Employee Engagement Survey on a 

regular basis. Our August 2022 Gallup Engagement Survey 

showed that we continue to prioritize engagement at 

CalSAWS with improvements across 19 of 20 categories (the 

20th remaining consistent) and an overall average score 

increase of 19 basis points. Gallup's findings on why staff 

engagement matters for staff retention is clear—engaged 

individuals deliver better bottom-line outcomes.  

Incorporating regular feedback from our Consortium 

partners is another way we listen to improve staff 

retention. We know how important frequent, transparent 

communication is to CalSAWS success, and we will 

continue to communicate openly through both formal 

and informal channels. 

 

3.1.3 Contractor Staff Changes 
RFP # 5.3.2.1.3 

For any expected M&E Key Staff changes, the Contractor will provide a 30-calendar Day notice to the Consortium Executive Director 

regarding the change and plans for transition. The M&E Contractor will provide at least two resumes with proof of experience that meets or 

exceeds the mandatory qualifications as defined in this RFP, and two references for any recommended replacement Key Staff. The 

Consortium reserves the right to require face-to-face or video interviews of all proposed replacement Key Staff. The Consortium reserves the 

right to accept or reject any proposed Key Staff. 

For any unexpected Key Staff changes, the Contractor will provide a written notification to the Consortium Executive Director within three 

business days of knowledge. Within seven (7) calendar days of providing such written notice, the Contractor will provide the Consortium 

Executive Director with plans for transition. All provisions in the preceding paragraph also apply to unexpected Key Staff changes, except 

for the 30-Day notice. 

We understand how disruptive staff changes can be. While we strive to minimize any staff changes, 

when a staff change is unavoidable, we will collaborate with the Consortium, keeping you involved 

in every step of the process. We will rely on our shared core values of collaboration, One-Team 

culture, transparency, and stability when addressing staff changes.  

We will provide the Consortium Executive Director with a 30-calendar day notice of any expected 

key staff changes, along with two resumes with proof of experience that meets or exceeds the 

mandatory qualifications defined in this RFP, two references for any recommended replacement Key 

Staff, as well as transition plans. We understand the Consortium reserves the right to require face-to-

face or phone interviews of all proposed replacement Key Staff and the right to accept or reject any 

proposed Key Staff.  

For any unexpected M&E Support Key Staff changes, we will provide the Consortium Executive 

Director a written notification within three business days of knowledge and staff action. Within seven 

days of providing such written notice, we will provide the Consortium Executive Director with plans for 

transition. Our approach for bringing options to replace the key staff will be the same as described in 

the prior paragraph. Accenture acknowledges and agrees to the requirements surrounding staff 

changes described in RFP Section 5.3.2.1.3.  
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3.1.3.1 All Staff Changes: Planning for the Unexpected 
To mitigate the impacts of unexpected change, Accenture is 

committed to taking a proactive approach by putting in place 

a succession plan for the Key Staff and our Managers and 

Leads. This helps to maintain coverage for any existing role by 

implementing a 1 to 2 succession plan (highlighted in Figure 3-

19)—for every manager and above, there are two identified 

successors. Taking this approach also helps develop our 

resources and gives them opportunities to take on larger roles.  

To minimize personnel changes, for each project we strive to 

only assign resources to a project who remain available and 

dedicated to that project for the complete scope duration. 

When personnel changes must occur, we will draw on our 

global talent pool of over 721,000 resources and our teaming 

partners. Our talent strength and our ability to leverage 

Strategically Included Professional Services exemplifies our 

capability to replace resources quickly and effectively with 

comparable staff in the event of personnel changes or new 

resource demands. We are confident that the Project will 

remain staffed with experienced and qualified personnel, despite any personnel changes. 

Accenture understands that resources working on a project carry unique knowledge and 

intelligence related to the project, the organization's goals, business, and technical environment. For 

any unexpected Key Staff changes, we leverage a comprehensive knowledge transfer process to 

ensure changes do not affect CalSAWS operations.  

When we select our staff, we communicate closely with them to ensure their availability and desire to 

remain for the duration of the Project. While our Key Staff plan to remain on the Project for the full 

duration of their role, should the Consortium request a change for proposed or existing personnel, we 

will incorporate your feedback and seek to understand the issue and will work with the Consortium 

on a transition plan. We will put in place a project-specific retention program focused on retaining 

staff throughout the CalSAWS Project. 

3.1.4 Staff Performance 
RFP # 5.3.2.1.4 

The Contractor Staff will possess the skills and experience necessary to fulfil the responsibilities and requirements of this RFP. The Contractor 

will be responsible for identifying and correcting performance issues for its entire Staff (i.e., employees and Subcontractors). Should the 

Consortium discover performance problems with any Contractor Staff, the Executive Director will notify the appropriate Project Manager as 

soon as is reasonably possible. If the Executive Director requests removal of any M&E Staff person, the Contractor will immediately remove 

such Staff from the Project. 

The Consortium seeks a partner whose Staff possess the skills and experience necessary to fulfill the 

responsibilities and requirements of this RFP. We are confident that our team possesses the skills and 

experience that no other contractor can match.  

We understand that the Contractor will be responsible for identifying, correcting performance issues 

and staff removal for its entire organization in accordance with the RFP requirements. We know how 

critical a proactive staff performance management approach is in mitigating potential staffing 

performance or misalignment issues. As shown in Figure 3-20, we propose a proactive and 

collaborative approach to project staff performance management that addresses performance 

issues and celebrates great staff and team performance.  

Figure 3-19. Our 1 to 2 

succession plan helps maintain 

coverage for any existing role. 
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3.2 M&E Key Staff 

RFP # 5.3.2.2 

Bidders submitting an M&E Proposal must include the following twelve (12) Key Staff.  

1) M&E Project Manager 

2) M&E PMO Lead 

3) M&E Delivery Integration Manager 

4) M&E Transition Manager 

5) M&E Innovation Lead 

6) M&E Enterprise Architect 

7) M&E Technical Manager 

8) M&E Application Manager 

9) M&E Security Manager 

10) M&E Testing Manager 

11) M&E Release Manager 

12) M&E Project Scheduler 

M&E Key Staff minimum qualifications requirements are contained in the M&E SOW. Key Staff will be scored according to Section 8 - 

Evaluation. 

Your vision for CalSAWS requires an intentional balance of Project continuity and infusion of new 

ideas, practices, technologies, and people. We have intentionally identified individuals who not only 

have extensive SAWS/IE/human services experience, but who have additional experience in other 

industry best practices that will positively impact CalSAWS. 

Our Key Staff have a track record of applying innovative strategies, approaches, and methods and 

developing strong relationships in multi-contractor environments—characteristics which are crucial for 

leading the next phase of CalSAWS. Accenture confirms that our M&E Key Staff include the 

Consortium's Key Staff roles. Each of our Key Staff meet or exceed the requirements for Key Staff skills 

and abilities outlined in RFP Section 8 Evaluation. Our M&E Key Staff roles include the Consortium's 

required twelve roles as follows: 

 M&E Project Manager  M&E PMO Lead 

 M&E Delivery Integration Manager  M&E Transition Manager 

 M&E Innovation Lead  M&E Enterprise Architect 

 M&E Technical Manager  M&E Application Manager 

 M&E Security Manager  M&E Testing Manager 

 M&E Release Manager  M&E Project Scheduler 

3.2.1 Our Proposed Key Staff for M&E 
We staffed our CalSAWS team knowing that to best meet and exceed the needs of the Consortium 

we should provide a balance of existing CalSAWS staff and new staff with valuable IE experience. 

Our proposed Key Staff have more than 155 combined years working on CalSAWS and with the 

Consortium. It is their unparalleled collective knowledge of business processes, technology domain, 

end user needs, and county relationships that exemplify our Right People approach. 

We sourced two of our proposed M&E Key Staff from outside the CalSAWS network because of their 

extensive experience on state IE projects and the fresh perspective they bring to the M&E team. 

These individuals have met and exceed our staffing criteria and your staffing criteria, exemplify our 

Right People approach, and bring valuable skills and experiences from numerous projects across the 

United States beyond CalSAWS.  

Experience that Matters 
Our proposed M&E Key Staff have extensive experience across multiple relevant industries including 

health and human services, infrastructure, large and complex IT projects, as shown in Table 3-4.  
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Project Management 

Our Project Management structure is shown in Figure 3-25. Our Project Management Team will 

collaborate with Consortium, the counties, and Consortium contractors in this new CalSAWS chapter. 
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3.2.1.1 Key Proposed Team Biographies 
In addition to their Resumes and Client References, we are pleased to share with you the following 

summary biographies for each of our proposed Key Staff—some of whom perhaps you know well, 

and some who you are meeting for the first time.  
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3.2.2 M&E Key Staff Client References 
RFP # 5.3.2.2.1 

The purpose of the Staff reference requirements is to provide the Consortium with the ability to assess Key Staff experience in supplying 

similar or relevant services to those identified in this solicitation. Key Staff Client References contained in this section must be met and 

documented according to Section 6 - Proposal Structure and Submission. The Consortium may contact references listed to verify the 

information provided by the Bidder. Any conflicting information may result in the Proposal being deemed nonresponsive.  

Accenture confirms that Key Staff Client References contained in this section have been met and 

documented according to RFP Section 6 Proposal Structure and Submission. We acknowledge that 

the Consortium may contact references listed to verify the information provided and these contact 

references have been notified of such. We acknowledge that any conflicting information may result 

in the Proposal being deemed nonresponsive.  

3.3 Staffing Experience Details 

RFP # 6.3.8.5.2 

3.3.1 Key Staff Resumes and Qualifications 
The Bidder shall provide Staff résumés and qualifications for all Staff in accordance with the format prescribed in Attachment B10 – Staff 

Resumes and Qualifications. 

Accenture confirms that we provide the requested Key Staff resumes and qualifications for all Key 

Staff in accordance with the format prescribed in Attachment B10 – Infrastructure Key Staff Resumes 

and Qualifications, Parts 1 and 2; and Attachment B10 – Infrastructure Key Staff Qualifications, Part 3. 

Key Staff resumes are in 9. Section 6 – Business Proposal Attachments. 

3.3.2 Individual Reference Checks 
The Bidder shall provide two (2) Individual Reference Checks for all Staff in accordance with the format prescribed in Attachment B11 – 

Staff Reference Form. 

Accenture provides a minimum of two individual reference checks for all Key Staff in accordance 

with the format prescribed in Attachment B11 – M&E Staff Reference Form. Individual reference 

check forms for each Key Staff member are in 9. Section 6 – Business Proposal Attachments. 

The required number of references are provided in Attachment B-11 for each of our proposed Key 

Staff. Following is the list of Key Staff in order of their reference check forms: 

1) M&E Project Manager—Lisa Salas 

 Reference 1: CalSAWS Consortium—CalSAWS 

 Reference 2: CalSAWS Consortium—Consortium IV (C-IV) 

2) M&E PMO Lead—Lulu Fou 

 Reference 1: CalSAWS Consortium—CalSAWS 

 Reference 2: LA County Department of Public Social Services (DPSS)—LEADER Replacement System 

(LRS) 

3) M&E Delivery Integration Manager—James Gnesda 

 Reference 1: California Department of Public Health (CDPH)—CDPH Vaccine Management 

 Reference 2: State of California—California Healthcare Eligibility, Enrollment, and Retention System 

(CalHEERS) 
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4) M&E Transition Manager—Rick Costa 

 Reference 1: OhioHealth—OhioHealth IT Outsourcing (ITO) project 

 Reference 2: The Nature’s Bounty Company (Now a division of Nestle)—IT Outsourcing 

5) M&E Innovation Lead—John Dray 

 Reference 1: CalSAWS Consortium—CalSAWS 

 Reference 2: CalSAWS Consortium—CalSAWS 

6) M&E Enterprise Architect—Luz Esparza 

 Reference 1: CalSAWS Consortium—CalSAWS 

 Reference 2: LA County Department of Public Social Services (DPSS)—LEADER Replacement System 

(LRS) 

7) M&E Technical Manager—Jon Seltzer 

 Reference 1: State of California—California Healthcare Eligibility, Enrollment, and Retention System 

(CalHEERS) 

 Reference 2: State of California—California Healthcare Eligibility, Enrollment, and Retention System 

(CalHEERS) 

8) M&E Application Manager—Vivek Narayanaswamy 

 Reference 1: CalSAWS Consortium—CalSAWS 

 Reference 2: LA County Department of Public Social Services (DPSS)—LEADER Replacement System 

(LRS) 

9) M&E Security Manager—Ben Troglia 

 Reference 1: California Department of Public Health (CDPH)—CalCONNECT 

 Reference 2: State of California—California Healthcare Eligibility, Enrollment, and Retention System 

(CalHEERS) 

 Reference 3: State of California—California Healthcare Eligibility, Enrollment, and Retention System 

(CalHEERS) 

10) M&E Testing Manager—Lynnel Silva 

 Reference 1: CalSAWS Consortium—CalSAWS 

 Reference 2: CalSAWS Consortium—Consortium IV (C-IV) 

11) M&E Release Manager—Roger Perez 

 Reference 1: CalSAWS Consortium—Consortium IV (C-IV) 

 Reference 2: CalSAWS Consortium—CalSAWS 

 Reference 3: CalSAWS Consortium—Consortium IV (C-IV) 

 Reference 4: CalSAWS Consortium—CalSAWS 

12) M&E Project Scheduler—Sean Gardner 

 Reference 1: CalSAWS Consortium—CalSAWS 

 Reference 2: CalSAWS Consortium—Consortium IV (C-IV) 

  



  
           

 

         

7. Section 4  
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7. Section 4 – Understanding and Approach to M&E Services 

RFP # 6.3.8.6/ RFP # 5.3.3  M&E Understanding and Approach 

In October 2023, CalSAWS will complete an immense undertaking and achieve a historic and 

monumental milestone. For the first time in California’s history, all 58 counties will use a single, 

statewide integrated eligibility system, the largest system of its kind ever built. This achievement will go 

in the books as another successful milestone that the Consortium and Accenture have delivered to 

the 58 counties and other stakeholders.  

Our joint teams have two decades of momentum going into the next phase of CalSAWS. The 

Consortium desires to accelerate momentum in our shared journey to deliver the best integrated 

eligibility system in the country. Accenture is fully aligned to continue evolving and improving the 

system to take further advantage of cloud technologies, expediting system changes, and advancing 

our award-winning ongoing innovation program. These changes will keep the system relevant and 

modern for many years to come, increasing the longevity of this mission-critical platform. Systems like 

CalSAWS take years to build and require a significant commitment of resources. As such, elongating 

the life of such systems is imperative and Accenture's approach is key to achieving that.  

Accenture’s Guiding Principles for CalSAWS 

Accelerating momentum and keeping a system ‘alive and thriving’ requires long-term thinking, 

thoughtful planning, flawless execution, and an innovative mindset. At Accenture, we call this the 

‘Living Systems’ approach, comprised of a Strong Body (architecture and security), Warm Heart 

(collaboration and communication), and Curious Mind (innovation). Accenture and the Consortium 

have informally been operating in the Living Systems approach from the beginning. In the next phase 

of our shared journey, we want to formalize this approach. To achieve success in this, we have set 12 

very important guiding principles for M&E Services (Figure 4-1) that align with your vision: 

 

Figure 4-1. The Accenture team will apply these guiding principles to continue delivering successes 

Our entire Accenture team will consistently use these principles to help make the right choices every 

day while delivering on our responsibilities, when recommending solution options, working with other 

vendors, addressing challenges, mitigating risks, and executing tasks. 

Highlights of Our Proposed Solution and Approach 

Relying on Accenture's 22 years of experience at CalSAWS and in operating high-performance, 

innovative, and secure systems worldwide, we collaborated with AWS, evaluated various solution 

ideas against our principles, and finalized our proposed approach. Figure 4-2 reflects how we 

approached the solution for this transformation and the key elements of our approach. We call these 

key elements the "Acceleration Essentials." This approach enables CalSAWS to continue to operate 

and mature as a "Best in Class" solution. The system will continue to operate with the speed, ease, 

and reliability that county staff require to serve their customers in a timely and efficient manner.  
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Figure 4-2. Our solution is powered by these Acceleration Essentials to realize CalSAWS' vision 

A foundational element of our approach is Continuous Improvement. With constantly changing 

technologies, regulations, counties’ business processes, user expectations and the security threat 

landscape, Accenture is committed to a project-wide Continuous Improvement Program (CIP) that 

allows the CalSAWS Project to adapt, grow, and stay ahead of and embrace these changes.   

A foundational software tool that enables many of the key elements listed above is called 

 This tool is a one-of-a-kind product that brings automation to many aspects of operating 

systems like CalSAWS. is a future-ready Intelligent Automation platform that heavily 

leverages data, artificial intelligence (AI), technology, and automation to improve speed and agility, 

create future-ready applications, enable an intelligent business, drive a business-KPI culture, and 

commit to higher accountability. Accenture developed this as a COTS product and it is used widely 

at our clients to increase efficiency, reduce costs, and minimize errors. Accenture will deploy this 

product in the Consortium’s AWS account to comply with the architecture and security requirements. 
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We will implement this platform with its automation and artificial intelligence enablers to integrate 

with CalSAWS’ tools and processes and build an integrated intelligent automation platform. The    

below Figure 4-3 outlines the various components of this product.  

 

Figure 4-3. Accenture’s myWizard software is foundational to increase efficiency and reduce costs. 

In the following sections, we describe our understanding and approach to each of the five topics 

requested within the RFP. MyWizard is referenced in each of these areas, and we describe how it 

enables our proposed approach within that area. The acceleration essentials depicted in Figure 4-3 

above, including the foundational Continuous Improvement plan for each area, are described in 

their respective sections, and are key to help us realize CalSAWS' vision and objectives.   




