


We will bring In operational best practices to manc
CalSAWS multi-contractor environment and similar
across the country. This includes multi-contractor el
of Transportation (TxDOT), where we work with CGI
Deloitte. Based on our direct experience with CalS,
know there are several common challenges that a
organizational processes, cultures, ways of working
gaps or discrepancies in statements of work betwe
contractors. Our approach addresses each of thes
challenges through centralized governance proce
robust DIO framework, and an enterprise PMO and
project management processes. With this approac
get the benefit of proven methods that bring conftr

green) 1o snowcase The blend oT current and new
work as we solidify the Infegrated Multi-Contractor

Acceniure 4-5

emenrt pians and procedures

nd plans will infegrate with other feams' processes
across the organization. We will establish the
yration and scope management with centralized
Jay and new enhancements—to create

wation. Accenture's approach to managing the
describes the PCD's enterprise project

nagement processes are color coded (purple and
processes that we bring to manage our scope of
environment and the vision of the Consortium.
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management process to align to the Consortium's new CalSAWS vision. Accenture will jointly verify
the enhanced processes align with the Consortium's enterprise and Infrastructure PCDs,
Infrastructure Services Plan, and other feams' processes. This will reduce gaps and confirm cross-
team agreement of processes, leading fo better collaboration and shared success.

e Establish an Enterprise PMO: We will work with the Consortfium and other CalSAWS contractors to
implement an integrated enterprise PMO, which is essential fo manage processes consistently
across the organization. The enterprise PMO will work closely with the DIO team to manage the
multi-contractor environment according to the project management processes documented in
the Project Control Documents. If Accenture is also selected as the Infrastructure Contractor, we
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which consolidates change control (system change requests and defects), source control,
orchestration, wiki documents and artifacts, and integrates with JIRA for requirements traceability
management capabilities info one platform. We are also integrating Gitlab with the CalSAWS
ServiceNow ITSM solution leading to automated and infegrated change management as a part of
the ITSM platform in the envisaged multi-vendor DevSecOps environment of the future at CalSAWS.
For example, once a change request is created in ServiceNow for both M&E and Infrastructure
requirements, approvals can be fracked in ServiceNow and subsequent deployment activities can
be orchestrated and automated with an infegrated solution between ServiceNow and Gitlab for
multiple programs within CalSAWS.

4.1.1.2 Approach to Understand and Agree on Roles and Responsibilities

Our approach to understanding and agreement of the roles and responsibilities of each Contractor
and the Consortium starts by establishing a foundation of enterprise project processes, a centralized
governance framework, shared objectives for success, and open communication. We will build on
that foundation by using our accelerators, shown in Figure 4-6 (Sustainable Integrated CalSAWS

AN AT TR Y AT I N AR I B ] A M BT T T AN I ML I e D ] A N A T I T T AT 2 T e

governance framework includes three tiers:

o Executive Tier: Strategic direction comes from the CalSAWS Leadership Team, including the
Consortium Executive Director, Section Directors, and CalSAWS contractor executives, with input
from the Joint Powers Authority (JPA) Board of Directors, Project Steering Committee, and State
and Federal sponsors. A regular Leadership Alignment and Strategy Forum will align leadership on
project schedules, project status, cross-team dependencies, and resolve escalated issues. This new
forum supplements existing CalSAWS management meetings, such as Section Director meetings.

¢ DIO Tier: Delivery Integration Managers and the CalSAWS Chief Deputy Director will plan, develop,
and implement the DIO framework. This includes the cenfralized governance framework and
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teams would collaborate to deliver components of the solution—Infrastructure implementing a text
notification campaign to inform clients, M&E adding a description for electronic forms/notices on
printfed correspondences, Central Print confirming the revised correspondences conform to printer
requirements, and BenefitsCal adding an announcement on the portal. Other examples of shared
success objective could be to reduce CalFresh error rates, and all contractors will have a part to play
in achieving that objective. Throughout delivery, the BSC would help monitor our intferactions and
their effectiveness.

A successful BSC model requires a cultural mindset change to move to a value driven CalSAWS
organization. Our experience in multi-confractor environments shows that all teams need to align on
the main objective, so the organization can successfully deliver a complete solution which positively
impacts system users and clients.

CabAWS Communicatons Management Flan and
enhance the current communication protocols, b
existing processes. Our goal is "no surprises.” In dewv
enhancements for enterprise communications prot
we will collaborate with the Consortium, DIO Team
ofher CalSAWS confractors to align the enhanced
processes, including the roles and responsibilities, tr
content, channels, and audiences for each

communication protocol. Enhanced protocols will
an even greater degree of focus on communicatir
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and often fo promote transparency and inclusion ¢

Our data-driven
organization will allow us to share data and metrics across tfeams with better visibility intfo cross-team
collaboration and the progress of shared objectives.




These programs build and maintain relationships ar
between CalSAWS project staff, complementing tr
governance framework, and help to sustain the Cc
Team culture. Additional activities for aligning the ¢
all CalSAWS project feams include:

¢ Onboarding: As new staff join the project, we will
overviews of the CalSAWS Cultural Transformation
programs to foster alignment to the One Team ci
start.

e Social styles training: We will work with the Consc
potential new contractors at the start of the Tran:
the CalSAWS Leadership Team.

¢ Surveys: We will confinue fo survey the CalSAWS
inputs from the project staff on gaps and needs t

¢ Organizational Change Management Plan: We w
project to continue encouraging the One Team «

The Cultural Transformation Initiative has been cruc

Team and “Power of 58" cultures. We are proud of

ofher CalSAWS confractors when it comes fo open and positive communicarnon on IUEA. For
example, following the George Floyd tragedy, we worked together to increase understanding and
build a sfrong sense of community based on shared values of respect for the individual and integrity.
As the project faces new challenges and opporfunities, we will collaborate to build these programs
to come together and reach a common understanding of the events affecting our daily work.

Multi-Contractor Environment Enhancement Timeline

Because the CalSAWS Project currently operates in a multi-contractor environment and the
supporting frameworks and processes are operational, our fimeline for enhancing those frameworks
and processes begins af the start of the Transition-in period and goes through stabilization, as
reflected in Figure 4-9. We will approach the transformation to a fully infegrated CalSAWS
organization in three phases: Plan and Design, Operationalize, and Continuous Improvement.
Activities required to complete the transformation include the following:

e Develop a Multi-contractor Environment Transformation Plan: This plan, delivered at the start of
Phase 1, describes the approach that includes assessing the as-is governance framework and
enterprise project management processes to design enhancements aligned to the future CalSAWS
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project team plays an important role in contfinuously identifying improvements and
—_—  innovations. All CalSAWS project staff can identify and suggest technological
innovations for CalSAWS project processes and production systems via the CalSAWS Innovation
Program. Addifional details about the outcomes of the CalSAWS Innovation Program are provided in
Section 4.4 Understanding and Approach to Innovation.

Continuous
improvement

To accelerate the CalSAWS culture of continuous improvement The CalSAWS Innovation Program
and innovation, we will use a project-wide Continuous
Improvement Program (CIP) that will evaluate and #-~—'~=~~=*
ongoing improvements to the frameworks and pro

managing work and collaborating in the CalSAWS

contractor environment. As a guiding principle, img
opportunities will ignore organizational and contrac
delineations to maximize the collective benefit to 1l

enterprise organization, CalSAWS counties, and the

The Transformation and Continuous Improvement h

Manager, Delivery Integration Manager, PMO Leu, ivixe rownii ieusis, 1o aunor vrvw e e, i i
other CalSAWS contractors to:

was recently recognized by the

¢ determine the overall effectiveness of the strategies we use for managing the M&E scope of work
and collaborating with other CalSAWS contractors and teams

e anticipate trends and identifying new technologies across the industry that can help deliver
innovation and process efficiencies for the Consortium and CalSAWS project

¢ accommodate material changes as organizations and the project naturally evolve over tfime

e conduct a quarterly refrospective to identify and present findings and improvement ideas to the
Consortium leads, QA Services confractor, other CalSAWS contractors and other project
stakeholders as applicable

¢ seek consensus on improvement ideas fo focus on for the next quarter

¢ develop and implement the approved improvement ideas for continuous quality improvements

Our Confractor Success Champions and Delivery Integration Manager will lead retrospective reviews
with their CalSAWS DIO Integration Managers counterparts affer each shared objective/project
completes to identify areas for improvement. We will use the results of the retrospectives to develop
and implement process improvements for the delivery of future objectives.

4.1.1.3 Tools and Technology

Table 4-2 describes the tools and technology we will use to manage the M&E scope of work.










LR e L P R A A e L L L A I e A i L L L L B N e A R L e A I L

Infrastructure contractor to achieve shared objectives. Our One Team approach for collaborating
with the Infrastructure feam remains unchanged whether Accenture or another contractor is
awarded the Infrastructure scope of work.

With our approach, you get the benefit of proven methods and tools that encourage teams to work
together with shared goals. As the only contractor that has worked within this environment for the
entire span of the Consortium's existence, our experience has proven the effectiveness of centralized
governance, processes, fools, and open communication in collaborating with Infrastructure teams
for C-IV, LRS, and CalSAWS to deliver shared service o o N
the Infrastructure contractor and other contractors

continuous improvement that we use for managing

integrated work described in Section 4.1.1.2 Appro

Understand and Agree on Roles and Responisibilitie

stween the teams, which leads to better
rices and objectives.

:ation, described earlier in Section 4.1.1.2
2e on Roles and Responsibilities, is essential for
“frastructure team.

will focus on developing
ing shared services with the Infrastructure team,
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and off so the legacy and new system can coexist, business operations are never disrupted, and
priority SCRs can progress. Lastly, we will configure the feature toggle to block legacy routing and
direct all actions to new microservices only. Figure 4-12 illustrates how this approach will work for a
legacy function/method.

Figure 4-12. The Decoupling Approach and feature toggle help maintain legacy architecture as we
move to a nimbler microservice model.

.
...
.
e
e

This approach allows for iteration and minimizes delivery risk and will be done for each feature in the

legacy application.
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We will use the appropriate cost effective and opfimized AWS service (i.e., Lambda) based on need.

, the
CalSAWS system will benefit from longevity, scalability, performance optimization, and cost
efficiencies.

With our extensive knowledge of CalSAWS, we have inifiated design and solutioning of the new
architecture to qualify and validate our response, and to provide the Consortium with a thoroughly
analyzed approach and solution—enabling us to hit the ground running, reducing overall time to
achieve the target end state. Figure 4-13 shows an illustrative to-be CalSAWS architecture.

B s centered around

= SCR process to prioritize and implement

will prioritize the SCRs created in Phase 1, for design

\CRs within the same business area. This will

and stakeholders can effectively respond to

Jtion and focus time on the SCRs that matter the

process to implement application evolution
changes will confirm that security is part of the process through the lifecycle of the change. As stated
in Section 4.3 System Change Requests, security principles will start from design and run through build
and festing. This applies to all changes following the SCR process including application evolution. This
means that application evolution changes will be designed with security in mind, developer code will
be auto scanned prior to checking in the code, and automated security testing will be conducted
as soon as the code is deployed to the test environment. Identified security vulnerabilities will be
freated as system defects.

Using a hybrid-agile testing approach, we will test changes as they are iteratively made to the
system. Our team’s extensive experience with integrated eligibility allows us to quickly iterate on and
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=
the legacy system is up to date and secure, and th
services without disruption.

4.2.2.1 Our Approach to Maintaining Le¢



Figure 4-15. The I

. As described in our staffing approach, Accenture will

have two teams, one dedicated to maintaining the legacy system, and one dedicated to the
modernization effort. With the dedicated legacy team, defects will be remedied in a timely manner,
and required changes will be applied to the services that still exist in legacy, using our transformed
SDLC approach described in Section 4.3 (SCRs). In addition, we will continue general maintenance
activities—such as platform updates, compliance fo security measures, and upgrades to the
operating systemm—maintaining the legacy architecture until the future-state is fully realized.

An in depth look at how changes that impact legacy
and new services simultaneously will be handled is
detailed later in Section 4.2.2.5 Other Factors to Be
Addressed. We will add an additional classification for
SCRs of Legacy or Modern, so that they can be
addressed appropriately and prioritized effectively.
We will also fag new SCRs to the "broken-down"
business function(s) they impact to assist with
pricritization and scheduling.




hel
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4.2.2.3 How Changes Will Integrate with Existing Technologies and Networks

The API-driven architecture will facilitate integration of changes with existing systems on the
established networks through increased agility and speed in a cloud-native environment. The effort
put forth by CalSAWS to implement APl architecture helps insulate the system and supporting
networks when changes are made and minimize impacts. All changes will follow the SCR process,
with changes fully tested on both the legacy and new architecture prior to release to prevent
disruption fo current business operations. All fechnologies we have selected for the evolution are
compatible with existing technologies, patterns and networks used with the CalSAWS environment.

4.2.2.4 How Changes Will Be Tested

Testing Newly Migrated Services & Validating Legacy

During the Solution Planning phase, we will define the appropriate test approach for each
application evolution SCR. We will conduct testing against the system where the changes were
made—legacy, new, or both—depending on the approach of the change and apply all test
methods mentioned, based on the infended impact of the change.

¢ Sprint testing using our hybrid-agile approach will verify that the change was completed as
expected by the definition of the SCR. We will apply this test type to all application evolution
changes and it will continuously occur with every sprint, not just at the completion of the evolution
SCR. This reduces the need for defect re-work and re-testing, greatly reducing the time it takes to
implement the change and increase stability to the application by catching issues earlier in the
development lifecycle.

- Automated regression testing of the legacy and modern service to make sure there are no
impacts to the end-users and the CalSAWS business process by utilizing our existing automated
regression testing framework to test the Application Evolution SCR. Our team’s extensive
experience and application and integrated eligibility knowledge allows us to quickly iterate on
and enhance our existing automated regression tests to efficiently validate modern services.
Where the change has no impact fo end-users, modernized changes can be rapidly fested using
our existing Automated Regression Testing framework.

- Manual testing of new modern service to validate requirements of the design that cannot be
tested in an automated manner.

e Manual regression testing of the legacy system for any possible adverse effects of the deployment
of the new service on any other areas of the application that cannot be automated. Manual
regression test suite may be more targeted or broad depending on the change impacts and
dependencies for each application evolution change.

e Security testing to verify that new vulnerabilities are not infroduced based on the changes on an
on-going basis. We will apply this test type to all application evolution changes throughout the
development lifecycle.

e Performance testing to verify that the application performance is as expected following the
modern service changes to all application evolution changes.

¢ User acceptance testing will validate that the infended use of the system by end users was not
altered by the change. We will apply this test type as needed fo application evolution changes.
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Benefits of this Approach:

* I

1 .
|

e Reduces the risk of business operations disruption

evolution journey
e Provides continuous system enhancement



The current Devups model and INTroducing Devaec
traditional DevOps model, we will meet your objec
team productivity, reducing maintenance efforts, ¢

4.2.3.1 Our Approach to Furthering the [

As we evolve the CalSAWS applications info mode

microservices-based architecture, we will use Devs

seamlessly support current and new architectures v

providing service continuity. Our approach establis

end capabilities and processes that will enable the

to deliver secure, high quality work products. DevSe

the DevOps model and wraps security as an additi

embedded layer within the iterative development

operations process. This helps identify vulnerabilities

mifigation strategies early and evaluate them throt

development process. By shortening the feedback
reams can decrease the number of issues that
1e overdll security of the applications and

e security, we will address several key objectives

ievOps platform for legacy and new microservice
oplications
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Figure 4-19. Our proposed DevSecOps I

Benefits of this Approach

Our approach uses the DevSecOps model—recognized as a leading industry methodology, using
recommended practices to manage infrastructure and services, and provides the following benefits:

e Rapid spin up or ramp down of lower environments as needed through a single step process via
microservices deployment patterns integrated into the CI/CD pipelines.

¢ Improves speed and quality and provides the teams with a unified platform using GitLab.

e Faster development and deployment cycles, and improved security coupled with the migration to
a native cloud environment, creates enhanced developer productivity and experience.

¢ Automated capability that triggers a standardized templated pipeline inclusive of build, test,
deployment, and quality gates.

e Flexible, scalable, stable, and delivers continuous enhancements to address business and policy
requirements.

e With security at the forefront, we will employ autc
development through deployment, accessibility
improved security as fewer environments will exis

e Simplify DevSecOps process by replacing existing
efc. with one GitLab tool. The new proposed Gifl
monolithic architecture (while it is getting decomr
microservices solution with minimized effort to mc

¢ Managing the DevSecOps infrastructure and mulfiple tools requires lower effort and can be easily

scaled while licensing costs are opfimized.
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DevSecOps across the system. We measure DevSe:
Research and Assessment (DORA) metrics, which p
measurements on the system builds, code quality ¢
to business areas. We will conduct design sessions \
metrics for evaluation and continuous improvemer
focus attention and improve efficiency.

As part of our project-wide Continuous Improveme

insights and qualitative team feedback to evaluate and implement ongoing improvements to our
DevSecOps model. Improvement areas may include speed, quality, cost, security, user experience,
and communication effectiveness. The program will run on a quarterly cycle and will be led by our
CalSAWS CIP Manager, Sean Swift. Af the end of each quarterly cycle, our CIP Manager will work
with our DevSecOps team to:

e Identify quarterly highlights and opportunities for improvement
e Review performance metrics and suggest improvement opportunities

- P(’\I’\f"ll If"+ el If"II’+QI'I\I rcx‘l'rr\cr\a(\‘l‘l‘\fa +(\ hracanl‘ ma+riﬂc f"lhf"l imnrr\\iamnh'l‘ Mramic CQQI/ 'Fﬁﬁf'lhﬂf‘ll f‘lnf"l
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4.3.1.1 Our SDLC Methodology

As the CalSAWS Project moves out of the migration
Development, and Implementation (DD&I) phase,
Consortium expects faster time to SCR delivery. This
describes the SDLC methodology we will use to del

application changes. G
—
]

nimble, quicker approach will enable the Consortit
counties, and all contractors to lead with value an:
the momentum of innovation.

Our proposed SDLC methodology—Hybrid-Agile—i
best practices from implementations across the co
aligns with your vision to produce development ou _ _
for upfront ]
planning and testing as needed. In this model, changes are made in smaller, more frequent releases

using an iterative approach. We solicit and incorporate || GGG
B cc''y in the development process and more frequently.

The project's current Waterfall methodology centers around larger releases and slows down delivery
of simple SCRs. The Release When Ready (RWR) exception process was instituted to enable simpler
SCRs to be promoted to production quicker. In the midst of the COVID-19 pandemic and with the
support of the Consortium, the CalSAWS Accenture team implemented a new RWR process and
deployed over 500 SCRs via this new process, accelerating system enhancements for the counties.
We embrace the opportunity to institute a new SDLC to drive outputs to committees and end users
quicker versus depending on an over-used exception process. With the Hybrid-Agile approach, we
strategically balance speed with quality and enable contfinuous feedback, as illustrated in Figure 4-
20.
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= objective of the Solution Planning phase is to
; to address, how the change wiill drive value,
ve the change for implementation. In this phase,

3, training, and green light. G
B /< ~date or groom the SCR

priority system changes are clear and ready to go

INTO solUTION planning each time.

During the Initiation phase, we define preliminary re
backlog. We write requirements as user stories so fF
Enablement phase, we develop solution artifacts a
increments called sprints. Within a sprint, the team i
technical design, software and technical artifacts,
applicable. The team additionally completes sprint
sprints, the team seeks feedback

decisions. At the end of each sprint, we conduct d
application changes, collaborate and discuss feec
Iterative design and demonstrations facilitate quicl
with stakeholders, and receive end user feedback

An MVP can be developed in a single sprint and d
production release, which can be as quick as ever
be facilitated using the DevOps solution GitLab (as
Alternately, larger SCRs will require multiple sprints. |
development efforts, the sprint cycles are followed
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stfem changes through the new SDLC. During this
1ase, the planning workgroup from Phase 1 will
»ntinue to be involved to absorb pilot feedback
1d results and refine the Hybrid-Agile

ansformation Guide based on lessons learned. The
>mpletion of the Pilot will deliver the first system
1anges to production through Hybrid-Agile SDLC
1d will update planning assets for expansion.

transformation activities is based on getting the ne
the new Infrastructure contractor for dependent ac
SDLC transformation to be completed while fosterin

nation promotes organization-wide adoption.
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SDLC methodology change. Our proposed implementation approach considers this high degree of
change.

We will develop a comprehensive Transformation Guide containing the Communications and
Change Management Plan and FAQs to proactively address and manage this change. Figure 4-22
provides the resources and activities we will bring to manage change across the project within each
phase of the transition.

Figure 4-22. We will promote understanding and acceptance through each phase of transformation.

ITITULT SLITTUUICY UTUILUITTTY TS0 UITLES TU PRSI
simpler changes fo proceed with less rigor. You em
demonstrations to business stakeholders. And ultim«
across the organization, the counties, and all conftr
support the well-being of vulnerable Californians in

We are specifically proposing Hybrid Waterfall Agile
versus other models of Agile based on our experier
with you and our knowledge of the integrated eligi
space. A pure Agile approach is built on a conceg
failing fast. This presents risks, whereas a Hybrid-Agi
methodology still provides structure, and reduces ri
while enabling expedited delivery. We know that s
system changes will have greater business process
impact. During the Solution Planning phase, we will
define and coordinate release schedules with the

committees based on business impact. At this time













e Improved testing methodology to accelerate tes

improve quality

. _________________ __________|
I he amount of involvement depends on the significance and impact of the change.

Our proposed iterative process naturally creates safeguards and opportunities for user feedback to
correct course or adjust when needed. This provides confidence to make decisions, as they are nof

concrete or final. We illustrate our approach to iterative committee engagement across all phases in
Figure 4-23.
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More SpeCIfICCI"\/ we plan to fully qufomqfe fhe fop 90 percent of fransactions. We additionally plcm
to increascM - | other transactions to at least 50 percent. We will base automated

testing scenarios on productidiil N | - < of fransactions to replicate
endm the automated testing framework to automate new
func ces, correspiiEEEEEE

esting, increase

automated test coverage, and identify system issues earlier.

New approach to fesmsf data is fully dependent on
de-identified production data refreshed at every release. There are several disadvantages with this

approach: operational overhead; increased storage cost and I*cessing fimes due fo the
volume of data; and effort required to manually identify the appropriate data to use in testing. We
thought hJdill N, = C| o process fo

automat G, . Ve Wil
[ (<5 oo creation scripts to generate bulk data and enable the test data to

"age" naturally. The framework will execute test data scripts before each functional verification test

case iWoir the appropriate data with the test. —

As a result of the new test data management approach, we will enhance security measures by
lessening the need for and frequency of production data use. We will save AWS storage costs by
reducing the volume of data tailored to testing purposes. Lastly, we will accelerate test execution
and test management via an automated approach to test data management.

Staffing Levels

Our proposed staffing model for our SCR approach is flexible. We recognize that project demand will
change to meet the evolving State and county priorities. By using multi-disciplinary teams, we can
shift resources when and where they are needed most.

@000
I o Uroent priorities greater than their current velocity, |G
A

We based our initial plan on functional demand dictated by historical SCR hours detailed in Table 4-
20—Summary SCR Hours by Month in the RFP. In the future, we will modify staff loading and resource
alignment based on the demands of upcoming changes. Ultimately, our proposed approach
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I < determined and
Aftachment B13 — M&E Staffing Worksheet based

During the | < Vi review detailed opportunities for improvement and define the go-

forward plans. Specifically for and revised team structure, we will

I
pla rating model aligned to functional areas and related
o P . . .
L -7 e fo fesfing
methodology, we will update the test automation framework for improv ts and inclusion of test

data management. [ GG o sociclize and refine with input

from the planning workgroup. we will create a final
implementation plan across all four initiatives, detailing relevant KPIs or ways we will measure success.
We will present the plan to governance before moving info the || G

T - corporate key lessons learned into revised SCR improvements before
expanding across all project teams.

In the we will launch the SCR improvement process to all teams and
From here, we will consider the transformation complete and initiate continucus improvement for
years ahead. This timeline, phases, and key activities within each are illustrated in Figure 4-25.
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Our proposed approach to
improving the existing SCR process is centered on a few key oufcomes:

¢ Engage stakeholders early and often: The Hybrid-Agile methodology increases collaboration fo
improve - ch regvlar stakeholder demonstrations, we will solicit feedback early in

the delivery cycle drlve mu i o' UAT scenarios early.

e In ency: As the CalSAWS Project continues to move into a

mOm= ) 90 nt, wemus’r_

—ﬁexomple, we will frack

and share progress using sprint metrics.

Continuous Improveme

As part of our project-wide continuous improvement program (CIP), we will evaluate and implement
ongoing |mprovemen’rs to our SCR process. Improvemen’r Oreos—e speed, quality, cost,
security, Us paiadaacian ly cycle, our

Define the KPIs, such as velocity and quadlity of releases, to measure the effectiveness of the new
SCR

rocess
. Devmrd that will confinually measure and illustrate these metrics (fomvr

velocity, sfory burndowns, backlog health, defect counts, defect severity, and test pass rates)

¢ Establish a baseline of performance based on KPIs
¢ Review mefrics quarterly against baselines
¢ Review results with teams, identify improvement opportunities, and present to Consortium

4.3.2.2 Tools and Technology

Our improved approach for SCRs will leverage the GitLab Enterprise platform, as detailed in Section

4.3.1.2 Tools and Technology, within our SDLC approac GGG

I . <d Deque axe DevTools, as detailed in Section 4.3.1 IIIGcchNGEGEES
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Next, IIIGNEEEEEEEEEEEEEEEEEEEE < i conduct research activities, including contextual
inquiry and user interviews, to understand the tendencies, behaviors, existing friction points, and
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pase Is needed, we will Use more quanTitanve rese:
like user surveys/crowdsourcing and application us
can complement early stage.

Analyzing the Existing Workflow

In today’s approach, users are not engaged until Ic
development process. By engaging users sooner, tl
can have greater influence and can even help to
implementation. To this end, we will conduct task ¢
and user journey mapping in the Initiation phase of
This will help us better understand how county work
using the system relative to the SCR being impleme
want to identfify experiences that are working well «
opportunities for improvement. We also want to un
what business processes must be user-driven versus
driven. These inputs will help us enhance the user e
happen through simplifying existing flows, clarifying
adding more pre-population and automation, or re
favor of fewer mouse clicks. In addition, we are aw
compliance standards and regulations, such as We
Section 508 of Rehabilitation Act of 1973, and Ame
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Validate Solutions with Usability Testing

Next, through the Testing and UAT phase of the SDLC, we will continue to engage users for validation
and continuous feedback. We want users to provide feedback early and often to confirm we are
building a system that enables them to perform at their very best.

UAT is infended to confirm that new features meet all business requirements and adhere to business
rules documented during business analysis activities associated with any given SCR. Additionally,
during usability testing processes, we will continue to encourage users fo work with the newly built
features, practice through mock end-to-end scenarios, and provide continuous system feedback. In
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Implementation Timeline
Our implementation timeline for |GG

the changes are complimentary to a new [Jijint

three phases: |GG - \/ithin tr

Design Document as required.

During the I V< Vil assess detailed «
the as-is processes and define the UCD vision. Base

processes and ways of working across user engage

before moving into the |-
During the I ‘< WV

as defined in the , establish feedba
B V< il incorporate key lessons learne
expanding across all project teams.

In the , we will
At this time, we would align our SCR approach to our UCD to verify that the proper groups are
involved.

The proposed implementation fimeline for the fransformation activities is based on getting the
e |
I ccrcndent activities. This timeline, phases, and key activities within each are illustrated
in Figure 4-28.
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Figure 4-28. Our proposed approach incorporates UCD into the ongoing SCR process for CalSAWS.

Managing Change and Communication

I
.
I
Qur proposed
approach to UCD improvement entails a medium-to-high level of change for the CalSAWS Project.
Therefore, within our plan to manage the change, we will bring a communication plan and a training
approach to guide how we will:

e Communicate to JJjlicbovt the importance of UCD, why we will consult users, and how
the process will work

Communicate |G o' the value of UCD for CalSAWS, our

planned approach, features and benefits, and associated risks

¢ Advertise success stories across the program to highlight the value of usability discussions and fime-
saving improvements

Provide metrics fo appropriate stakeholders to quantify the value of UCD outcomes




e Solicit user feedback early in the development process: By involving users in every stage of design
and development, we receive feedback earlier which helps the final product meet specific user
needs. This will improve system quality and improve worker efficiency, while maintaining the
system integrity.

[

Continuous Improvement and Innovatio

We view user-focused design for CalSAWS as a jour
this spirit, our approach to UCD is built on confinuot
As part of our project-wide continuous improvemel
and implement ongoing improvements to our appil
quality, cost, process, user experience, and commi
end of each quarterly cycle, our Transformation ar
Manager, Sean Swift, will work with our UCD Lead t
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section, we describe our approach to strengthenin
measures associated with the application prior tor.
including the CI/CD process, proactive security col
testing.

While security measures are part of Accenture's de
methodology in the CalSAWS Project today, we wil

approach going forward to use | GG

-lmegrcnes securnty ana speed mrougn

d and meaningful scanning and reporting during
testing phases. Reports consist of high level and
juality indicators such as the number of

ns onboarded, the number of scans run, the

nd aging of identified security vulnerabilities, and
»n overall security score. Reporting provides clear
nable results for hands-on remediation.

at each stage in the CI/CD pipeline before the code changes are pushed to production.
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condlhons of user access, encryp’rlon cmd ou’rhenhcohon concerns for APIs

Implementation Tlmellnm Measures
The [ sHo\n in Fig

CA, and DAST scans for the
onboarded pipeline laTams=IsiaT=myar= mr= - applications fransition to end-
state DevSecOps, we will cont T ) Tmaependent security festing for the
legacy applications. Once the legacy applications also are co oarded to the DevOps
pipeline, Accenture will perform SAST, SCA, and DAST scans ’rhrmSecOps approach on an

ongoing b n activities assumes
requisite

. Within this implementation, we will deliver the M&E System Security Plan
deliverable as required.




Figure 4-30. Our security implementation timelir

1t will drive additional needs for managing change
:d earlier.

>n Secvurity Measures

action for the CalSAWS Project to protect
ir proposed approach infegrates security
zle, offering regular opportunities for improvement
f.Our annroach is atitomated and meastirable—

tinding easier ways to penetrate detenses to acce:!
project-wide confinuous improvement program (C
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approach, how it will integrate with the CalSAWS ti
ecosystem, and our key areas of focus as they aligl
overarching mission and vision.

Stage 1: Explore and Identify Emerging
Technologies

Innovation begins with education, learning, and dit
Building on our knowledge and understanding of w
CalSAWS, the expansion of our innovation prograrr
opportunities to explore, identify and learn about
technologies through three distinct channels.

Annual Innovation Day

This will be an exciting, all-day opportunity for the C
emerging and innovative fechnologies. Accenture
will bring the following elements together:

e Areadout of the annual CalSAWS innovation rep
explored, prototyped and/or implemented at Cc

¢ Presentation of emerging technologies and innoy
software product vendors, other CalSAWS confractors and when possible, Accenture's clients who
are leading their industry in innovation

¢ A summary of key themes, thought leadership and innovations presented at various industry
conferences and summits (such as APHSA conferences, Harvard Summit, AWS re-invent, etc.)

e Hands-on and immersive experience to explore various innovations at Accenture's San Francisco
Innovation Hub

¢ At the conclusion of each annual innovation day, Accenture will summarize the various
ideas/technologies presented at the event and will brina them forward into staae 2 of our
framework for further analysis

Quarterly Innovation Challenges

On a quarterly basis, Accenture will hold an innovc
challenges facing the counties. A rotating group of
project with their most pressing business challenges
Accenture will launch the challenge to the entire C
counties, other soffware and services contractors, «
“Contestants” across the CalSAWS organization wil
challenges and Accentfure will collect all ideas anc
our framework for further analysis.

Accenture 4-99



the 2022 ISM Award for Best Collaboration Across

Boundaries by the American Public Human Service

Association (APHSA). The progress and learnings frc

program directly influence our proposed next itera

the innovation program for CalSAWS, and we inter

continue the quarterly innovation challenges as a

component of our expanded program moving fon

to integrafe other CalSAWS confractors info these ¢

innovation challenge program (and some of its specific achievements) in more detail in Section 4.4.2
Innovation Experience.

Open Innovation Channel

Innovative organizations don't limit innovation to a single innovation day or quarterly events, and
neither will CalSAWS. Accenture will continue the project's existing open innovation channel, for any
member of the CalSAWS community to submit innovative ideas to improve a business process, system
function or an aspect of the project. We will work with the Consortium to conduct county site visits
and an annual survey of county staff to collect improvement opportunities and submit innovation
ideas based on user feedback collected.

As the CalSAWS community comes up with new ideas, we will leverage the existing CalSAWS
ServiceNow Idea Portal for users to submit, vote, and comment on ideas. The communitv can submit
ideas through this tool at any time and Accenture

all ideas and bring them forward into stage 2 of ou

for further analysis.

Stage 2: Analyze

As ideas are generated and collected, Accenture’
innovation team will categorize ideas, combine sirr
and do a preliminary analysis of each idea. This an
include a rough effort estimate of implementing pr
concepts, additional software/hardware needs, oy
existing or planned functiondality, a preliminary busil
and initial merits of each idea.

On a periodic basis, and during each quarterly inn
challenge, we will prepare a summary of this analy
evaluation by the Consortium innovation team as
3 of our innovation framework. This summary will als
any data collected as part of any community votir
CalSAWS ServiceNow Idea Portal.

Stage 3: Evaluate

Working with the Consortium, we will jointly estabilisl
of focus for innovation and scoring criteria that foc
value and impact to business or technical operatic
described in Stage 2 (Analyze), on a periodic basis
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meosure |decs ogcuns’r c:II crl’rerlc ona sccle of hlgh medlum or Iow W|’rh a respechve number
ranking for each. If necessary, we will also solicit input from the Joint Powers Authority (JPA) Board
and/or Project Steering Committee (PSC). The applicable business value measurement will be unique
for each idea, so we will co-create this measurement for each. Once we have evaluated, pricritized,
and selected the top-ranking ideas, we will clearly define success criteria (exit criteria) for each as
they head into stage 4 for prototyping.

The top five ideas gathered and analyzed as part of ’rhe Quqr’rerly Innovclhon Chollenges W|II be
presented fo the county director panel for final sele -~ -~ -**-- Tttt e s Tt
the success of the CalSAWS innovation program, A

selected as part of the Quarterly Innovation Challe

Stage 4: Prototype and Formulate Recor

The goal of the prototype phase is fo gather the dc
impact to business/technical operations and help ¢
implementation. For ideas selected to prototype, w
using people within our Accenture network with rel
Addifionally, we will involve the infrastructure feam
ecosystem to thoroughly plan and execute the PO
new software product, we will work with the Conso
CalSAWS infrastructure confractor to evaluate and
the POC and incorporate it into the overall solutfion

Along with the Consortium, we will clearly define su
criteria (exit criteria) for each prototype. We will als
confribution and approval from key CalSAWS
stakeholders as part of the exit criteria. The POC te:
will execute and complete the prototype project
through the SCR process within the prescribed six-fc
eight-week timeframe, comprising data discovery,
weekly Scrum activities, a midpoint review, and finc
readout. Where applicable, we will work with the
counties to create workgroups and involve CalSAV
committees in design thinking sessions to incorpora
input from all regions.

As a final step before going into stage 5, the dedic

Accenture Innovation team will work with the POC

idea/prototype based on the exit criteriq, lessons learned, outcomes/value delivered by the POC
and if applicable, a projected return on investment (ROI). We will work with the Consorfium fo review
the value and impact to business operations of each POC, using our jointly defined success criteria
and ROI calculation based on business need.

Findings and recommendations for ideas that were selected for prototyping as part of the Quarterly
Innovation Challenges will be presented to the county director panel for obtaining a preliminary
recommendation to scale the idea(s).
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along with new prototypes and proofs of concept

Consortium, we will select the innovations that are

experience these technologies "hands on" and par
underway. Our team will also create and share vid
these innovations.

Stage 5: Implement, Scale, and Integrat

After the completion and final disposifion of each FOC, the 1inal stage of our Innovation rramework
will infegrate approved innovation technologies info the CalSAWS platform. For POCs approved for
scaling, we will coordinate with the appropriate contractors, teams, and stakeholders to develop
strategies, estimates and implementation plans for integrating into the CalSAWS platform. The
estimates will account for one-time implementation costs as well as any ongoing maintenance costs.
We will also work with the infrastructure vendor to account for additional services, software,
hardware, and cloud-hosting costs.

The final comprehensive proposal for scaling each approved prototype will be presented to the
Consortium innovation, finance and executive feams for final review and approval. We will work with
the Consortium finance team to identify funding sources or incorporate into future funding requests
(IAPDUs). When funding is available and allocated, the appropriate team will then submit the SCR
and implement the project.

Innovation Framework Implementation Timeline

Because elements of our innovation approach are already in motion at CalSAWS, our fimeline to
implement the proposed expanded program is ready to begin Day 1 of the Transition-in period, as
shown in Figure 4-32. On Day 1, we will have drafts, ideas, and plans—components of our M&E
Services Plan and associated Operational Working Documents—ready to review with you and finalize
over the first three months. The proposed implementation timeline for the transformation activities is
based on requisite parficipation from both the Consortium and the new infrastructure vendor for
dependent activifies.

Acceniure 4-102















Today, each quarterly event begins with a business chc
identified by the Consortium. Participants across Accer
the Consorfium, and the counties are invited to submit
tfo address this challenge. Together, Accenture and the
Consortium down select the top five ideas.

* Preparing the pitch: Each of the five feams—includin
Accenfure, county members, and ofther subject mafi
advisors—develops their idea via design thinking wor
defines the prototype, and crafts the story.

¢ In the tank: The panel (county and CalSAWS director
Accenfure’s innovafion lead) chooses ideas for a thre
month proof of concept within one county. Once
complete, the panel decides whether fo scale the id

A valuable impact

Qur first-ever quarterly innovation challenge event in Al
submitted ideas. All three are currently rolling out to the

e LA County robotic process automation: we reduced customer cdil Time rom s$6 TO ToUr minutes—an &v-
percent reduction—for electronic benefit tfransfer replacement requests.

¢ San Diego County virtual assistant: We created a new channel for customer help and interaction via an
external virtual assistant. The POC produced 23,100 messages, averaging 4.5 messages per conversation.

e San Diego County smart virtual Al assistant for county workers: This internal virfual assistant serves as a
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n Team
NS Innovation Team relative to your overall Innovation strategy

i 2o~ _vation program, participation with and supporting
the existing CalSAWS Innovation Team is central to our plan. In this section, we describe how we will
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provide operational continuity and significantly rec
risk as we move into the new contract. We believe
CalSAWS is a Living System and have planned for
incremental transitions leading to transformation of
delivery organization throughout the life of the con
We understand the M&E Transition-In scope include
and is noft limited to full support of:
e Core CalSAWS Application
proacrtive risk mitgarion.

* Co.n’rcic’r Center Application ¢ Unmaiched timeline fo stabilization in the
e Child Care Portal, OCAT, and GA/GR new confract

Correspondence Applications and ¢ Concentrated new scope areas resulf in

¢ Imaging the lowest risk
¢ Experienced Transition Manager
As the incumbent CalSAWS M&E Contractor, Accenture complimented by Transformation
has unigue knowledge and experience with the Core Manager
CalSAWS, Contact Center and Child Care Portal and T P ST

Imaging, requiring no fransition. For new scope, we
perform M&E activities for the GA/GR corresponde
solution and add EY (formerly Cambria Solutions), t
current OCAT partner, to our subcontractor feam. '
another contractor would need to spend valuable
on knowledge fransfer for the entire CalSAWS syste
including the Contact Center and Child Care Portc
applications, we instead use that time to transform
team and processes intfo the new ways of working

accelerate innovation for the Consortium and the

counties.

We understand you are building on the momentun
the successful CalSAWS implementation with an int
accelerate the pace of innovation, collaboration,
set the tone for a newly integrated CalSAWS
organization. The following describes how we use ¢
guiding principles to support the fransition.

Timely Transition with Zero Disruption: The Consortiu

national leader for integrated eligibility. A quick fra

momentum of your current operations, offars CriticC. . vv.go v wiie i 1o i cdcte e o e gy
and safeguards the quality of services that Californians deserve.

High Availability with Minimal Downtime: A seamless fransition period with no impact to county users
and uninterrupted services to Californians is required to maintain a highly available system and
staying out of the news. The Consortium needs a contractor that is ready Day 1, that knows your
systems and processes to minimize downfime and reduce risk.

As an outcome of this process, we developed an approach that results in a fast, secure, and high-
quality tfransifion of the CalSAWS M&E scope of work from our current contract to the new contract.
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proposed team of Transition Manager (Rick Costa, infroduced in Section 4.5.2 Transition Manager
Experience) and our addifional Transformation and Confinuous Improvement Manager, Sean Swift.
They will be dedicated to their specific scope of work, while collaborating with the Consortium on
best practices and opportunities.

4.5.1 Past Experience

Describe how your firm approached and accomplished one or more transitions from one (1) company or contract to another in a cloud-

Imporiani nrsi siep in mne uiure operalions Ol waloss
this section we describe Accenture's experience w
transitions, including from another company and a
contract in cloud-based environments, along with
corresponding outcomes. We have included the sy
components and services that were transitioned, a
as the transition timeline. We also include a descrie
the key best practices we have brought to CalSAW
recommendation for the M&E fransition.

We redlize we must demonstrate that we have anc

confinue to rise to the challenge presented by con

fransitions. Our 35+ years of health and human serv

experience includes multiple, large-scale project e

to transition their cloud-based systems. Two of our recent and highly relevant fransition projects
include:

e AZ HEAplus (from another contractor): This transition experience demonstrates our capacity to take
over a cloud-based environment and services from another contractor. We selected this project
specifically to show our capacity to smoothly assume responsibility for GA/GR correspondence
from the incumbent service provider

e CMS HealthCare.gov (from another contractor/and to a new contract from ourselves): This project
shows, on a huge scale like CalSAWS, how we can both take over systems from another contractor
and how we can, as an incumbent, successfully fransition from one contract to another in a cloud-
based environment, while delivering transformational change.

These fransitions offer similarities in scope with CalSAWS and employ many of the same approaches
that have been enabled our clients to transition smoothly and accelerate their own transformations
to new ways of operating.
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cloua-pased elngioinTy aererminanon and case
management system that administers public assistc
benefits including SNAP, Medicaid and TANF, for th
Arizona Health Care Cost Containment System
(AHCCCS) and the Arizona Department of Econon
Security (ADES) agency.

Transition Approach and Timeline

In October 2020, Accenture won the MaINtENANCE ... © o cicici v piviiae) ot s o e 1 s Ao
system. Our responsibilities included transitioning-in and taking over M&O from the incumbent
contractor under challenging circumstances. With very little technical or functional documentation
to work with, and unable to access the existing codebase and database from the outgoing
contractor, Accenture was limited in the number of knowledge transfer meetings per week with the
incumbent. Using our holistic Transition-In methodology and incorporating our Program, People,
Process, Technology, and Productivity approach as guideposts, we created a plan (as shown in
Figure 4-36 uniquely built with and for Arizona that led to a successful transition of the application and
infrastructure in eight months (completed May 2021).

Figure 4-37 describes the system components and services fransitioned and the outcomes we
achieved.
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healthcare programs to insure more than 45 million
federal exchange, is the front door for the cloud b

Transition Approach and Timeline

Following an imperfect launch of the HealthCare.g
platform in October 2013, and amid frustration fron
millions of Americans, CMS terminated its confract:
the incumbent contractor (CGI) and contfracted w
Accenture to assume responsibility for the stabilizat
the mission-critical platform. Accenture completed
entire initial fransifion of the program from the incul
in just eight weeks—four weeks faster than originall
proposed. This successful transition—unprecedente
scale and urgency—reduced risk and positioned tt
team fo start hands-on delivery and rescue activitie
soon as possible. Vital to the transition was successt
gathering knowledge from multiple organizations ir
and external to CMS. We worked side-by-side with
ofher CMS confractors, and CMS personnel to quic
staff the effort, absorb the knowledge necessary tc
assume control of the application, implement char
and perform operations.

The original solution was not in the cloud. While the

development, we successfully fook over to design,

cloud. Since the original transition and following the

has won the M&O contract for this cloud-based sys

contract which began in July 2021. During the rece

Accenture collaborated as one team fo agree on

scope of work and necessary support services in se

expectations. This transition included a full transition workplan and the onboarding and transition of
500+ resources. This new FFM project is ongoing through 2027.
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risk and enabled brojeci outcomes.

4.5.1.2 Transition-In Best Practices

Based on our past experiences, Table 4-31 provides the best practices we recommend for CalSAWS
to help achieve a seamless and timely transition through strong leadership, collaboration, proactive
risk management, and collaboration.

Acceniure 4-116












Lengthy time to stabilization

Excessive unexpected costs and delayed
realization of benefits

for the CalSAWS transition (as shown
in Figure 4-40). Our dedicated feam,
led by our Transition Manager, Rick
Costa, and supported by our Transformation Manager Sean Swift, is solely focused on collaboration
with stakeholders on the transition and transformation activities. They will apply one of the primary
tools for risk mitigation—our proven methodology and best practices, tailored to the CalSAWS vision.

Figure 4-40. Risk avoidance is nearly impossible, but a
continued partnership minimizes transition risk and protects
services for Californians.

In the following pages, we describe:
e Transition-in risks with Accenture continuing as your services partner
e Potential Transition-in risks with other vendors if Accenture is replaced as your services partner

4.5.3.1 Transition-In Risks with Accenture Continuing as the M&E Contractor

LI R o L e L e R A A R L e R e e L e L A e R L L L R L L L e L LI B S

fransition-in plan.

This risk, however, is very low for the following reasons:

¢ Knowledge transfer: Accenture was intimately involved in the development of the GA/GR
correspondence solution, and we are already familiar with the workings of that small subsystem.
We teamed with Gainwell, co-designed the APIs between the Correspondence subsystem and
CalSAWS, and built it and tested it collaboratively. As such we have a strong understanding of the
functional and technical aspects of the system. While some knowledge transfer will be needed, the
scale of that is low, and as such, the risk with Accenture M&E services for this application is very low.

e Staffing: Given that it is a small and stable system, with 500 hours of M&E hours per month (as
stipulated in the RFP), Accenture needs only a handful of addifional individuals fo support this
system. We have already identified these individuals and have them positioned to join our
CalSAWS team when transition activities begin. In fact, most of these individuals were involved in
the development of the GA/GR functionality during the DDI phase of the CalWIN-CalSAWS
Migration project, so they have a head start on their transition-in needs.

We understand how important the GA/GR programs are for the counties who administer it. We also
recognize the critical support these programs provide to a vulnerable population. We are proud of
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Transition-In Methodology

Our processes, standardized deliverables, and proven tools seamlessly fransition services in a
repeatfable and predictable manner—minimizing fransition risks. We've customized this holistic
methodology for the CalSAWS M&E project across the five different workstreams including Program,
People, Process, Technology, and Productivity.

As noted in the other understanding and approach section, we plan to use the fransition timeframe
to get a jump start on the fransformation aspects. While another contractor will still be learning about
the basics of CalSAWS, the Accenture team would have completed most, if not all the
transformation and evolution elements.

Program: Using the M&E Transition-In Master Plan (M&E TIMP), we will fransition from the existing
contract fo the new M&E confract(s) while minimizing business disruption, maintaining operational
continuity, managing risk/issues, and ensuring service readiness reviews are met in time. This
workstream also includes transformation of ‘Ways of Working’, development and execution of an
MA&E Transition-In Test and Validation Plan, and integration of organizational change management,
including a detailed application and database ass

code decoupling) to set the framework for fransfor

People: We will staff skiled resources to manage G.
strategically reorganize our experienced teams. W
integrate EY resources to work with Accenture as o
Our team, along with our hybrid agile capability ar
Transition-in Dashboard, supports the most expedie
completion of application M&E and improves the s
delivery to Production.

Process: Transition of the processes and tools requir
assume the GA/GR and all associated ITIL-based se¢
mainfenance processes. Refine ‘Ways of Working’,
organizational change management, and deliver |
Services Plan and Operational Working Documents

Technology: Vadlidates connectivity, remote acces:
data security and CalSAWS work environment for tl
applications and tools. This includes a specific focu
advancing the applications to a serverless cloud ai
to maximize the performance, reliability, and cost
advantages of native AWS cloud computing.

Transformation and Productivity: Identifies and impl
use cases for CalSAWS including but not limited 1o,
Methodology, Testing including Test Automation ar

Transition-In Timeline
I

D Figure 4-41 shows our proposed transition-in fimeline for CalSAWS M&E. We have
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8. Section 5
Approach to
Imaging Services









Through our partnership with Hyland, we will maintain solution continuity and enhance existing
solufion components, like Intelligent Character Recognition (ICR), to extract handwritten data from
county forms to improve county user experience and business outcomes. Our team will upgrade the
current Imaging Services solution to the Hyland Experlence qui'form (HxP)—’rhe first in the mdus’rry ’ro
deliver combined low-code app building, content - ToE et e s e e s AR e St
tools in a cloud-native platform. This new ecosyster

experience to deliver greater opportunities for innc

built on the platform, and to drive greater value fol

Our solution approach will span three distinct phas:

fransition-in, maintenance and operations, and

enhancements. Our transition-in phase will not requ

to undertake any hiring, training or knowledge tran

that other contractors will need to do. Instead, we

focus on delivering immediate value, beginning wi

reviewing our plan for enhancements, releases, an

upgrades. The maintenance and operations phase

span the full contract duration and will include pro_._ .. _ __._.._. . . R
phase will span from 2025 to 2028 and will include accelerated enhoncemen’rs ’ro fur’rher |mprove
upon the existing Imaging Services solution. In addifion to the enhancements phase with named
feature releases, we will perform ongoing enhancements to the current solution throughout the
duration of the confract as part of confinuous improvement and innovation. Our enhanced Imaging
Services structure and benefits are summarized in Figure 5-1.




e Culreril SOIVIHON. WU PIoposcd SOIVNHOTNT HTTIENNIE 15 STOWIIN rygulc u-£.

5.1.2 Transition-In

Accenture has experience and knowledge supporting the Hyland Imaging Solufion which enables us
to eliminate risk and fransition-in activities. We will achieve this through the following:

Utilize our experienced team supporting the solution today

e Leverage our existing county relationships to maintain and improve customer service
e Draw upon our existing knowledge of each county's unique business processes

¢ Employ our expertise supporting the complex and highly customized Hyland solution

As noted earlier, our transition-in phase will not require us to undertake any hiring, training or
knowledge transfer that other contractors will need to do. Instead, we will confinue our highly
knowledgeable team to focus on delivering immediate value, beginning with reviewing our plan for
enhancements, releases, and upgrades. We will continue to maintain the Imaging Services solution
as-is while we roll out maintenance and operations and enhancements activities. We will take a
highly collaborative approach to transition-in by working together with you to define our roll out plan.
Working with you and other CalSAWS contractors, we will develop plans for maintenance and
operations and the enhanced features and upgrades. Table 5-2 shows our proposed solution

upgrades for these phases alongside their associated benefits.
Accenture 5-4 Copyright ® 2023 Accenture. All rights reserved









SCUNIIry, Crassiicanor], drna aaiag eXinacliorn deinvered imnougri 4 siripie dna imuliive inieriace.
Benefits for customers and/or county workers will include an improved BenefitsCal document
submission experience, reduced manual workloads, and a user-friendly single-screen interface for
manual work. These benefits will provide county workers with a more efficient, user-friendly solufion
that will save fime and effort. As illustrated in Figure 5-4, these improvements will shift the current
timing and user experience to the left, decreasing document processing time by up to 20 minutes
and improving the overall user experience. The HxC application will provide Accenture and the

Consortium greater configuration change opportunities and expose settings files that are currently
<taraed At the cerver level afferina A maore Anile Aadminictrative evnerience Hy(C inchidec a dachihoard

BenefitsCal by leveraging the suite ot capture services and low code processing tools availaple in
HxC including OCR/ICR, persona web-based applications, and additional machine learning models.
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9. Section 6

n‘“..:"AJ Au“L“‘A_



m'éms in the appropriate sections of the Proposal.

and 2

nents as separate documents with our response:

ication

with Requirements
=nt

Attachment B? — M&E Firm References

Aftachment B10 — M&E Key Staff Resumes and Qualifications, Parts 1 and 2
Attachment B10 — M&E Key Staff Qualifications, Part 3

Attachment B11 — M&E Key Staff Reference Forms

We will provide Attachment B13 — M&E Staffing Worksheet as part of our Volume 1B - M&E Business
Proposal, Part 2 response.
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