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In this section, we highlight our BenefitsCal-aligned experience, and the value Deloitte 
brings as your BenefitsCal vendor. We have a vast domestic and global footprint and a 
dedicated and experienced Government & Public Services (GPS) sector. As a 
nationally acclaimed leader in Health and Human Services (HHS) self-service portals, 
mobile solutions, and Eligibility and Enrollment (E&E) systems, we bring the experience 
needed to maintain and operate the BenefitsCal solution. We have served California’s 
clients and communities for over 100 years, with deep roots that help us understand the 
needs of BenefitsCal customers. 

This section highlights the experience and successes we have achieved as the 
BenefitsCal incumbent vendor, an overview of the firm’s organization, and the 
additional relevant experience we bring in cyber risk and security services, 
communications and marketing capabilities, and strategic technology alliances. We 
provide details on experience related to HHS portals and mobile solutions, applying 
User-Centered Design (UCD) principles, and performing User Experience (UX) activities, 
performing application maintenance and system modifications with React/Java and 
AWS cloud architecture. In this section, we also address the firm reference and firm 
financial resources requirements. 

Our Global and U.S. Footprints 
With more than 457,000 resources worldwide, 
Deloitte Touche Tohmatsu Limited (DTTL) member 
firms deliver services in audit, risk and financial 
advisory, tax, and consulting in 725 offices in more 
than 150 countries and territories. We work with 
clients across the world to provide services and 
share evidence-based outcomes. DTTL—of which 
Deloitte LLP is the U.S. member firm—is the largest 
private professional services network in the world, 
recording revenues of $64.9 billion in Fiscal Year 
(FY) 2023. Deloitte LLP (including its subsidiaries) is 
the largest private professional services provider in 
the U.S. with over 171,000 employees and $32.7 
billion in annual revenues in FY 2023. Our extensive 
reach allows us to tap into unique relationships, 
lessons learned, leading practices, and novel approaches both domestically and 
internationally. 

Our Government & Public Services Footprint 
As part of Deloitte LLP, we have a dedicated practice serving government and public 
services clients. Our GPS professionals understand that the mission matters and are 
dedicated to the support of public service. For more than a century, we have worked 
with our government clients to help build stronger, healthier, and more resilient 
communities. Whether our clients need innovative technologies, strategic advice, or 
transformational ideas, we bring Deloitte’s depth and breadth to connect them with 

 

• Deloitte is the largest professional 
service provider in the world 
(based on global revenues and 
headcount). 

• Deloitte is the largest professional 
services firm in the U.S. in terms of 
revenue and headcount. 

• Deloitte is in 106 U.S. cities with 
171,000 people including 6,500 
partners, principals, and 
managing directors. 
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the trusted professionals, resources, alliance partners, and solutions they need to serve 
their people more effectively and efficiently. Figure 2-1 shows Deloitte’s GPS footprint. 

 
Figure 2–1. Deloitte GPS Footprint.  

Deloitte is consistently recognized as a leader in system integration and business 
transformation by Forrester, Gartner, and others in government services consulting. As a 
trusted advisor to many of the largest government agencies, we understand the 
intricacies clients must navigate and the growing pressures they face: the need to 
create service delivery systems with humans at the center, protect sensitive information, 
and stay current with the latest technology and business practices to operate more 
effectively and deliver higher value to customers.  

We have delivered tremendous impact across the spectrum of the government and 
higher education sectors, some of which are depicted in Figure 2-2. 

 
Figure 2-2. Making an Impact that Matters. 
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Our Experience with HHS 
Deloitte is a nationally acclaimed leader in developing and upgrading HHS 
Supplemental Nutrition Assistance Program (SNAP), Medicaid, child care, Disaster SNAP, 
and Temporary Assistance for Needy Families (TANF) self-service portals, mobile 
solutions, and Eligibility and Enrollment (E&E) systems, with over 45 years of continuous 
experience. We have been providing, maintaining, and operating HHS solutions in 49 
states, the District of Columbia, Puerto Rico, Canada, and the United Kingdom. With this 
broad community of implementations, our teams and clients are able to share solutions 
that allows them to accelerate solution delivery and thereby realizing benefits (e.g., 
customer outcomes) faster. Most recently the state of Florida requested to transfer the 
BenefitsCal solution to enhance an already highly adopted self-service solution in 
Florida with the aim to increase user experience for Floridians as they access crucial 
services and modernize their technology platform. Deloitte has also most recently 
received two intents to award where BenefitsCal is the planned accelerator for their 
public facing portals. Figure 2-3 provides an overview of our extensive experience. 

 
Figure 2–3. Deloitte’s Market Leading Health and Human Services Experience.  
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Our HHS Experience in California 
Deloitte has delivered HHS projects in California for more than 45 years. Our deep roots 
in California, combined with our HHS experience across the country, allow us to 
understand your goals and ambitions for BenefitsCal—increasing efficiency, continuous 
improvement to stakeholder engagement and communication processes, Expanding 
data analytics capabilities, Ongoing innovation and staying current with the latest 
technology and business practices.  

We continue to successfully meet the evolving needs and goals of various California 
departments and agencies through our sustained collaboration. With 11 offices 
throughout the state, more than 9,000 Deloitte employees live and work here. Deloitte 
combines deep industry knowledge with a breadth of services that instills confidence in 
our state clients and helps them provide responsive, high-quality service to their 
customers.  

We have successfully completed projects with over 30 agencies and departments and 
all of California's 58 Counties during our long-standing relationship with the State. Our 
services have included project management and change leadership as well as systems 
design, development, implementation; advertising and marketing; customer 
experience measurement; training; communication management; cyber risk; program 
integrity; and M&E. Figure 2-4 illustrates examples of our commitment to the State of 
California. 

Why does it matter? It’s simple— it enables us to enable you to operate more effectively 
and deliver higher value to Californians. 

 
Figure 2-4. Deloitte’s Commitment to the State of California. 
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Figure 2-5. Impact of BenefitsCal on Customers. 

Deloitte worked closely with the CalSAWS Consortium, the California Department of 
Social Services (CDSS), and the Department of Health Care Services (DHCS) to 
transform and improve the self-service platform through a customer-centric user 
experience. The BenefitsCal portal replaced C4Yourself, YourBenefitsNow, and 
MyBenefitsCalWIN to provide one unified experience for all Californians everywhere. As 
the current vendor for BenefitsCal, Deloitte provides Application Maintenance and 
Operations (M&O), Application Enhancements, and Cloud Infrastructure services to the 
Consortium.  

Our Success with BenefitsCal 
• Implemented a solution for which the cost to process an application in BenefitsCal is 

a third of the cost compared to other states where similar portals have been 
implemented using on-premises infrastructure; approximate cost to process an 
application is around 20 cents. 

• Implemented a solution where the cost to process an application or a document in 
this system is half of what it costs in other states where similar portals have been 
implemented on a cloud container. 

• Enhanced the BenefitsCal System Administrator dashboard in 2022 so Administrators 
can easily manage disaster periods by configuring disasters in BenefitsCal without 
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Figure 2-6. Deloitte Organization Chart. 
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Artificial Intelligence and GenAI 
In the ever-evolving realm of technology and the evident pathway for the future paved 
by Artificial Intelligence and Machine Learning Deloitte’s toolsets have emerged as a 
transformative force, reshaping the software and operational life cycles across 
industries, including the Government and Public Sector across the country. 

Deloitte is unique from other vendors in that we provide hands on technical expertise 
combined with industry and government subject matter knowledge to design, deliver, 
and deploy AI solutions which meet Consortium business vision for Automation, 
Machine Learning and Artificial Intelligence.  

We also bring dedicated alliances and ecosystem relationships, as shown in Figure 2-8, 
to help develop strategic implementation practices and a technical architecture to 
meet Consortium’s unique needs. The Figure below illustrates a subset of alliances and 
relationships that Deloitte has formed to support advanced analytics, ML, and AI 
capabilities. 

 
Figure 2-8. Deloitte’s Primary AI Vendor Alliances.  

Deloitte has made investments in building out a suite of engines, AI Engines, that 
provide business-specific solutions to challenges facing government and public sector 
clients. Our investments include building a large language model (LLM) specifically 
aimed at the Health and Human Services (HHS) business domain. Our team brings 
hands-on implementation expertise from 130+ AI solutions in production with proven 
outcomes across 27 states in the spectrum of solutions including: 

• Robotic Process Automation (RPA) in a Northeast state that updates 3000+ client 
address every month in the integrated eligibility system to reduce returned mail. 
Also, RPA solution to assist with case processing and eligibility determination for 
newborns. 

• Optical Character Recognition solution in a Western state that processes SNAP mid-
term reports and renewals with 98% accuracy. 
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• Conversational AI in a Western State that provides clients with 24/7 service and can 
answer FAQs and case-specific questions. 

• iOCR and RPA assist with digitization of handwritten forms and returned mail 
processing.  

• GenAI solutions for IVR surge support in a Western state to assist worker inquiries. 
• Machine Learning solutions in a Southwest state that detects case errors before 

benefit determination and flags for workers to improve program integrity. This 
resulted in workers correcting 5,500+ errors in the first six weeks of go live. 

• Generative AI solutions in a Western state that summarize information from 1000+ 
pages of reference policy material to provide details of SNAP policies in plain 
language and assists staff in answering complex SNAP questions.  

• Generative AI solution in a Central state that transforms notices and 
communications into language that is easier to comprehend.  

• Data-Driven Decision-Making using Deloitte’s Generative AI-based insights, 
accelerators can improve data integrity, consistency, and insight speed, leading to 
state agencies making more informed and confident strategic decisions. 

In addition to features included in our solutions, Deloitte has made investments in 
Generative AI solutions that accelerate delivery and enhance delivery quality. Our 
teams use Generative AI tools to analyze intricate code patterns, suggesting precise 
corrections and test cases. Our teams are also including code generation tools in 
technologies similar to those used by BenefitsCal as part of their delivery toolkits. The 
tools comprehensively assess defect patterns, enabling us to recommend dependent 
fixes and conduct checks for compliance issues and missing scenarios. Generative AI 
has revolutionized testing efforts by accelerating test case and test data generation 
and enabling automated test execution using Deloitte’s Test.AI. Furthermore, we use it 
to elevate the testing process’s rigor.  

We also have built a suite of tools under the brand of AIOps that supports production 
operations activities including analysis of logs to identify trends and predict anomalies 
as well analyzing service design incidents to identify themes. Our researchers and 
designers heavily utilize Genesis, a Deloitte created solution, to perform text analytics 
and sentiment analysis to support marketing campaigns, communications and User 
Centered Design activities.  

In bringing our AI capabilities to our clients we accelerate delivery timelines, enhance 
development and testing rigor, fortify the software performance and security, and build 
more tailored communications and user experiences leading to a more reliable and 
stable software ecosystem. 
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To illustrate our experience, we have included two summaries where we have 
modernized integrated portals for health and human services recipients in the State of 
California and the State of Michigan. 

For the State of California’s Healthcare Eligibility, Enrollment, and Retention System 
(CalHEERS), Deloitte worked with the State of California to create a cultural shift in the 
design approach, moving from a focus on business requirements to a UCD approach. 
This shift resulted in a higher-quality user experience,  

for changes in final 
design sessions. This accelerated the development process and resulted in cost savings 
in production. 

In Michigan, the Michigan Department of Health and Human Services (MDHHS) had the 
overall goal for MI Bridges to support Michigan residents through a one-stop-shop for 
clients and community partners. MI Bridges was developed with a focus on iterative 
design and user testing to best meet the needs of the user, utilizing UCD principles. To 
achieve its goals, Deloitte worked in collaboration with a Michigan-based non-profit 
called Civilla to formulate a comprehensive plan for user research and user testing. 
Based on the scope and priority of the MI Bridges modules being tested, one to six 
rounds of testing were conducted for all client-facing functionality. The design and 
development of MI Bridges illustrates the emphasis on feedback as a conduit for UCD 
to genuinely express the voice of the customer.  

As an example, the Document Upload feature is one of the most impactful and 
frequently used features in MI Bridges. To that end, we completed four rounds of 
improvement testing on the Upload Documents module to solicit feedback from real 
client users and identify where enhancements are possible. This demonstrates our 
ongoing commitment to revisit the product backlog of feedback and lessons learned. 

In addition to UCD work in GPS, Deloitte has also leveraged this methodology with our 
clients in the Commercial sector. Figure 2-12 presents a sample of our commercial 
sector clients across a range of industries. We have helped our clients navigate their 
digital transformation using UCD.  
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enrollees nationwide), and we have more than 5,000 skilled Java HHS practitioners. As 
part of the initial implementation effort for BenefitsCal we moved to a React-based 
presentation away from pure Javascript as the more modern language affords lower 
maintenance effort and more flexibility with the user interface.   

We have included details of our experience performing application maintenance and 
system modifications in an environment of similar size and complexity to the BenefitsCal 
application with: 1) Real-time web-based application experience in JAVA; and 2). AWS 
cloud architecture and/or deployment experience in “Vol 1 Sect 5 Att 8 Firm 
Mandatory Qualifications–Deloitte”. 

Figure 2-13 highlights our select Java-based solutions. These demonstrate our 
experience implementing solutions similar in size and scope to BenefitsCal.  
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Figure 2-13. Highlights of Our Large-Scale, Human Services Java-Based Solutions. 
 

Amazon Web Services (AWS) Cloud Architecture and Deployment Experience  
Deloitte has a growing and dedicated AWS 
practice that can support the Consortium through 
successful maintenance, operation, and 
enhancement of the BenefitsCal infrastructure. We 
have over 5,000 cloud practitioners and 5 major 
cloud delivery centers that provide the foundation 
of a client-first approach that drives results. Deloitte 
professionals have earned more than 19,000 AWS 
certifications at every level. As a firm, we have 
achieved 29 AWS competencies. The AWS 
Competency Program is a specialization program 
that validates and promotes partners with 
demonstrated technical expertise and proven 
customer service. AWS has more mission-critical 
HHS-related workloads in operation than any other 
cloud provider, and it was the first public cloud provider to host government workloads. 
Our HHS experience, along with the AWS technology platform and our knowledgeable 
cloud practitioners, allows Deloitte to maintain and enhance BenefitsCal. We are 
heavily investing in cloud infrastructure and services to help our clients accelerate 
migration of core business applications and processes to the cloud.  

 
• Deloitte brings extensive 

experience and partnership with 
AWS and a commitment within 
California’s state and local HHS 
agencies to continue supporting 
their journey to modernize 
mission-critical applications.  

• Deloitte brings experience 
delivering hundreds of global 
AWS projects completed for 
public sector and commercial 
enterprise clients. 
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Deloitte has been an AWS Partner since 2014 and is a Strategic Global Systems 
Integrator Premier Consulting Partner in the AWS Partner Network (APN). AWS’s Premier 
Consulting Partner designation highlights the APN Consulting Partners that have 
distinguished themselves by investing in their AWS practices, achieved multiple AWS 
Accreditation and Certifications, and provided exceptional service to customers 
moving to and running their applications on AWS. Our collaboration with AWS, along 
with our extensive experience, allows us to offer services to the Consortium that 
leverage the full potential of cloud transformation. It also gives us access to the highest 
quality support to mitigate any issues that arise. This enables us to deliver a reliable 
BenefitsCal solution that Californians can continue to rely on for benefits access.  

AWS Competencies 

Deloitte is certified AWS Public Sector 
Partner—just one of seven AWS Partner 
Programs. We have been certified with 17 
AWS Service Validations and certified in 29 AWS Competencies, including: 
Government, Data and Analytics, Machine Learning, Machine Learning–Conversations 
AI, and DevOps, including both the Migration Delivery and Migration Technology 
Partner. These AWS Alliance competencies speak to Deloitte’s deep ties to AWS. 

In 2023, Deloitte received several recognitions from AWS at re:Invent, as listed below. A 
learning conference, re:Invent hosted by AWS for the global cloud-computing 
community. 

• Global GSI Security Partner of the Year–2023 
• Global GSI Data and Analytics Partner of the Year–2023 
• APJ Public Sector Partner of the Year–2023 
• ANZ GSI Partner of the Year–2023 
• GCR Innovation Partner of the Year–2023 
• Benelux GSI Partner of the year–2023 
• EMEA GSI partner for AI/ML– 2023 

AWS Premier Partner 

As a premier partner of AWS, Deloitte is afforded a number 
of benefits including over 80 dedicated AWS resources to 
build capabilities across industries and offerings, develop 
proofs of concept, provide expert design reviews and 
guidance on best practices, access to training, preview of 
product and services roadmap to further assist clients in 
building out an optimized solution architecture with net-new 
services, special pricing discounts for clients through the 
enterprise agreement and through our resellers, and ability 
to “hit the ground running” with access to a number of tools 
and accelerators made available to Deloitte.  

One such example of the benefits of this alliance is the successful migration of the State 
of Colorado’s Integrated Eligibility system, the Colorado Benefits Management System 
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To showcase IT transition projects related to HHS, please see the details on CalHEERS 
and Arkansas DHS ISS below. In these projects, we successfully transitioned in as an 
M&O vendor for a complex eligibility system and application portfolio, respectively. 

We have included details of our transition in experience in “Vol 1 Sect 5 Att 8 Firm 
Mandatory Qualifications–Deloitte” within Section 5. To showcase examples of our 
transition in experience we have highlighted two such examples below. In addition to 
transition in experience from one vendor to another we have also performed transition 
in activities where we were the incumbent for our existing M&E contracts as would be 
the scenario for this contract.  

State of California, Office of Systems Integration–CalHEERS 
Deloitte has served as the M&O integrator for CalHEERS, California’s large and complex 
eligibility system, since September 2019. Deloitte delivers enhancements, security, and 
maintenance, while also managing subcontractors and product vendors. Additionally, 
we provide help desk support and oversee the continuous operations of core 
applications. Deloitte is responsible for implementing accelerated modernization 
programs, including the migration and optimization to an AWS Cloud environment, 
delivery model transformation (Agile/DevOps), and workforce transformation. 

Deloitte successfully transitioned the system from the incumbent vendor during the 
COVID-19 pandemic in 9 months (3 months ahead of schedule) with 100 percent 
availability and minimal disruption to stakeholders, plan members, and consumers. The 
system required modernization and scalability to address increased user demand 
during the busy Open Enrollment period. The team implemented hundreds of system 
enhancements while maintaining current operations, such as enabling and expanding 
the Special Enrollment Period for COVID-19-impacted individuals to apply for subsidized 
health coverage. During the annual Open Enrollment period, millions of Californians 
used the platform, with more than 36,000 average daily users, more than 55 million 
average daily system transactions, 149,000 user visits, and 98 million transactions per day 
during peak Open Enrollment. Since transitioning to the role of CalHEERS IT System 
Vendor, Deloitte has managed an increase in both the size and complexity of the 
application. Despite these challenges, we consistently achieve reductions in M&O 
Services costs annually, as tracked through our rigorous budget planning, monitoring, 
and review activities.  

Arkansas – Arkansas Department of Human Services (DHS) Information Support Services 
(ISS) 

Deloitte was selected as the M&O vendor for Arkansas DHS’s large and complex 
application portfolio. In replacing the incumbent vendor, who managed the DHS 
portfolio for more than 20 years, the Deloitte team effectively coordinated with the 
incumbent vendor and client to support a smooth transition. 

Deloitte’s full services include M&E of the DHS application portfolio, including over 130 
applications, thousands of hours of enhancements to the suite of legacy applications 
per year, incremental modernization to several legacy systems including enterprise 
licensing, behavioral health case management for substance abuse, and employee 
travel reimbursement applications. 
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We also oversaw the comprehensive management of all analytics functions, including 
management of the existing data warehouse and implementation of various 
operational dashboards, including ad hoc reporting and as-needed services to 
manage end-user desktops. In addition, Deloitte manages security and cyber-related 
activities such as audit support and vulnerability scanning with manual penetration 
testing. 
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Further, although the U.S. Firms do not have a rating from one of the nationally 
recognized credit rating agencies, their privately placed debt is assigned a designation 
by the National Association of Insurance Commissioners (“NAIC”). The U.S. Firms’ 
privately placed debt carries an NAIC 1 designation, NAIC’s highest designation, which 
is comparable to an A or better rating from one of the nationally recognized rating 
agencies. 

Detailed information regarding Deloitte LLP in the U.S. is provided in Figure 2-14 below: 

 
Figure 2-9. Deloitte LLP Financial Information.  

The above financial information was prepared for internal purposes. This financial 
information has not been audited and does not present the financial position, results of 
operations, or other financial information in accordance with generally accepted 
accounting principles. The use of this information is restricted to your consideration in 




































































