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1 Section 3 – Staffing Approach [RFP §6.3.2, §6.3.3.5]  
 
1.1  Staffing Approach Narrative [RFP §5.2.2.1, §6.3.3.5.1] 
NTT DATA is committed to providing the CalSAWS Consortium with the Quality 
Assurance (QA) expertise needed for effective assessment of the existing CalSAWS and 
BenefitsCal Systems, as well as meeting state requirements and standards and 
conditions as defined in the Request for Proposals (RFP). Our team understands the 
comprehensive nature of the CalSAWS Project, and its dedication to efficiently 
distributing health and human services benefits to participants by providing excellent 
case management for eligibility workers. We present a comprehensive and established 
approach to staffing, staff management, and organizational leadership that ensures 
continuity, quality, and responsiveness in support of the Consortium’s QA initiatives. Our 
strategy leverages an experienced team reinforced by a robust recruitment and 
onboarding process, supported by dedicated in-house recruiters, and subcontractor 
partners. Our staffing approach is based on our successful experience providing QA 
services on similar projects. For example, we have been providing QA services to New 
Hampshire for over 20 years, and in Oregon, we currently have 13 active Independent 
Quality Management Services (IQMS) contracts that span across multiple agencies, 
including Health and Human Services (HHS) contracts. 
 
Our project staffing philosophy and guiding principles are to always provide staff with 
the right skills at the right time for every project. Our staffing approach includes the 
following components: 
• Comprehensive Resource Management. We maintain a Resource Loading Chart that 

provides an overview of staffing levels, resource gaps, and resource allocation, and it 
serves as a tool to see that all staffing requirements are met in alignment with project 
timelines and objectives. 

• Organizational Structure and Roles. Our organizational chart includes roles, 
responsibilities, and qualifications for all staff members, including key, non-key, 
subcontractors, advisors, and subject matter experts. This ensures that every team 
member understands their role and contribution to the project. 

• Onboarding and Training. Our comprehensive onboarding processes ensure that all 
team members are properly integrated into the project. This includes training on 
project software tools, processes, procedures, policies, and the selected SDLC 
methodology. 

• Contingency Planning. We develop a contingency plan for staff replacement, 
ensuring minimal disruption in case of unforeseen circumstances. This involves a 
proactive approach to sourcing and onboarding qualified replacement staff as 
needed. 

• Performance Evaluation and Retention. NTT DATA emphasizes client satisfaction as a 
key evaluation factor, providing personal and monetary incentives to staff for 
successful project delivery. This focus on performance evaluation supports staff 
retention and motivation. 

• Collaboration and Communication. Our staffing approach promotes transparency 
and collaboration through regular meetings and status updates, ensuring alignment 
with project objectives and effective communication across all levels of the project. 
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Figure 2. Consortium and QA Services Organizational Chart 
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Figure 3 identifies the responsibilities for each Key Staff along with the subtasks defined 
within Attachment 2 – QA Requirements Matrix that each Key Staff is responsible for 
leading. To further facilitate efficient communications, the Consortium staff and other 
contractor staff may reach out directly to Katharyn, the QA Project Manager, or they 
may reach out directly to the lead Key Staff based on subtask assignments in the figure. 
Additionally, Lisa Alger, our Executive, is always available for any communication that 
needs to be escalated.  
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Figure 6. NTT DATA’s MyHub Intranet Application 
 
Talent Management. As described previously, NTT DATA leverages talent management 
as a strategic human resource planning tool to add business value by enabling staff to 
develop skills to reach career goals. We promote engaging activities for recruitment, 
retention, and development with the goal of creating a motivated workforce that 
wants to stay with our company long term. 
 
NTT DATA begins talent management activities through upfront recruiting and 
screening. We provide excellent onboarding for the company and project assignments. 
Onboarding includes initial training and mentoring. We assign a buddy to each new 
employee to assist with the employee’s assimilation to the company, our culture, and 
job assignments. Other Talent Management activities include: 
• An integrated multi-function human resource application called Navigator which 

supports all human resource functions from employee profiles, demographic and 
employment information, payroll, recruiting, performance management, career 
development and job postings, time reporting, employee engagement, training and 
development, company communications and internal social networking. 

• As described in Section 1.1.4 of this proposal, we establish performance expectations 
and use continuous performance management to provide feedback and support 
two-way communication between the employee and their manager. 
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We also promote a diverse and inclusive 
workforce through our recruiting process and 
annual training in Inclusion and Belonging. Leaders 
are required, and staff encouraged, to obtain 
corporate certification. NTT DATA also supports 
Inclusion and Belonging through its Employee 
Resource Groups (ERGs). ERGs are voluntary, 
employee-led groups that promote diversity and 
inclusion, aligned with our mission, values, goals, 
and business practices. ERGs connect employees 
who share common backgrounds and interests—
such as ethnicity, gender, and nationality etc. They 
also provide employees with development and 
engagement opportunities that support 
professional and personal growth while making a 
positive impact on business. 
NTT DATA’s commitment to Talent Management 
and employee engagement and satisfaction has 
led to our recognition as a Global Top Employer 
2025 in 33 Countries/Regions. Our reputation as a 
great place to work provides the employees of the Project’s QA services with a sense of 
pride and helps us attract highly qualified staff who are dedicated to supporting our 
clients, and the Consortium, long term. 
 
Resource Management. We maintain a Resource Loading Chart that provides an 
overview of staffing levels, resource gaps, and resource allocation, and it serves as a 
tool to see that all staffing requirements are met in alignment with project timelines and 
objectives. Additionally, if turnover of staff does occur, we follow our contingency plans 
for staff replacement to ensure minimal disruption of services, and we follow the 
processes outlined in Section 1.1.3 below to communicate changes to the Consortium 
and backfill positions.  
 
1.1.3 Contractor Staff Changes [RFP §5.2.2.1.3] 
Our team was carefully selected for this project, and we firmly believe everyone will 
fulfill expected QA services commitments for the full duration of the contract. However, 
we acknowledge that unforeseen circumstances may cause a staff member to 
become unavailable. Our staffing approach includes the following staff replacement 
process: 
• If resignation or other events cause a Key Staff member to no longer be available to 

us, we notify the Consortium Executive Director 30-calendar days in advance of an 
expected change. Our transition plan is included in the notification provided to the 
Consortium.  

• For unexpected Key Staff changes, we provide written notice within three (3) business 
days of knowledge of Key Staff changes or actions. We provide the Consortium 
Executive Director with transition plans for unexpected Key Staff changes within seven 
(7) calendar days of providing the written notice of the change. 
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• We seek Consortium approval for any Key Staff changes prior to onboarding new Key 
Staff.  

• We provide at least two resumes with proof of experience that meets or exceeds the 
mandatory qualifications as defined in the RFP, along with two references for any 
recommended replacement of the Key Staff. Our position as a leading provider of QA 
services in the health and human services arena allows us to quickly present alternate 
resources from our internal resource pool. In the unlikely event NTT DATA would not 
possess an internal resource that meets the mandatory requirements or Consortium 
approval, our recruitment practices would quickly provide qualified options for 
replacement staff. 

• Key Staff replacements will be available for face-to-face or video interviews, if 
required by the Consortium.  

 
As previously mentioned, we develop contingency plans for staff replacement to 
ensure minimal disruption in case of unforeseen circumstances by proactively sourcing 
and training qualified replacement staff as needed.  Lisa Alger works closely with 
Katharyn Daun, your Project Manager, to review staffing, determine what is needed 
and then will work with the Consortium to make any adjustments.  Lisa is a very 
transparent Executive and wants what is best for each of her projects.  She staffs them 
as if it was her project to manage.  
 
1.1.4 Staff Performance [RFP §5.2.2.1.4] 
NTT DATA emphasizes client satisfaction as a key performance evaluation factor, 
providing personal and monetary incentives to staff for successful project delivery. This 
focus on performance evaluation supports staff retention and motivation. Katharyn, our 
Project Manager, is responsible for leading the team which includes managing team 
member performance throughout the project to ensure that project objectives and 
deliverables are being met successfully. Katharyn works with the project team, and if 
necessary, our Executive - Lisa, to address performance issues that may arise with any 
team member, including subcontractor staff. If any performance issues are escalated 
by the CalSAWS Executive Director to Katharyn and/or Lisa, they have the full authority 
to make necessary changes and will seek approval on those changes from the 
CalSAWS Executive Director. If removal of any QA service staff person is requested by 
the CalSAWS Executive Director, we will immediately remove such staff from the 
project.  
 
1.2 Staffing Experience Details [RFP §5.2.2.2, §6.3.3.5.2] 
Qualifications for the Key Staff proposed for the QA services team are provided in the 
prescribed Attachment 10 – Staff Qualifications. Our Key Staff include a QA Project 
Manager, QA Test Manager, QA Functional Manager, and a QA Technical Manager. 
Each of our Key Staff meet or exceed the minimum qualifications contained in 
Attachment 1 – Statement of Work. 
 
Figure 7 below provides a summary of our Key Staff meeting the mandatory 
qualifications with a green checkmark. We have provided detailed qualifications for 
each Key Staff in the following attachments to our RFP response:  
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1.2.2 Key Staff Client References [RFP §5.2.2.2.1] 
To provide the Consortium with the ability to assess Key Staff experience to the 
requirements provided in the RFP, we have provided two (2) individual Reference 
Checks for all Key Staff, which have been completed in accordance to Section 6 – 
Proposal Structure and Submission and in the format prescribed in Attachment 11 – Staff 
Reference Forms. We have provided the references for each Key Staff in the following 
attachments to our RFP response: 
• 12. Vol 1 Sect 5 Att 11 Key Staff Reference Forms – NTT DATA – QA Project Manager – 

Katharyn Daun 
• 12. Vol 1 Sect 5 Att 11 Key Staff Reference Forms – NTT DATA – QA Test Manager – 

Raymond Chin 
• 12. Vol 1 Sect 5 Att 11 Key Staff Reference Forms – NTT DATA – QA Functional Manager 

– Kelly Micka 
• 12. Vol 1 Sect 5 Att 11 Key Staff Reference Forms – NTT DATA – QA Technical Manager 

– Andrew Kearns 
 
We acknowledge that the Consortium may contact the references listed to verify the 
information we provided and that any conflicting information may result in our proposal 
being deemed nonresponsive. 
 




