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REQUESTED SERVICES

1. OVERVIEW

Fursuant to Section 8.7 of the CalsAWS Infrastructure Agreement between the CalsAWS
Consortium and Gainwell Technologies LLC ["Gainwell") effective October 01, 2024,
Consortium shall also have the right to order and purchase Work that is in connection
with the CalSAWS System and which will be used by Consortium Members, by executing
and delivering an order form that is agreed to in writing by Contractor and Consortium
and executed by the applicable Caonsortium Member. In the event of a conflict or
inconsistency between the terms and conditions of an order and this Agreement, the
terms and conditions of this Agreement shall confral to the extent of the confiict or

Inconsistency.

Conira Costa staff log in fo CalSAWS ServiceMow and manually create a helpdesk case
using the Report an kssue form. They may also log in as a fulfiller in in ServiceNow to
create a caze. The County would like to escalate tickets from their helpdesk tool fo

CalSAWS ServiceMow,

2. SCOPE OF WORK: REQUIREMENTS AND DESIGN

Contra Costa County ("County”) would like to escalate tickefs from their helpdesk tool
to CalsAWS ServiceNow, Gainwell will develop and configure an infegration beltween
Contra Costa County's helpdesk ool and CalfAWS ServiceNow so they may escalate
tickets from one tool to the other. This interface 15 bi-directional and will accept tickets
from the curent Contra Costa County helpdesk fool and will create a case/incident in
CalsAWS ServiceMow. This interface will also allow work notes/comments to flow bi-
directionally as well as the ticket status, The total hours for this effort will be 680 for a
one-time Infrastructure Service Charge.

3. ASSUMPTIONS
The following assumptions apply to this County purchase:

1. Financial Assumptions:

a. The charges in Section 4 below, “Total Estimated Charges,” are estimates and
are subject to change. The estimates include taxes if appropriate.,

b. The Total Charges below reflect the scope of work outlined within this County
Purchase. Any changes in scope must be mutually agreed upon by the
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parties involved and may result in additional charges. Any additional charges
will be executed as a revisionfamendment to this County Purchase.

<. Invoicing will cccur through the Consortium through standard procedures as
time and materials not fo exceed the total cost of this county purchase.
Estimate includes.

1. Up to 680 hours to be worked and invoiced commencing July 1,
2025, af the beginning of 3FY2025/24, to Sepfember 31, 2025.

d. If the County requests more hours than those indicated abaove, a revision of
this County Purchase would be required.

e, Gainwell and the County will monitor the hours and discuss the addition of
mare hours with the County if necessary. Any additional hours required, or the
addition of future fiscal years would result in additional charges. These
additional charges would be provided fo the County in o separate County
Purchose,

f. The Total Charges for this County Purchaose do not include charges for
ServiceMow licensing and instances for Confra Costa County. The County will
make such licenses and services available for supporting the project,
inchiding the procurement and payment for such services from ServiceMow.

a. This County Purchase does not include any incremental charges for netwaork
infrastructure. In the event that there is o need for additional network
infrastructure costs, thase additional charges would be provided to the
County in a separate County Purchase.

h. Categores, prioftias, and assignment groups will be reviewead during the
design phase.
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2. General Assumptions:

a.

Requirements will be completed for Consortium and Confra Costa County
review and approval,

Design Document will be completed for Consortium review and approval.
User Stories will be completed and tested with this change.

County users will participate in the testing of this change.

Any additiondl reporting will need to be addressed during the design phoase.

The County wil raise defect or enhancement requests via the ServiceNaow
ficketing tool.

Confra Costa County is responsible for providing special user groups/roles
and APl endpoints needed for the infegration.

Contra Costa County is responsible for developing and vpdating the
County's REST AFI to infegrate with CalSAWS ServiceNow and CalSAWS is
responsible for developing and updating the State's REST AP to infegrate with
the County.

To begin this pioject, the County must:

+ Approve this County Purchose

» Provide the comasponding approved Advance Planning Document [APD) from
the Office of Technology and Solutions Inte gration {OT5] that supports this
purchase fo proceed with this County Purchase or alternative form of authorized
spending from the Office of Technology and Solutions Integration {“OTS1").
Otherwise, the astimates provided in this County Purchase will not be valid and a
new County Purchase will be required.

Services are assumed to begin when the following are completed:

« County approves this County Purchase and provides the approved APD

« Consorfium gpproves this County Purchase

4. TOTAL ESTIMATED CHARGES

&
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Total estimated charges are shown below. These are estimates based on information

available as of the date of submission of this County Purchase document.

The total amount of this county purchase for is $68.416.45, which can be found in the

fable below.
Phase SFY 25/26 Hours Aclivities

Design framewcrk to transition tickets from

Design 160 Contra Costa County helpdesk tool to
CalSAWS ServiceNow

Development 320 §U|!d cnq configure components for
integration

System Test & Complete integration testing and User

120 3
UAT Acceptance Testing
T e -

Deployment 20 Imglemenf the integration in Production
Environment

Project 40 Manage the schedule and cost of the

Management change

Hours 480 Total Hours - 680

Total County Purchase Charges SFY 25/26 Total Charges
One time Infrastructure Services S 68,416.45 $ 68,416.45
Recurring Infrastructure Services $ o) S - ]
_Hardware and SoftwareCharges |  $ - | 0§ = -
Haraware Maintenance and f
Support ‘ $ - $
Software Charges . , T $ -
Software Maintenance ond |
‘ Support Charges $ - 3 -
- Total Charges  $68/416.45 $ 68,416.45
S
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COUNTY PURCHASE APPROYVAL

Subject: CalsAWS ServiceNow Integration with County Helpdesk Tool - Conlra Costa
ServiceMow

The subject document is occepted as allowing Gainwell Technologies to proceed with the

subject County Purchase.

Cont asta Co
By

Printed Mame: .

Title: __Director or Deputy Direcior)
Date: 7ﬁ #/‘ )’.S_,,‘---

Neotice Address:

County of Confra Costa

40 Douglas Drive
Martinez, CA 94553

Conhra Cost Cnunsel

Printed Nc:m;u M . f'z;e./ @ﬂﬂ-’#ﬁ
Tifle: ih’,’i,{&’té [LNL(
Date: '5: 20 |2

Nofice Address:

< Department or Agency Names=

KK
W, o 300

-B-
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Gainwell Technologies

Signed by:

Daws Wilder

B36STUDEBDYE4AAT. ..

By:

Printed Name: Dawn Wilder

Title:  Account Delivery Executive

Date: 7/25/2025

Notice Address:

Gainwell Technologies
11971 Foundations Place
3rd floor

Gold River, CA 95670

CalSAWS Consoriium
By: i\rggg;‘g2A87EF54Eg/‘?

Printed Name: Holly Murphy

Title:  Chief Administrative Officer

Date: 7/25/2025

Notice Address:

CalSAWS Consortium
11971 Foundations Place
3rd floor

Gold River, CA 95670

B 2024 CalSAWS Consortium. All Rights Reserved,
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Legislation Details {With Text)

File #: 25-2653 Version: 1 Mame:

Type: Consant ltem Status: Fassed

File created: frar2025 In eontrol: BOARD OF SUPERVISORS

On agenda: TIB2025 Final action: TIBIHI2S

Title: APPROVE and AUTHORIZE the Employment and Human Services Director, or desiagnea, to execule

an agreameant with CalsAWSE Consortium and Gainwell Technolagies LLC, in an amount not 1o
exceed $69, 760 for services ko create an interface to exchange help desk ticket information for the
period July 1, 2025 thraugh June 20, 2026, (100% State)

Attachments:
Date Wer. Action By Action Result  Tally
7/812025 1  BOARD OF SUPERVISORS

To: Board of Supervisors

From: Marla Stuart, Employment and Human Services Director

Report Title: Agreement 20-693-0 (Admin} Application Integration Between CalSAWS and Employment and
Human Services Help Desk Ticketing System

FRecommendation of the County Administrator U Recommendation of Board Committes

RECOMMENDATIONS:

APPROVE and AUTHORIZE the Employment and Human Services Director, or designee, to execuie an
agreement with CalSAWS Consortium and Gainwell Technologies LLC, in an amount not to exceed 569,760
for services to create an interface to exchange help desk ticket information for the period July I, 2025 through

June 30, 2026,

FISCAL IMPACT:

10084 State; all of which is budgeted in FY 25-26.
BACKGROUND:

The Employment and Human Services Department (EHSD) 18 in the process of implementing a best-in-class
Help Desk Ticketing System using ServiceNow. CalSAWS also uses ServiceMNow for its ticketing system. The
purpose of this agreement is to create an Application Programming Interface ( API) between EHSD's
ServiceMow and CalSAWS that will eliminate the current process that manually inputs ticket information into
CalSAWS ServiceNow. The API will reduce the six minutes it now takes to enter a ticket to less than a minute.
The expected outcome 15 improved efficiency and accuracy of case ticket mformation.

CONSEQUENCE OF NEGATIVE ACTION:

COMNTRA GOSTA COUNTY Pegye 10of2 Printed on 72025
powvaned by Lagislar™



Docusign Envelope ID: 72A22DB5-0C12-4BCB-94E6-5019EBF71997

File #; 25-2653, Version; 1

EHSD staff will continue the process of manually entering ticket information into the CalSAWS ServiceNow
ticketing system with increased inefficiency and incorrect case ticket information.

CHILDREN'S IMPACT STATEMENT:

This agreement supports all five community cutcomes established in the Children’s Report Card: 1) “Children
Ready for and Succeeding m School™; 2) “Children and Youth Healthy and Preparing for Productive
Adulthood™; 3) “Families that are Economically Self Sufficient™; 4) Families that are Safe, Stable and
Nurturing”; and 5) “Communities that are Safe and Provide a High Quality of Life for Children and Families,”
by supporting staff working directly with families and children.

CONTRA COSTA COUNTY . Page 2ol 2 Prinled on T//2025
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oOffice of
Technology &
Solutions

Integration

California Health and Human Services Agency
Office of Technology & Solutions Integration
Statewide Automated Welfare System (SAWS) Project
2495 Natomas Park Drive, Suite 515

. ) GAVIN NEWSOM
Sacramento, California 95833 GOVERNOR

(916) 263-3900

May 12, 2025

Bruce Milani

Contra Costa County

Employment & Human Services Department
40 Douglas Drive

Martinez, CA-94553

RE: CalSAWS and Contra Costa County API for both ServiceNow Instances FY 2025-26
Dear Mr.Bruce,

This letter approves your Fiscal Year (FY) 2024-25 request May 12, 2025 to purchase
IT Services for the Contra Costa County Employment and Human Services Department.
| understand that this acquisition will be sole-sourced through Gainwell Technologies in
accordance with State and Federal procurement policies.

Estimated one-time maintenance and operations costs in the amount of $69,760.00 are
approved.

This approval is contingent upon the availability of state and federal funds. For claiming
purposes, this approval is for M&O costs only. These costs are not eligible to be claimed as
developmental costs. Account # (APD Project #) 07-25-14573 has been assigned as a project
identification number for your claiming within the County Expense Claim Reporting Information
System (CECRIS), internal tracking, and audit purposes. Please now utilize this project number
when claiming M&O costs in CECRIS. If you have questions regarding the claiming of costs,
please e-mail them to fiscal.systems@dss.ca.gov

If you have other questions or concerns, please contact Sudakshina Biswas (916) 263-0478 or
email Sudakshina.Biswas@osi.ca.gov

Sincerely,
PATRICE YANG
SAWS Project

cc: Analyst, Fiscal Policy Bureau, CDSS
Analyst, County Expense Claim, CDSS

Flex ‘
our
Y ) Do Your Part to Help California Save Energy

LY
OWER To learn more about saving energy, visit the OSI web site at http://www.0si.ca.gov
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