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1. Introductory Items
The Department of Administrative Services (DAS), Ohio Administrative Knowledge System (OAKS) is searching for a qualified firm to provide Project Management and Organizational Change Management (OCM) services for the migration of nine (9) State of Ohio agencies to KRONOS Workforce Central which includes the following:

Adjutant General’s Office



Department of Aging



Department of Agriculture



Department of Commerce



Department of Development



Department of Health



Ohio School for the Blind



Ohio School for the Deaf


Supreme Court (partial)

This represent approximately 4500 state employees. The project is expected to last between six (6) to twelve (12) months; however, the Contractor is responsible for detailing the timeline and associated tasks.
During project planning, the Contractor will lead meetings with State resources to define and lay out appropriate groupings, out of the nine (9) listed, of agencies to on-board based on the complexity of the agency’s needs and change management needs for each group. 

For these agencies, the Contractor will capture standard KRONOS configuration requirements in order to prepare KRONOS for agency use.  Additionally, any functional requirements submitted by agencies that are above and beyond current KRONOS services should be captured for consideration by the Human Capital Management (HCM) Service Owner for future implementation.

The Contractor’s project team will then lead the State OAKS and Human Resource Division (HRD) KRONOS teams to promote these new timekeeping solutions to the broad population. 
HRD provides services and information to State employees and assists State agencies in conducting their human resource, talent management, and learning and development functions.  Services are offered in the areas of policy development, payroll administration, classification and compensation, drug testing, central recruiting, training and development, workforce planning and records maintenance.  HRD is the business owner for the State’s payroll and timekeeping functions.
OAKS is an enterprise resource planning software system integrating central government business functions, including human resources, procurement, budgeting, accounting and asset management.

1.1. Work Hours And Project Conditions
The State will make its resources available during normal business hours, Monday through Friday (generally 8:00 a.m. to 5:00 p.m.) during non-State holidays. The offeror will indicate, as part of its response, any dependencies on the State by way of work location, hours outside those indicated or any other specialized project delivery work, location or conditions requirements.

The State will provide primary Contractor work space at 30 W Spring Street, Columbus, Ohio 43215. If required by the Contractor, a secondary project location will be provided at a DAS-HRD’s location at Rhodes Tower, 30 E Broad St. in downtown Columbus. Any work requiring assistance from State staff or completion by State staff will be performed at a State location.  The Contractor is expected to have their resources onsite from 10:00 a.m. on Monday through 3:00 p.m. on Thursday, if traveling. If local, resources will need to be onsite Monday through Friday from 8:00 a.m. to 5:00 p.m. Exceptions to this rule must be approved by the State and identified on the resource plan.

The State will provide Internet connectivity and administrative printer access when onsite at a State location. Any office supplies, high volume publications or non-routine printing are the responsibility of the Contractor and must be included in the quoted cost. The Contractor will be required to provide computer and phone service for their staff which will adhere to State security provisions in this RFP.

The Contractor must utilize the State’s hosted document management and team collaboration tool (SharePoint).  Access will be provided via internal State networks and secure external connections to all Contractor team members.

2. Project Overview
2.1. Overview
The Contractor’s Scope for the Project includes: Project Management, Organizational Change Management (OCM), KRONOS Configuration, Testing and Training.  Note:  State of Ohio will be responsible for reviewing and approving KRONOS configuration and testing execution.

The Contractor should review and update where applicable current system configuration, agency readiness, any current documentation and other change management materials already developed and used during the initial implementations of KRONOS Workforce Central 8.0.13. A listing of some of these existing materials is provided below:
1. Workforce Timekeeper Employee Workspace Guide

2. Workforce Timekeeper Task Guide

3. Agency Administrator Guide

4. Employee Learning Management (ELM) Tutorials for Employees and Managers
The Contractor will be responsible for defining the project timeline and associated activities needed to onboard the nine (9) agencies into the State’s existing KRONOS application. This RFP describes the State’s view of the minimum set of activities, deliverables and milestones required to deliver the KRONOS solution to additional State agencies.  The Contractor must include any additional considerations that would increase the overall probability of success and result in a high quality of delivery.

The State Project Manager will provide oversight for the Project, but the Contractor is responsible for work plan creation and management of day to day activities of the project.  This includes business analysis tasks for the work under this Contract and the day-to-day management of its staff.  The Contractor also must assist the State with coordinating assignments for State staff involved in the Project.  Additionally, the Contractor must provide all administrative support for its staff and activities.  

The Contractor must adhere to the following meeting and reporting requirements:

· Immediate Reporting - The Contractor must immediately report any staffing changes for the project to the State Project Manager.  

· Attend Status Meetings - The Project Manager and other Contractor team members as required must attend and facilitate status meetings with the Project Representative and other people deemed necessary to discuss project issues.  The Project Representative will schedule these meetings, which will follow an agreed upon agenda and allow the Contractor and the State to discuss any issues that concern them.

· Prepare Weekly Status Reports - During the Project, the Contractor must submit a written weekly status report to the State Project Manager on a mutually agreed upon day.  At a minimum, weekly status reports must contain the following:

· A description of the overall completion status of the Project in terms of the approved Project Plan (schedule and cost)

· Updated Project schedule

· The plans for activities scheduled for the next week

· The status of any Deliverables

· Achievements for the current reporting period

· Time ahead or behind schedule for applicable tasks

· Risks/issues

· A risk analysis of actual and perceived problems

· Strategic changes to the Project Plan
· The Contractor's proposed format and level of detail for the status report is subject to the State’s approval.

2.2. Background

During the Phase 1 implementation, the State of Ohio migrated nine (9) existing KRONOS agencies and two (2) agencies new to KRONOS to the KRONOS Workforce Central 8.0.13 application.  These 11 agencies consisted of approximately 20,000 state employees.   This effort consisted of the initial configuration and set up of KRONOS Workforce Central rules and leave cases, as well as conversion from the existing timekeeping system to the enterprise platform.

The remaining State agencies that need to be migrated can be categorized as either:
· OAKS PeopleSoft HCM employee self-service;
· Time Collection Device (TCD) Agency (which may include use of a homegrown timekeeping system); or
· Manual/Direct Entry users (agencies enter time directly on the timesheet).
Agencies today who manually track employee time do so with spreadsheets, which are then directly entered into the PeopleSoft Time & Labor timesheets. TCD agencies interface their time which is then loaded directly onto the employee pay sheets in the State’s PeopleSoft HCM.

The State is implementing an enterprise timekeeping solution for agency use in its efforts to:
· Reduce costs associated with maintaining multiple timekeeping systems; and
· Implement an enterprise timekeeping solution.
The KRONOS Phase 2 project will include the on-boarding of nine (9) additional agencies totaling approximately 4500 employees.  

3.  Organizational Change Management (OCM)

· Organizational Change Management is vital in preparing people for change and helping them adopt the ways they need to perform their work in the future State. The State created the Agency Engagement (AE) team to establish and ensure consistent and effective OCM practices are applied to projects. AE provides guidance and support to Contractors as they prepare people for change to help ensure projects achieve their expected business results. 

· The State’s 3-phase approach to OCM is shown below, along with the available tools for each phase. The Contractor is expected to follow this methodology. The Contractor may modify the AE tools, with concurrence by the State, or supplement with their own tools, to deliver the requirements. 

· The State specifically requires the Prosci Impact Index tool is used to identify and assess the risks and impacts of the change. This tool is proprietary to Prosci, and the State will provide a Prosci-licensed AE resource to execute the tool. The State does not require the Contractor to be Prosci-licensed. The Contractor must participate in providing input to this tool and use the outputs for the remaining OCM process. The State and the Contractor must mutually agree to the initial and future outputs of the tool. The Contractor must review and provide updates to the Impact Index tool at least quarterly and as the Project evolves.
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The offeror must describe its tools, techniques and methodologies to implement the required Organizational Change Management Work contained in this Supplement.

The Contractor at a minimum must provide the following OCM tasks:  Agency Readiness Assessment, Training Needs Analysis, Training Development & Deployment, Communications Plan, and Adoption Management Plan and Execution.
3.1. 
Agency Readiness Assessment
by Tim Creasey
on July 20, 2017
The Contractor must provide an Assessment of Change and an Assessment of the Organization.

3.1.1 Assessment of Change

The Assessment of Change must contain the scope, depth and size of the change. This assessment must address the following:

· Scope of the change (department, division, enterprise);
· Number of employees impacted;
· Type of change (process, technology, organization, job roles, strategy); and
· Amount of change from where the agency is today.
3.1.2 Assessment of the Organization

The Assessment of the Organization must capture the following:

· Culture and value system;
· Capacity for change; 
· Leadership styles;
· Residual effects of past changes;
· Middle management's predisposition toward the change; and
· Employee readiness for change.
3.2. 
Training Needs Analysis
The Contractor must complete a comprehensive training needs analysis which includes evaluation of the needs of each impacted stakeholder group. Training must reflect end-to-end processes and incorporate all relevant State policies, procedures, and guidance as defined by OAKS staff and guided by the State training lead. If the State has existing system training materials, they may be leveraged for many of the major processes. The Contractor must make the required updates to these materials and create any additional content to turn them into comprehensive end-to-end process training for the in-scope processes.

The offeror must describe its approach to training needs analysis, and include how it evaluates the different types of training needs including business process training, systems training, new skills development, and any other category of training need that is critical to assess.

The offeror’s response must also describe in detail, at a minimum:

· The tools it uses to develop training content.

· How it will assess and measure the effectiveness of training.

3.3.    Training Development & Deployment

Training documents exist from Phase 1.  The Contractor can leverage these documents; however, the Contractor must review and improve the current training materials.

The Training Development & Deployment must consist of the following tasks:

· Determine KRONOS Program Training Approach/Methodology;
· Create KRONOS Overview Course Curriculum/Descriptions;

· Create and Manage Training Development Plan;

· Create and Manage detailed course outlines; 

· Create and Manage Training Materials; and
· Deploy Training Development.
3.4. Communications Plan
The Contractor must ensure that communication takes place at multiple levels to ensure that existing and prospective stakeholders receive accurate and relevant messaging. The Contractor’s OCM team will follow and execute the OCM communication plan that is created by the Contractor.  Project communications (such as communications about schedule, scope, project change requests, technical decisions, issue resolution, test results, etc.) will be planned and executed by the Contractor.

The Communications Plan must consist of the following tasks:

· Develop Messages;
· Develop and maintain FAQs;
· Review and approve Messages;
· Identify SME contacts; and
· Manage SME contacts and their readiness activities.
The Contractor’s plan must describe the following:

· The approach to developing a comprehensive OCM Strategy, including all inputs; 

· The action plan needed to implement the OCM strategy;

· The approach to determining organizational readiness for change;

· What is evaluated during stakeholder analysis; and 

· Methods used to identify and track process changes and the impacts of the changes on people.

The Contractor’s plan must describe their OCM communications approach including, at a minimum, the following:

· How to test the effectiveness of communications.

· The feedback loops that will be incorporated in executing the Communications Plan for this project.

· The communications metrics that will be used for this project.

· An example of an innovative approach offeror has used in communications that led to quicker adoption by a specific stakeholder group

3.5. 
Adoption Management Plan and Execution
The Contractor must create an Adoption Management Plan that details the following:

· Identifies methods an agency can take to prevent or mitigate resistance before it emerges and impacts the project and the organization negatively; 
· Identifies what resistance might look like and where it is likely to come from;  
· Identifies who will be involved in managing resistance and how Contractor will prepare them to intervene; 
· Identifies triggers will the agency will use to know that there is significant resistance; and

· Identify how agency should respond to triggers.

The Contractor must lead the execution of this plan.

4. Scope of Work

4.1. Project Management Activities and Sequencing
The Contractor’s expected implementation schedule and work effort detail is focused on Project Management, Organizational Change Management (OCM), Configuration, Testing and Training and on-boarding the selected agencies.  
1.1.1 Project Management Requirements: Key Tasks

The Contractor’s Project Manager is responsible for the coordination and delivery of the Project and must obtain State approval on all integrated project plans and deliverables. Minimal additional key project management tasks are listed in the chart below.

For purposes of the Project, “Perform” means that the party assigned the task has the duty and ultimate responsibility to take all appropriate steps to complete or facilitate the identified task unless otherwise provided for between the parties, subject to the Supporting party completing its interdependent responsibilities. The term, “Support” means that the party has the duty and responsibility to provide ancillary support or assistance which may be necessary to enable the party providing the “Perform” task to complete that task unless otherwise provided for by the parties  

	Key Tasks
	State
	Contractor

	Organize and lead kick off meeting
	Support
	Perform

	Ensure project is appropriately staffed
	Support
	Perform

	Risk Assessment, Tracking and Mitigation
	Support
	Perform

	Apply standard, modern project management principles (e.g. PMI® knowledge areas)
	Support
	Perform

	Establish the activities, processes, and procedures for ensuring a quality product upon the conclusion of the project
	Support
	Perform

	Implement and maintain a mutually agreed upon project management tool that provides access to all project team members, approved project stakeholders and participants
	Support
	Perform

	Exercise effective change control
	Support
	Perform

	Manage specific task areas to ensure appropriate cross-team communication and delivery
	Support
	Perform

	Collaborate among specific Project dependencies to ensure appropriate cross-Project communication and delivery
	Perform
	Support

	Conduct project meetings, including weekly status meetings and project check points
	Support
	Perform

	Produce weekly project status reports in a form approved by the State, and provide them at least one (1) business day in advance of the meeting. 
	Support
	Perform

	Adhere to prompt reporting of project issues or changes, including staffing changes
	Support
	Perform

	Maintain Project document library and collaboration pages and version control
	Support
	Perform

	Ensure documentation of the solutions developed, particularly functional solutions, integrations, and interfaces, in accordance with State-approved standard, professional methods
	Support
	Perform

	At the conclusion of the project, or upon request of the State, ensure that the State is provided a readable, comprehensive backup of the document and project libraries
	Support
	Perform


1.1.2 Project Management Tool

The Contractor must have an electronic project management tool to facilitate and automate wherever possible project management task scheduling and tracking, risk, issues, and decision tracking, and all other project management related activities. In addition, the Contractor must utilize the State’s SharePoint as the central document repository to manage documenting and reporting all project related activities.

4.2. Project Life Cycle

The following section provides guidance to offerors on the State’s anticipated approach to Project Life Cycle practices to be applied for this Contract.  Offerors must propose a comprehensive project approach which, as the expert in the Solution being proposed, can be different but must encompass all Project requirements and deliverables demonstrated in the State’s approach. 

4.2.1 Analysis Phase

During the KRONOS Assessment, the Contractor must create and document high level requirements in the Requirements Traceability Matrix (RTM).  The Contractor must also document additional configuration requirements for each agency.  For example, special time and labor rulesets for firefighters at Adjutant General’s Office (ADJ), or entities that are paid on a monthly pay schedule must be identified during the analysis phase. Any identified system functionality requirements will be further vetted to identify agency impacts and potential implementation dates.  

	Key Tasks
	State
	Contractor

	Gathering additional agency/Statewide requirements for Phase 2 
	Support
	Perform

	Define the communication plan, tasks and schedule
	Support
	Perform

	Define content changes needed to KRONOS Training material and exercises
	Support
	Perform

	Define KRONOS agency process “as is” and “to be” process flows 
	Support
	Perform

	Define any additional KRONOS agency enhancements 
	Support
	Perform

	Create the KRONOS Adoption Guidebook 
	Support
	Perform

	Update the existing KRONOS RTM (incl., FIT/GAP Analysis)
	Support
	Perform

	Identify configuration requirements for the KRONOS application
	Support
	Perform

	Define the readiness assessment approach
	Support
	Perform

	Complete Required Prosci Impact Index 
	Perform
	Support

	Conduct Stakeholder Analysis
	Support
	Perform

	Conduct Stakeholder Readiness Assessment
	Support
	Perform

	Create OCM Adoption Management Plan 
	Support
	Perform

	Create OCM Strategy 
	Support
	Perform

	Create OCM Work plan
	Support
	Perform

	Establish and maintain Readiness Scorecard
	Support
	Perform

	Identify Sponsors and Sponsor Coalition members
	Perform
	Support

	Create Sponsor Action Plan 
	Support
	Perform

	Develop OCM Communications Plan and complete detailed matrix (WP)
	Support
	Perform

	Develop Messages
	Support
	Perform

	Develop and maintain FAQs
	Support
	Perform

	Review and approve Messages
	Perform
	Support

	Deliver approved Messages
	Perform
	Support

	Define utilization and proficiency metrics
	Support
	Perform

	Create knowledge transfer plan
	Support
	Perform

	Create content for agency liaison network meetings
	Support
	Perform


Special Note: 
To start the analysis phase, the Contractor must hold a kick-off meeting with all agency stakeholders.  During this session, the project team will review the project timeline, KRONOS functionality and demonstration, and will ask the agencies to identify their KRONOS Agency Administrator(s).  
4.2.2 Build Phase

During the Build Phase, the Contractor’s KRONOS business analysts will complete configuration. In preparation for testing, the Contractor will develop test scripts.  

	Key Tasks
	State
	Contractor

	Build and/or modify KRONOS tests scripts
	Support
	Perform

	Build/modify training content
	-
	Perform

	Validate Agency stakeholders impacted by the Project
	Support
	Perform

	Identify stakeholder readiness tasks that need to be completed prior to go-live
	Support
	Perform

	Create plan to support stakeholders in completing required readiness tasks
	Support
	Perform

	Create and Manage Pre-Go-Live checklist for each stakeholder group 
	Support
	Perform

	Review and Approve Pre-Go-Live OCM checklist
	Support
	Perform

	Create methods and processes for ongoing measurement and reinforcement of changes
	Perform
	Support

	Complete configuration
	Support
	Perform


4.2.2.1 Training Development and Deployment Plans

The Contractor must use the Oracle User Productivity Kit (UPK) for the creation of learning simulations and in-application help for OAKS.  The Contractor is expected to utilize UPK technology in the creation and delivery of training materials.  While UPK is expected to be used, the Contractor may recommend other development tools for specific training needs.  The State will need to agree with any non-UPK recommendations.  The State owns sufficient licenses to support project related training development as needed.

	Key Tasks 
	State
	Contractor

	Review OAKS Agency Engagement Center standards on Training
	Support
	Perform

	Conduct Training Needs Analysis for each stakeholder group
	Support
	Perform

	Determine Program Training Approach/Methodology
	Support
	Perform

	Create Course Curriculum/Descriptions 
	Support
	Perform

	Create and Manage Training Development Plan 
	Support
	Perform

	Create and Manage detailed course outlines 
	Support
	Perform

	Create and Manage Training Deployment Plan 
	Support
	Perform

	Create and Manage Training Materials 
	Support
	Perform

	Create Training Sustainability Recommendations 
	Support
	Perform


4.2.3 Testing Phase

During the Testing Phase, the Contractor must perform the following tasks:
· System Testing

· User Acceptance Testing (UAT)

· Performance Testing

UAT testing will occur after successful completion of system testing.  The on-boarding agencies will designate individuals who will participate in User Acceptance Testing.  The selected individuals will need to complete the necessary test script training in advance of participating in UAT. 

	Key Tasks
	State
	Contractor

	Create test scripts for system testing
	Support
	Perform

	Conduct system testing
	Support
	Perform

	Lead UAT testing 
	Support
	Perform

	Conduct Performance testing
	Support
	Perform


4.2.4 Deployment Phase

During the Deployment Phase, the Contractor and the agency KRONOS POC will ensure that the specific agency rules are ready to move to Production. They will then fully validate the rules in Production. Communications to end users will be prepared by the Contractor and ready for distribution by individual agencies.
During this phase, the Contractor must plan to conduct Train-the-Trainer sessions for the nine (9) agencies being on-boarded.  These will be in-person, instructor led sessions with approximately 9-20 participants from the nine (9) agencies.  These training sessions will be held in a state location in the Columbus, Ohio vicinity.  

4.3. Post Go-Live Support

The Contractor will provide post go-live support for two pay periods following the deployment, which should include daily defect/issue resolution meetings with affected stakeholders. During the post go-live support, tickets will be submitted by the Human Resource Divisions Tier 1 Support for break/fix to the Contractor for resolution using the State’s current incident management system.
5. Project Team Requirements

5.1. State Key Project Team Roles and Responsibilities

	Role ID
	State Role
	Role Activity
	FT/PT

	1
	Project Sponsors
	· Provide input for development of strategic objectives, potential initiatives, and anticipated benefits

· Provide input on key Project decisions

· Interpret current State policies and provide guidance on potential policy updates
· Support Project deliverables approvals
	PT

	2
	Project Manager
	· Provide direction to State resources
· Review and approve deliverables
· Communicate with Project Sponsors

· Provide leadership and management of the Project 

· Oversee daily Project activities including budget and schedule management

· Serve as the point of contact to coordinate the activities with the State functional Subject Matter Experts (SMEs)

· Monitor the status of the Project, and takes any steps necessary to re-direct priorities, re-define the Project organization, work plan, toward completion of the Project 

· Participate in the development of a communication strategy and is responsible for the delivery and dissemination of Project communication and statuses

· Provide guidance to State and Project resources and oversee development of Project deliverables
	PT

	3
	KRONOS Administrator
	· Facilitate contact with agency resources for Analysis/Design workshop and data collection scheduling

· Provide information on current KRONOS systems, support and usage

· Provide guidance to State and Contractor Project resources and oversee development of Project deliverables
	PT

	4
	KRONOS SME (Functional Lead)
	· Provide information on current KRONOS system, support and usage

· Provides PeopleSoft (HCM) expertise and knowledge

· Support development of Project deliverables
	PT

	5
	KRONOS Configuration/Operations Analyst(s)
	· Provide information on current KRONOS system, support and usage

· Supports development of Project deliverables
	PT

	6
	OCM Lead
	· Provide guidance in State OCM methodology and recommended change management practices

· Provide State tools & templates for OCM practices and guidance in the use of these tools

· Lead the Contractor in completing the required Prosci Proprietary Impact Index risk analysis

· Review and provides Quality Assurance for all OCM work products


	PT


5.2. Contractor Key Project Team Roles and Responsibilities

The following table identifies key Contractor roles and responsibilities that are deemed critical to the success of the Project and are required to be full time and dedicated only to this Project. The offeror, as part of their proposal, is required to identify these key positions and may also include other designated positions for support of the Project. At a minimum, the Contractor’s staffing plan must include names and biographical resumes for all Key Roles and positions, including the project manager. If the offeror deems appropriate and DAS agrees, some roles may be filled by a single resource.
Resumes must be provided for all Key Project personnel in order to supplement the descriptive narrative provided by the offeror regarding their proposed project team.
The resume, not to exceed 2 pages, must include:

· Candidate’s Name 

· Proposed role on this Project 

· Education

· Professional Licenses/Certifications/Memberships

· List of completed projects that are comparable to this Project or required similar skills based on the candidate’s assigned role and responsibilities in the Project, including the following details:

· Project title and description

· Beginning and ending dates 

· Client/company name for which the work was performed 

· Client contact information for sponsoring Directors, Managers or equivalent level position (name, phone number, email address, company name, etc.) for references

· Detailed description of the person’s role/responsibility on the project
The Contractor must provide a dedicated Project Manager for the Project. This Project Manager and proposed key staff must work on-site at the designated State office through Project implementation except as approved by the State Project Manager. 
	Role ID
	Contractor Role
	Role Activity
	FT/PT

	1
	Project Manager
	· Create and Maintain Project Plan

· Review Deliverables and Manage the State’s Approvals
· Review Deliverables and Manage the Contractor’s Approvals
· Create Project Status Reports
· Report and Manage Issues and Risks
· KRONOS expertise preferred

· Manage relationships with sponsors and stakeholders

· Manage Contractor Project Staff

· Collaborate with State Project Staff

· Oversee development of Project deliverables

· Oversee daily Project activities including budget and schedule management

· Responsible for design and implementation of Project management processes, organizational structures, resource allocation assignments and other control mechanisms necessary to accomplish the Project objectives within the agreed upon time frames

· Monitor the status of the Project, and take any steps necessary to re-direct priorities, re-define the Project organization or work plan toward completion of the Project 

· Manage, Maintain and Meet Change Management/Business Analysis Deliverable Milestones
· Identify project issues and risks 
· Deploy appropriate risk avoidance strategies and take appropriate mitigation action if risks materialize
	FT

	2
	KRONOS Business Analyst(s)
	· PeopleSoft HCM preferred

· KRONOS expertise required

· Identify and collect business analysis data required for project deliverables

· Develop Project Deliverables 
· Conduct Fit/Gap Analysis
· Support developing Change Management deliverables.
· Creates KRONOS Adoption Guidebook
	FT

	3
	KRONOS OCM Lead
	· KRONOS expertise preferred

· Create and manage the OCM Strategy, which includes the State’s approved approaches for communication, business readiness and training.

· Create and manage the OCM Communication Strategy & Plan

· Oversee the execution of the Training Needs Analysis, Training Strategy, Training Materials, Training Deployment Plan and Knowledge Transfer Plan.

· Work with the Project Manager, key leaders and project teams to integrate OCM activities into the overall Project Plan.

· Coordinate development of communications and training materials.

· Coordinate development of business readiness activities

· Report OCM readiness status to Project Manager

· Resolve or escalate issues that are raised by the OCM team.

· Follow State standard practices as described in OCM methodology section of the RFP


	FT

	4
	KRONOS OCM team members
	· Communications resource will work with the OCM Lead to create and manage the communications plan and write communications.

· Training resource will complete training needs analysis, training strategy, training materials, training deployment plan and knowledge transfer plan.
	PT/FT


The quality of the offeror’s proposed Project team to deliver the Projects as defined and required in Supplement 1 including the quality of the offeror’s proposed Project team and ongoing Project delivery capacity will impact the success of the Projects.  Therefore, each team member’s experience, education, and skills will be considered in assigning a score to this area.

5.3. Offeror Response - Project Staffing and Time Requirement

The offeror’s Staffing Plan and Time Commitment response must include the following information:

· An organizational chart including any subcontractors and key management and administrative personnel assigned to this project.

· A contingency plan that shows the ability to add more staff if needed to ensure meeting the Project’s due date(s).

· The number of people onsite at State location(s) at any given time to allow DAS to plan for the appropriate workspace.

· A statement and a chart that clearly indicates the time commitment, inclusive of the Project Manager and the offeror’s proposed team members for this Work during each stage of the Project and the System Development Life Cycle.

· A statement indicating to what extent, if any, the candidates may work on other projects or assignments that are not related to DAS during the term of the Contract. 

DAS may reject any Proposal that commits the proposed Project Manager or any proposed Key Project Personnel to other projects during the term of the Project, if DAS believes that any such commitment may be detrimental to the offeror’s performance.

6. Deliverables
The following describes the Project deliverables and what the Contractor must do to complete the Project satisfactorily.  
Each offeror responding to this procurement must follow the deliverables set for OAKS KRONOS and include cost per each deliverable. 

	KRONOS Deliverable 
	KRONOS Deliverable Name
	KRONOS Deliverable Description
	Phase

	1
	KRONOS Project Work Plan
	Documents all of the activities, deliverables, and milestones required to complete the KRONOS Project. Documents might include, but are not limited to, the following: 

A. Work breakdown structure

B. Schedules

C. Resource needs 

D. Roles and responsibilities

E. Key milestones

F. Dependencies

G. Infrastructure impacts   

H. Go/no-go criteria  
	Analysis

	2
	OCM Strategy & Work Plan
	Document all the OCM activities, deliverables, and milestones required to complete the people readiness requirements of this project. Documents will include but are not limited to the following: 

A. Strategy 

B. Work Plan

C. Sponsor Action Plan

D. Adoption Management Plan

E. People Readiness Plan

F. Sustainability Plan
	Analysis

	3
	Requirements Traceability Matrix
	Update the list of the requirements for the processes that the KRONOS system must meet for internal users.  
	Analysis

	4
	KRONOS Process Package
	For any necessary changes to KRONOS, update documentation for Organizational Change Management “As-Is” and “To-Be” processes.   Documents will include, but are not limited to the following in this Process Package:

A. Swim-lane process flows for detailed processes

B. List of operational metrics to be used in the future for measuring to-be process effectiveness, efficiency, and service performance

C. Identify enabling technology requirements and provide recommendations

D. Identify organization impacts and provide recommendations
E. Identify policy impacts and provide recommendations
	Analysis

	5
	Communication Plan 
	Communication strategy and plan that support and integrates organizational change management activities.

       A. Detailed communications matrix

       B. Key Messages and FAQs 

       C. Presentation content
	Analysis

	6
	KRONOS Adoption Guidebook
	Create a “KRONOS Adoption Guidebook” that OAKS can use as a step-by-step guide on how to convert future State agencies to use KRONOS. This guidebook will provide a list of detailed tasks that can be used as templates to convert each new agency into KRONOS. Documents should include but are not limited to the following: 
A. Identifies agencies and creates a timeline for when those agencies should convert to KRONOS

B. Work breakdown structure plan

C. Resource needs analysis plan

D. Change Management plan

E. Training needs analysis plan

F. Communications plan

G. Roles and responsibilities plan

H. Key milestones plan

I. Dependencies plan

J. Schedule plan

K. Infrastructure impacts plan

L. Go/no-go criteria plan
M. Functional configuration plan
	Analysis



	7
	Training Design and Development


	The Contractor will be responsible for the design, development, and delivery of training. This training must incorporate all relevant State policies and procedures. Documents will include but are not limited to the following: 

A. Training Needs Analysis

B. Course Curriculum with detailed outlines

C. Training Development plan

D. Training Deployment plan

E. Training materials
F. Deploy In-Person, Instructor Led Training to Agencies

	Build

	8
	Configuration
	Complete all newly required system configuration to meet the requirements gathered from the new Agency Users. Document all new system configuration in reference documents for the State’s future use in a format that is traceable to the  requirements document (See Requirements Traceability Matrix)
	 Build

	9
	Readiness Assessment 
	The Contractor must develop an overall readiness assessment designed to support the go-live, which includes:

A. Technical readiness assessment checklist

B. Evaluation and recommendation of any updates to policies, procedures, forms, manuals

C. Knowledge transfer

D. People readiness assessment checklist for each stakeholder group

E. Define utilization and proficiency metrics

F. Define methods and processes for ongoing measurement and reinforcement of changes
	Testing

	10
	Assessment of the Organization
	· Readiness Rollout and Management Plan;

· Pre-Go Live OCM Checklist;

· Utilization and Proficiency Metrics; and

· Knowledge Transfer Plan.


	OCM


7. Project Performance Metrics and Service Levels
The State’s specifications pertaining to project performance based on Service Level Agreements (SLA) to be established between the Contractor and the State are applicable to any work associated with the development, configuration, extension or implementation of any software (asset or cloud-based) associated with this RFP.

These requirements comprise the State’s minimum expectations framework pertaining to project delivery factors, requirements relating to service level commitments, and the implications of meeting versus failing to meet the requirements and objectives, as applicable. These SLAs pertain to any Implementation Project and to all subsequent Project-related services and phases that are contracted under future Statements of Work between the State and the Contractor related to this RFP. 

The mechanism set out herein will be implemented to manage the Contractor’s performance against each Service Level, in order to monitor the overall performance of the Contractor.

7.1. Service Level Specific Performance Credits

Each Service Level (SL) will be measured using a “Green-Yellow-Red” traffic light mechanism (the “Individual SL GYR State”), with “Green” representing the highest level of performance and “Red” representing the lowest level of performance. A Performance Credit will be due to the State in the event a specific Individual SLA GYR State falls in the “Yellow “or “Red” state. The amount of the Performance Credit for each SLA will be based on the Individual SLA GYR State. Further, the amounts of the Performance Credits will, in certain cases, increase where they are imposed in consecutive months. No Service Level Performance Credit will be payable for the Contractor’s failure to meet a Service Level Objective.
Set forth below is a table summarizing the monthly Performance Credits for each SLA. All amounts set forth below that are contained in a row pertaining to the “Yellow” or “Red” GYR State, represent Performance Credit amounts.
	Consecutive 
(SLA Performance Credits)

	Individual SL GYR State
	1st 
Month
	2nd 
Month
	3rd 
Month
	4th 
Month
	5th 
Month
	6th 
Month
	7th 
Month
	8th 
Month
	9th 
Month
	10th 
Month
	11th 
Month
	12th 
Month

	Red
	A =1.71% of MPC
	A + 50% of A
	A + 100% of A
	A + 150% of A
	A + 200% of A
	A + 250% of A
	A + 300% of A
	A + 350% of A
	A + 400% of A
	A + 450% of A
	A + 500% of A
	A + 550% of A

	Yellow
	B = 0.855% of MPC
	B + 50% of B
	B + 100% of B
	B + 150% of B
	B + 200% of B
	B + 250% of B
	B + 300% of B
	B + 350% of B
	B + 400% of B
	B + 450% of B
	B + 500% of B
	B + 550% of B

	Green
	None
	None
	None
	None
	None
	None
	None
	None
	None
	None
	None
	None


The Contractor agrees that in each month of the Contract, 12% of the monthly project charges (MPC) associated with the Project Implementation portion of this RFP will be at risk. MPCs are the charges for the deliverables accepted during a given month. The MPC for the Project Implementation will be at risk for failure to meet the Service Levels set forth in the Contract. The Contractor will not be required to provide Performance Credits for multiple Performance Specifications for the same event; the highest Performance Credit available to the State for that particular event will apply. 
On a quarterly basis, there will be a “true-up” at which time the total amount of the Performance Credits will be calculated (the “Net Amount”), and such Net Amount will be set off against any fees owed by the State to the Contractor. 
Moreover, in the event of consecutive failures to meet the Service Levels, the Contractor will be required to credit the State the maximum Performance Credit under the terms of the Contract. 
The Contractor will not be liable for any failed Service Level caused by circumstances beyond its control, and that could not be avoided or mitigated through the exercise of prudence and ordinary care, provided that the Contractor immediately notifies the State in writing and takes all steps necessary to minimize the effect of such circumstances and resumes its performance of the Services in accordance with the SLAs as soon as possible.
For example, if an Individual SL GYR State is Yellow in the first Measurement Period, Red in the second Measurement Period and back to Yellow in the third Measurement Period for an SLA then the Performance Credit due to the State will be the sum of Yellow Month 1 (B) for the first Measurement Period, Red Month 2 (A + 50% of A) for the second Measurement period, and Yellow Month 3 (B + 100% of B) for the third Measurement period, provided (1) such Performance Credit does not exceed 12% of the MPC (the At-Risk Amount); and, (2) no single Service Level Credit will exceed 20% of the total At-Risk Amount, as stated below:
	SLA Calculation EXAMPLE

	Monthly Project Charge (MPC) = $290,000.00

	Monthly At Risk Amount = 12% of MPC = $34,800

	Maximum for any one SLA = 20% of At Risk Amount = $6,960

	GYR State
	1st Month
	2nd Month
	3rd Month

	Red
	0
	$
	0
	$7,438.50
	0
	

	Yellow
	1
	$2,479.50
	1
	
	1
	$4,959.00

	Green
	6
	$
	6
	
	6
	

	Totals
	7
	$2,479.50
	7
	$7,438.50
	7
	$4,959.00

	Adjusted Totals by At Risk Amount and 20% per individual SLA Limitations
	 (Is monthly total of all Service Level Credits equal to or less than $34,800?) - Yes
	 (Is monthly total of all Service Level Credits equal to or less than $34,800?) - Yes
	 (Is monthly total of all Service Level Credits equal to or less than $34,800?) - Yes

	
	(Is monthly amount for any one Service Level Credit equal to or less than $ 6,960?) - Yes
	(Is monthly amount for any one Service Level Credit equal to or less than $ 6,960?) - No
	(Is monthly amount for any one Service Level Credit equal to or less than $ 6,960?) - Yes

	
	$2,479.50 
	$6,960.00 
	$4,959.00 

	Total Quarterly Credit: 


$ 2,479.50 + 

 $ 6,960.00 + 

$ 4,959.00

	Total Quarterly Credit: $ 14,398.50


Service Level Performance Credit payable to the State = (B) + (A + 50% A) + (B + 100% B), based on an illustrative MPC of $290,000;
The total of any weighting factors may not exceed 100% of the total At-Risk Amount. To further clarify, the Performance Credits available to the State will not constitute the State’s exclusive remedy to resolving issues related to the Contractor’s performance. Service Levels will commence with Project initiation for any Implementation Project. 

7.2. Monthly Service Level Report

On a State accounting monthly basis, the Contractor will provide a written report (the “Monthly Service Level Report”) to the State which includes the following information: (i) the Contractor’s quantitative performance for each Service Level; (ii) each Individual SL GYR State and the Overall SL Score; (iii) the amount of any monthly Performance Credit for each Service Level (iv) the year-to-date total Performance Credit balance for each Service Level and all the Service Levels; (v) a “Root-Cause Analysis” and corrective action plan with respect to any Service Levels where the Individual SL GYR State was not “Green” during the preceding month; and (vi) trend or statistical analysis with respect to each Service Level as requested by the State. The Monthly Service Level Report will be due no later than the tenth (10th) accounting day of the following month. 

Failure to report any SLA, SLA performance in a given month, or for any non-Green (i.e., performing to Standard) SLA a detailed root cause analysis that substantiates cause will result in the State considering the performance of the Contractor for that period as performing in a Red State.

7.3. Service Level Commitments – Project Implementation Services

The Contractor must meet the Service Level Commitment for each Service Level set forth in the tables and descriptions below:

	No
	Service Level Agreement
	Support Hours
	Required

	
	
	
	Response
	Resolution

	7.4
	System Test Defect Resolution – Severity 1 Items
	7x24
	Every 4 hours until resolution
	<= 24 hours

	7.5
	System Test Defect Resolution – Severity 2 Items
	7x16
	Every 8 hours until resolution
	<=72 hours

	7.6
	System Test Execution Exit Quality Rate
	-
	See specification below
	>= 90%

	7.7
	Project Performance – Milestone Attainment
	-
	See specification below
	> 90%

	7.8
	Development Methodology Compliance
	
	See specification below
	<=2%

	7.9
	Issues Detected and Resolved in Production
	
	See specification below
	<=72 hours

	7.10
	Overall Contract Performance
	
	See specification below
	


7.4. System Test Defect Resolution – Mean Time to Repair/Resolve (Severity 1 Items)

	Specification:
	System Test Defect Resolution – Mean Time to Repair/Resolve (Severity 1 Items)

	Definition:
	Mean Time to Repair (Severity 1 Items) will be calculated by determining time (stated in hours and minutes) representing the statistical mean for all System Test Severity 1 Defects for in-scope deliverables in the Contract Month. “Time to Repair” is measured from time and Issue is received at the Contractor Issue/Defect tracking system to point in time when the Defect is resolved or workaround is in place and the Contractor submits the repair to the State for confirmation of resolution. 
“Severity 1 Defect Service Request” means an incident where the State’s use of a solution service element has stopped or is so severely impacted that the State personnel cannot reasonably continue to work.

This Service Level begins upon Contractor presentation of a deliverable to the State for conducting System Testing and when this deliverable is initially migrated or otherwise used in a production environment. 

	Formula:
	Mean Time to Repair (Severity 1 Outages)
	=

=
	(Total elapsed time it takes to repair System Test Severity 1 Defect Service Requests)
	
	

	
	
	
	(Total System Test Severity 1 Defect Service Requests)
	
	

	Measurement Period:
	Month

	Data Source:
	Monthly Project Report

	Frequency of Collection:
	Per Incident


Service Level Measures

	Individual SL State
	Mean Time to Repair (Severity 1 Defects).

	Green
	<=24 hours

	Yellow
	>24 hours and <= 48 hours

	Red
	>48 hours


7.5. System Test Defect Resolution – Mean Time to Repair/Resolve (Severity 2 Items)

	Specification:
	System Test Defect Resolution – Mean Time to Repair/Resolve (Severity 2 Items)

	Definition:
	Mean Time to Repair (Severity 2 Items) will be calculated by determining time (stated in hours and minutes) representing the statistical mean for all Severity 2 Defects for in-scope deliverables in the Contract Month. “Time to Repair” is measured from time and Issue is received at the Contractor Issue/Defect tracking system to point in time when the Defect is resolved or workaround is in place and the Contractor submits the repair to the State for confirmation of resolution. 
“Severity 2 Defect Service Request” means an incident where the State’s Software or Processing Error that results in a partial or intermittent system outage or unavailability, performance Items that result in undue delay of processing business cycle data and creation of a processing backlog, System performance and availability levels not adhering to agreed-upon SLAs, the State’s traditional performance levels, and generally accepted and customary industry standards for similar functions or capabilities, a temporary workaround identified but due to processing, hardware, labor or other considerations is deemed unreasonable by the State, or may be a recurring issue with identified or indeterminate cause.
This Service Level begins upon Contractor presentation of a deliverable (generally code based) to the State for conducting System Testing and when this deliverable is initially migrated or otherwise used in a production environment. 



	Formula:
	Mean Time to Repair (Severity 2 Outages)
	=

=
	(Total elapsed time it takes to repair System Test Severity 2 Defect Service Requests)
	
	

	
	
	
	(Total System Test Severity 2 Defect Service Requests)
	
	

	Measurement Period:
	Accounting Month

	Data Source:
	Monthly Project Report

	Frequency of Collection:
	Per Incident


Service Level Measures

	Individual SL State
	Mean Time to Repair (Severity 2 Defects).

	Green
	<=72 hours

	Yellow
	>72 hours and <= 90 hours

	Red
	>90 hours


7.6. Service Levels – System Test Execution Exit Quality Rate

	Specification:
	System Test Execution Exit Quality Rate

	Definition:
	System Test Execution Exit Quality Rate will be determined using the results of Contractor generated pre-test strategy, executed testing cases including functionality, performance, integration, interfaces, operational suitability and other test coverage items comprising a thorough Contractor executed system testing effort.
“System Test Execution Exit Quality Rate” means the inventory of all test cases performed in conjunction with Contractor system testing, or testing otherwise preceding the State’s User Acceptance Testing efforts, presentation of resultant test performance inclusive of identified errors or issues (by Severity), impact areas and overall testing results to the State otherwise referred to as “Testing Results”.
This Service Level begins upon Contractor presentation of the aforementioned Testing Results to the State prior to the State conducting UAT. The initial service level shown for this SLA will be 90.0%, exclusive of Severity 1 issues (which must be resolved prior to presentation to the State) and will be validated during an initial measurement period. Following the initial measurement period, and for all releases, updates, enhancements or patches and as a result of any production or commercial use the initial Service Level will be 95%. The initial measurement period will be as mutually agreed by the Parties, not to exceed three months and only pertain to the first production release.



	Formula
	Test Quality Exit Rate
	=
	 (Total # of Test Scripts Passed during Final Pass of System Test)
	
	

	
	
	
	 (Total # of Test Scripts Executed during Final Pass of System Test)
	
	X 100

	Measurement Period:
	Accounting Month

	Data Source:
	Monthly Project Report

	Frequency of Collection:
	 At end of System Test


Service Level Measures

	Individual SL State
	System Test Execution Exit Quality Rate

	Green
	>= 90%

	Yellow
	>= 85%, <90%

	Red
	< 85%


7.7. Service Levels – Project Performance, Milestone Attainment

	Specification:
	% Compliance Milestone Dates 

	Definition:
	Amount of committed and accepted Project Milestones achieved on time as per the Project plans.
The Contractor is to produce an overall Project plan inclusive of the milestones, activities and deliverables at the commencement of the Project. Due to the overlapping nature of phases, tasks and activities, a measurement period of 1 calendar month will be established to serve as the basis for the measurement window. Contractor will count all milestones, activities and deliverables to be completed during that measurement window and their corresponding committed delivery dates. Any date variations (positive or negative) will be recorded upon the State’s acceptance of the deliverable and used in the calculation of this SL. 
This SL will commence upon Project initiation and will prevail until Project completion. 

	Formula:
	% Compliance, Milestone Dates
	=

=
	 Total Number of Contractor Milestones met within the measurement month
	
	

	
	
	
	Total Number of Contractor Milestones planned to be met during the measurement month per the agreed upon list of milestones
	
	X 100

	Measurement Period:
	Monthly, During Project

	Data Source:
	Weekly Project Report

	Frequency of Collection:
	Weekly


Service Level Measures

	Individual SL State
	% Compliance Milestone Dates

	Green
	> 90%

	Yellow
	> 85%, <=90%

	Red
	<= 85%


7.8. Service Levels – Development Methodology Compliance

	Specification:
	%SDLC Compliance.

	Definition:
	The Contractor will present and adapt as required a Software Development Lifecycle (SDLC) Methodology to manage the end-to-end software delivery process. This process will be followed.
 The Contractor must provide as part of overall Project delivery a proven and tested SDLC to drive and govern the overall software development process and adapt wherever possible to accommodate State considerations and processes. Based on this SDLC and the prescribed development stages (e.g., requirements, design, build, test, deployment) and phase exit documentation, reviews and signoff, this process will be followed for the duration of all development or code based Projects contracted by the State.
Notwithstanding State review and approval cycles, this SL will commence upon Project initiation and will prevail until Project completion. 

	Formula:
	% SDLC Compliance
	=

=
	# Deliverables, Milestones, Activities, Reviews and Signoffs Missed Per Phase/SDLC Gate
	
	

	
	
	
	# Deliverables, Milestones, Activities, Reviews and Signoffs Required Per Phase/SDLC Gate
	
	X 100

	Measurement Period:
	Monthly, During Project

	Data Source:
	Weekly Project Report

	Frequency of Collection:
	Weekly


Service Level Measures

	Individual SL State
	Issues Detected and Resolved in Production

	Green
	<=2%

	Yellow
	> 2%, <=3%

	Red
	> 3%


7.9 Service Levels – Project Completion – Issues Detected and Resolved in Production

Specification:      Issues Detected and Resolved in Production

	Definition:
	During post-implementation the Contractor must continue to support and promptly resolve any issues emerging as a result of the implementation in a production environment for a period of 60 days or otherwise mutually agreed upon, or until such time as Managed Services SL is in effect for the element in question.

The Contractor must measure all production Defects (Priority 1,2, and 3) associated or in conjunction with the initial 60 day period associated with a move of a software release to a production environment regardless of the severity level unless otherwise agreed with the State.

Development Objects from system and user acceptance testing will serve as the basis for counting the total number of Objects associated with a release.

This SL will commence upon promotion of code associated with the Project to a production or commercial environment and will prevail until all Defects are resolved to the State’s satisfaction or 60 days whichever is shorter.   


	Formula:
	Issues Identified and Resolved in Production
	=

=
	Total Time to Resolve Defects Identified During initial
     60 day production period
	
	

	
	
	
	Total Hours included in a Production Release
	
	X 100

	Measurement Period:
	Monthly, During Project

	Data Source:
	Weekly Project Report

	Frequency of Collection:
	Weekly


Service Level Measures

	Individual SL State
	Mean Time to Repair (Severity 2 Defects).

	Green
	<=72 hours

	Yellow
	>72 hours and <= 90 hours

	Red
	>90 hours


7.10   Overall Contract Performance
In addition to the service specific performance credits, on a monthly basis, an overall SL score (the “Overall SL Score”) will be determined, by assigning points to each SL based on its Individual SL GYR State. The matrix set forth below describes the methodology for computing the Overall SL Score:
	Individual SLAs GYR State
	Performance Multiple

	Green
	0

	Yellow
	1

	Red
	4


The Overall SL score is calculated by multiplying the number of SLAs in each GYR State by the Performance Multiples above. For example, if all SLAs are Green except for two SLAs in a Red GYR State, the Overall SL Score would be the equivalent of 8 (4 x 2 Red SLAs).
Based on the Overall SL Score thresholds value exceeding a threshold of fifteen (15), mandatory Executive escalation procedures outlined in this RFP will be initiated to restore acceptable Service Levels. 
If a successful resolution is not reached, then the State may terminate the Contract for cause if:
· The overall SL score reaches a threshold over a period of 3 consecutive months with the equivalent of 50% of the service levels in a red state; and the Contractor fails to cure the affected Service Levels within 60 calendar days of receipt of the State’s written notice of intent to terminate; OR
· The State exercises its right to terminate for exceeding the threshold level of 75% of Service levels in total over a six (6) month period.

The Overall Contract Performance will not constitute the State’s exclusive remedy to resolving issues related to the Contractor’s performance. The State retains the right to terminate for Overall Contract Performance under the terms of this Contract.
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