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	Exhibit A
(Standard Agreement)

SCOPE OF WORK

A. Purpose

The purpose of this Agreement is for Contractor to provide implementation and continued support of an enterprise, Salesforce Service Cloud Customer Relationship Management (CRM) system to replace the existing Oracle Service Cloud CRM application that serves as the backbone of customer service throughout Covered California. The Contractor shall be fully responsible for implementation and configuration of the Salesforce Service Cloud solution (hereafter referred to as the “solution”), in compliance with all specifications and requirements set forth in this Agreement. This includes all necessary integrations with existing software systems and any required data migration.  


B. Background Clearance 

If the Contractor must access any confidential information, this provision must be completed prior to implementing any portion of this scope of work.

Prior to accessing any confidential information, personal identifying information, personal health information, federal tax information, or financial information contained in the information systems and devices of Covered California, or any other information as required by federal and State law or guidance, all staff, including employees, contract or subcontract personnel, vendors or volunteers who perform services under this Agreement must comply with the criminal background check requirements set forth in Government Code section 1043, and its implementing regulations set forth in California Code of Regulations, Title 10, section 6456. Contractor shall bear all costs associated with obtaining clearance for each said employee.

C. Contract Amendment

Covered California may, at its sole discretion, extend the term of the contract for two (2) consecutive one (1) year terms for the same services.  If mutually agreed upon by Covered California and the Contractor, this contract shall be amended to include additional funding at the same rates provided in Contractor’s proposal.


D. General Scope or Tasks

Contractor’s tasks and responsibilities will include the following:

1.	Software Development Life Cycle 

Contractor shall develop, implement, and manage to a project plan following industry standard best practices for Agile software development.  Contractor shall identify the specific methodology that will be used.

a. Contractor must use the Covered California provided tool to monitor issues resulting from the system, implementation, and deployment activities. Issue management must be tracked via a reporting tool for any process, function, or task pertaining to maintaining the highest quality product. The system variance records or issues must be communicated during the project status meetings with countermeasures.

b. As part of the project plan, Contractor shall perform a Project Analysis that will constitute Milestone 0.

Milestone 0:
In collaboration with Covered California, Contractor shall create a Vision and Roadmap as part of the initial project planning processes. This sprint should consist of an initial estimate and planning cycle, an initial backlog definition with features, epics, user stories, effort, and initial sprint estimates or burndown chart.  Contractor shall propose a breakdown of the burndown chart into four (4) equal Milestones which will constitute Milestones 1 – 4. These Milestones are subject to Covered California’s written approval. These milestones cannot be modified unless Covered California consents to the modification in writing.  

c. Contractor shall complete the work required to decommission the Oracle Service Cloud CRM solution as identified in Milestone 0.  From time to time, the work may shift or modify by mutual written agreement between Contractor and Covered California as the backlog / burndown chart is regularly groomed through the sprint process.  

The features and functions that must be in place in order to decommission the Oracle Service Cloud CRM solution will involve the following: 

1) The solution shall have the ability to create contact records within the CRM solution. Covered California tracks multiple types of contacts including:
a. Consumers (differentiated by type of consumers such as a head of household, a family member, non-member), along with a variety of demographic and social information
b. Insurance agents who may be associated to one or more consumers
c. Insurance agencies who are associated with one or more insurance agents
2) The solution shall have the ability to create cases associated with contact records in the CRM solution: 
a. Cases shall have an associated call type
b. Cases shall have an associated disposition
3) The solution shall have the ability to use chat features in both English and Spanish
4) The solution shall have the ability to restrict access to contact records and/or incidents by role at the page, field, or value level.  Covered California currently has 38 profiles including: 
a. Service Center Representative 
b. Tier 2 Support 
c. Appeals
d. Ombudsman Office
e. External Resolution
f. Quality Assurance Team
g. Workforce Management
h. External Affairs
i. Fraud
j. Read only profile
5) The solution shall have administrative capabilities to create, update, or modify standard fields such as call types and dispositions. 
6) The solution shall include a fully functioning Knowledge Base that provides the ability to publish articles for internal use, external use, or internal and external use.
a. The solution shall allow for simple, role-based updating of Knowledge Base articles
b. The solution shall provide the ability to rate the effectiveness of Knowledge Base articles by the user and report on that effectiveness
7) The solution shall include a robust reporting capability that allows the contact center and the enterprise to manage the service center workload, identify trends in types and quantities of calls, and allows both summary and detailed reporting using any structured data elements available in the solution. 
8) The solution shall include conversion of existing contact records and incidents from Oracle Service Cloud CRM to Salesforce Service Cloud CRM.  Milestone 0 should plan for appropriate disposition of Oracle Service Cloud CRM data in the following areas:
a. Destruction
b. Archiving
c. Conversion
9) The solution shall include existing integration points including:
a. CUIC Finesse for CTI (screen pops)
b. CalHEERS for Quicksort and updates of contact records
c. Eloqua for integration for marketing campaigns
d. Data Quality Tools
e. Covered California Active Directory for Single Sign-on
10) The solution shall include email workflow for incoming and outgoing emails.
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d. As part of the Contractor’s responsibility, Covered California shall be involved, at a minimum, at critical decision points in each sprint cycle including the requirements development phase and sprint cycle review, and it is preferable to have daily involvement from Covered California project team, and frequent involvement from Covered California business teams who represent the end-users.

e. Provide appropriate Subject Matter Experts and Technical staff for installing and testing solution environment; and correcting all identified errors and results that are not in compliance with the requirements.

f. As part of the project, Covered California will require a daily project stand up to determine what each team member is working on for the day, any impediments, and what they accomplished the prior day. 

g. As part of the project, Covered California will require that the project has a training environment representative of the product planned for launch at least 45 days prior to go live to allow for development of training material and staff training.

h. As part of the Contractor’s responsibility a change management and operational readiness plan must be drafted within the first two months of the project and finalized 60 days prior to go live.

2.	Weekly Status Reporting

Contractor shall facilitate a weekly project status meeting and include documented meeting minutes, and develop a written status report and deliver it to Covered California management. The weekly status report must include at minimum:

a. Accomplishments for the week.

b. Projected activities for the next two weeks. 

c. Potential and realized issues and risks.

d. Priorities for the team.

e. Schedule and deliverable status against plan.

3.	Agile Development Team Management

Contractor shall:

a. Identify all roles and responsibilities required for a successful project completion including which roles and responsibilities will be fulfilled by the Contractor and which roles and responsibilities must be fulfilled by Covered California or other entities. 

b. Develop and deliver standard Resource Management artifacts.

c.  Establish and manage a formalized approach to resource management. 

d. Develop, document and execute transition and support plan.

4.	Software Application Development

The Contractor shall perform all aspects of the design, development/ configuration, testing, implementation and change management for the solution. The Contractor will utilize an agile development approach, with the initial delivery to provide the foundation for subsequent iterations. The Contractor will leverage “out of the box” Salesforce functionality with minimal customization. The Contractor is encouraged to use Salesforce AppExchange and proven third party tools to bridge native functionality gaps. Essential requirements of the CRM must provide:

a.	Accessibility on any device and supported browser as well as the
Salesforce1 mobile application.

b.	System administration and other general configuration capabilities to enable non-programmer staff, e.g., system administrators, and configuration analysts, to maintain the solution without coding.

c.	Tracking, reporting and dashboards that display the status of completion for each step in the certification process based on specific business requirements, and provide reports on activity/performance.

d.	The ability to manage multiple user account types based on use, authority, hierarchy (user/sub-user), role, and function.

f.	Notification of technical failures, outages, and errors.

g.	The ability to transfer files using standard data transfer methodologies to include SFTP, SharePoint and e-mail.
h.	User Interface and navigation functionality that is compliant with section
508 of the Americans with Disabilities Act.

5.	Workflow Automation

The solution will include workflows to automate complex business processes based on business requirements which will be discovered during JAD sessions.


6.	Solution Security Standard

The delivered solution must adhere to the Privacy and Security Requirements outlined in Exhibit D of this Agreement.  In the case that baseline controls change during the period of the engagement; the delivered solution must meet the most current baseline controls and will be subject to updates as required by the Information Security Office.

7.	Data Conversion

Data conversion services consist of developing a conversion approach and plan, and execution of conversion activities, including the manual and automated conversion of existing data to the new solution, and de-duplication of data. The Contractor is required to convert all historical and current data. All data conversion must pass consistency and audit checks as performed by the Contractor, and supported by Covered California, prior to final data conversion into the production environment. The Contractor will document and resolve any data inconsistencies prior to the final conversion into the production environment which includes all interactions from 2013 to current.

8.	Data Integration

a. The solution will integrate data from multiple external systems via native Salesforce web services and/or ETL processes as appropriate. 

b. The Contractor shall identify the tools and processes to be leveraged for Data integration or if the Contractor plans to leverage Covered California’s existing tools and processes for this effort.
9.	Document Management

a.	The solution must be able to create and manage document templates with mail merge functionality to automatically populate with data from the system with one click.

b.	The solution must provide the ability to review, upload, download and store documents related to a customer.

10.	Technical Documentation

Technical documentation will be required before the Salesforce system enhancements are fully implemented. Technical documentation development and review should be incorporated into the appropriate sprint planning and should consist of:

a.	System Description Document.

b.	Network Diagram (Applicable to Salesforce Modules). 
c.	System Schematic.
d.	Preliminary layouts and content of all Salesforce displays and reports to include snapshots, dashboards, reports.

e.	Test Procedures covering the Contractor’s standard functions applicable to the work described in the scope of work and deliverables.

f.	Written documentation on working in the system.

g.	Workflow Diagrams


11.	Code Review, Testing and Quality Assurance

Code reviews, testing, and quality assurance must be incorporated into the overall system development life cycle.  The Contractor shall discuss how these efforts will be conducted as part of sprint planning and release planning and are expected to include: 

a.	A presentation of the architecture design.

b.	A demonstration of the solution in a test environment.

c.	Test planning to define the approach and artifacts that will be used to thoroughly test deliverables which ensures requirements have been met.

d.	Unit testing.

f.	System Integration Test and User Acceptance Test will subsequently be performed as part of this set of tasks and deliverables.

12.	Knowledge Transfer

Contractor shall:

a.	Provide and execute a comprehensive plan for knowledge transfer.

b.	Provide Covered California IT Staff access to all development, testing, staging, and other environments needed to support delivered solution.

c.	Provide Covered California IT Staff mentorship, job shadowing and on the job training in the support and maintenance of delivered solution.

d.	Provide Covered California IT Staff desk procedures and user guides developed for to support solution updates, maintenance and operations.

e.	Provide execution and control status of knowledge transfer, which can be included in weekly status reports, but must be included at the end of each development sprint (cycle/iteration).

f.	Provide a report and presentation of lessons learned on the knowledge transfer success to Covered California management.

g.	Ensure successful completion of knowledge transfer to Covered California IT staff at the end of each sprint. Successful completion of knowledge transfer requires formal Covered California acceptance. Covered California formal acceptance or no acceptance of Knowledge Transfer will be provided in writing within fifteen (15) business days after the production implementation of each sprint. Formal acceptance shall be provided in a signed acceptance document. In the event that the Knowledge Transfer is not accepted by Covered California, Covered California will provide a memorandum outlining the deficiencies, recommended remediation actions, and applicable deadlines. The vendor will provide a response to the memorandum within five (5) business days of receipt. Both parties will work in good faith to resolve any issues. In the event that the parties cannot resolve a dispute, Contractor may utilize the dispute resolution process as outlined in Exhibit C of the Agreement.

h. 	End user guides including documented steps for using the system. 

13.	Post Go Live Support

The Contractor shall provide onsite post go live support for 60 days, after the solution goes live to staff, which includes but not limited to the following:

a.	Tracking and resolving issues and defects as they arise.

b.  Tracking design gaps for future sprints.

E. Reporting Locations

The Contractor is required to perform all services under this Agreement on site at Covered California, unless directed otherwise by the project representative listed in this Exhibit.  The Covered California offices are located at 1601 Exposition Boulevard, Sacramento, California, 95815 and 10877 White Rock Rd, Rancho Cordova, CA 95670.  Travel and expenses for reporting to this headquarters location shall not be reimbursed. Covered California will reimburse the vendor for approved travel to and from Fresno and Irvine. The contractor should review the RFP section 3.8(3) for additional information. 


F. Reassignment of Personnel

1. The Contractor shall not reassign personnel assigned to the contract during the contract term without prior written approval of Covered California. If a Contractor employee is unable to perform duties due to illness, resignation, or other factors beyond the Contractor’s control, the Contractor shall make every reasonable effort to provide suitable substitute personnel.

2. Substitute personnel shall not automatically receive the hourly rate of the individual or position being replaced. Covered California and the Contractor shall negotiate the hourly rate of any substitute personnel to the contract. The hourly rate negotiated shall be dependent, in part, on the experience and individual skills of the proposed substitute personnel. The negotiated rate cannot exceed the hourly rate stated in the contract.

3. Covered California reserves the right to request a Contractor employee be removed from performing any work on the contract and, on written notice to the Contactor, the Contractor shall assign a substitute employee.

G. Contractor’s Roles and Responsibilities

The Contractor shall: 

1. Designate a person to whom all project communications may be addressed and who has the authority to act on all aspects of the contract. This person will be responsible for the overall project and will be the contact for all invoicing and Contractor staffing issues.

2. Provide written reports for review and approval by Covered California and formally respond to Covered California review findings as necessary.

3. Meet as required with Covered California staff to discuss progress.

4. Make its best efforts to maintain staff continuity throughout the life of the project. If, however, a substitution becomes necessary, the Contractor must submit resumes for review, in advance, for all proposed personnel substitutions. All Contractor personnel substitutions must be approved in writing by Covered California Representative. Failure to receive the required approvals may result in termination of the contract.

H. Covered California’s Roles and Responsibilities

Covered California shall:

1. Designate the Covered California Representative to whom all Contractor communications may be addressed and who has the authority to act on all aspects of the contract. 

2. Provide access to business and technical documents as necessary for the Contractor to complete the tasks identified in this Agreement.

3. Ensure appropriate resources are available to perform assigned tasks, attend meetings, and answer questions.

4. Ensure that decisions are made in a timely manner.

5. Provide work areas and meeting rooms as needed. 

6. Identify and provide access to Subject Matter Experts to assist in the development of technical requirements. 

I. Contract Deliverables

1. The Contractor understands that all recommendations and contract deliverables must comply with the Patient Protection and Affordable Care Act of 2010, as well as sections 15438, 15439, and 100501 through 100521 of the Government Code; 1346.2 and 1366.6 of the Health and Safety Code; 10112.3 and 10112.4 of the Insurance Code.

2. The Contractor shall provide all deliverables within the timeframe specified and required by Covered California.  

3. The Contractor understands and acknowledges that all deliverables must be reviewed, approved and accepted by Covered California.

4. The Contractor understands that any Covered California requested revisions to any deliverable shall be incorporated by the Contractor within seven (7) calendar days from the date in which Covered California provided its feedback, unless a different timeframe is required and specified by Covered California. 

5. In the event Covered California requires additional refinements and modifications for any deliverable which occurs after that deliverable has been previously accepted by Covered California, the Contractor shall be required to make the additional revisions until the revised deliverable is accepted and approved by Covered California.

6. The Contractor shall be paid for services rendered under this Agreement in accordance with Exhibit B – Budget Detail and Payment Provisions.

J. Deliverable Acceptance Criteria

All concluded work must be submitted to Covered California for review and approval or rejection. Payment for all tasks performed under this Agreement will be based on hourly rates. It will be Covered California’s sole determination as to whether any tasks have been successfully completed and are acceptable. 

Throughout the contract, Covered California will review and validate services performed. In addition, the Covered California Representative will verify and approve the Contractor’s invoices. Signed acceptance is required from the Covered California Representative to approve an invoice for payment.

Deliverable acceptance criteria consist of the following: 

1. Deliverable-specific work was completed as specified and the final deliverable product or service was rendered.

2. Plans, schedules, designs, documentation, digital files, photographs and reports (deliverables) were completed as specified and approved.

3. All deliverable documentation and artifact gathering have been completed.

4. All deliverables are in a format useful to Covered California.

5. If a deliverable is not accepted, Covered California will provide the reason, in writing, within ten (10) business days of receipt of the deliverable.

K. Project Representatives

	Covered California Representative:
	Contractor Representative:

	(Representative’s Name)
Covered California
1601 Exposition Blvd.
Sacramento, CA 95815
(916) XXX-XXXX T
(Email Address)
	(Representative’s Name)
(Contractor’s Name)
(Address)
(City, State and Zip)
(916) XXX-XXXX T
(Email Address)


The representatives for this project, during the term of this Agreement, shall be:
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