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Requirements Traceability Matrix

Respondent will be required to submit a completed RTM as part of its proposal. The RTM requires that:

. Respondent will perform a self-assessment on its ability to meet requirements.
. For each subsection outlined, the Respondent must indicate with an "X" how current capabilities meet the requirements.
. The Exchange will assume that any requirement in the RTM that the Respondent fails to respond to cannot be met by Respondent.

Respondent should use the following descriptors to describe its ability to meet requirements:

Meets the Requirement
“MTR”

Requires minor modification
“RMIM”

Requires significant
modification
“RSM”

Does not comply or unable
to deliver capability
N’DNG}

Meets all requirements as written in the sub-section (e.g., well-defined
support system, flexibility, considerable implementation experience, has
performed function in previous capacity)

Demonstrates capabilities to meet requirements with slight adjustments
{e.g., well-defined approach / plan to meet requirements with
adjustments, performed similar but not exact function in past projects) to
Respondent’s standard configuration of call center services.

Current Respondent standard configuration does not demonstrate
capabilities to meet requirements as written {e.g., insufficient support, no
functicnality built to meet requirement) and would have to make major
changes in order to comply.

Mot able to comply — or - No capability - or - no response provided

This section is not mandatory. Please include any notes for consideration
concerning the self-assessment; may include examples of demonstrated
experience executing the requirement in previous projects.




Requirements Traceability Matrix

1.0 Submission of Proposal

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

1.1

Respondent’s submitted Call Center proposal shall consist of the following sections, in the
order listed below:

Cover Letter

Table of Contents

Executive Summary

Organizational Capability

Approach and Methodology

Key Performance Indicator Summary

Project Timelines/Transition Planning

Assumptions

Ol (N0 R WIN|=

Scope and Service Exclusions

10. Cost/Pricing Proposal (please submit as separate electronic file)

11. Value Added Services

12. Appendices

a. RTM Grids

b. Completed Forms and Certifications

c. Client References/Respondent Personnel Resumes & References

1.2

The proposal created by the Respondent shall be submitted on 8 %5” x 11” double sided paper.

13

The narrative font size shall be no less than 12 points. Exceptions may be made for footnotes,
headers, or footers.

14

All electronic files submitted will be pre-formatted for printing. These electronic files should
be created (or fully compatible) with Microsoft Office Word and/or Adobe PDF.

1.5

The Respondent shall submit three (3) individual USB Flash drives which will contain all
documents (this is in addition to a submission of a hard copy of the proposal) in the formats
required.

1.6

The Respondent shall submit fifteen (15) copies in binders organized in the order as specified
in the RFP. Documents will be separated by tabbed dividers within the binder.




1.0 Submission of Proposal

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

The Respondent shall provide, as a separate document, an executive summary of their
proposal. This document will be written to communicate the Respondent’s commitment to

1.7|serving the interests of the Exchange, its approach, and the value-added capabilities to an

Exchange executive-level audience. Including what separates them from their competitors and
ability to manage to budget.

The Respondent shall describe their organizational capability to provide the scope of services

1.8|described in this RFP. The Respondent shall provide the following to demonstrate

organizational capability:

a) Adescription of the company, including when it was established, number of
employees, locations of corporate offices, and which offices the personnel that will
be assigned to the project are affiliated.

b) State the number of Call Centers the Respondent has implemented and
operated and the number of employees (by continuous years of service with
Respondent: less than 1yr; 1-3 yrs.; 3-5 yrs.; 5+yrs) with relevant training and
experience in operating call centers for health and human services programs.

c) State whether parts of the services proposed are to be provided by a
subcontractor and describe the relationship with the proposed subcontractor and
the proposed subcontractor’s role during this engagement.

1.9

The Respondent shall describe their experience in operating similar call centers for three (3) or
more environments of comparable size and complexity over the past five (5) years. While The
Respondent should demonstrate the breadth and depth of their experience, they should also
highlight experience in delivering these solutions to State and/or Federal government clients.

The Respondent shall document their experience and descriptions which shall include:

a) Summary descriptions of the client organization (size, geographic location,
scope, industry, etc.).

b)  Brief descriptions of consumer assistance services provided.




COMPLIANCE TO RTM

.. RESPONDENT NOTES &
1.0 Submission of Proposal (MTR/RMM/RSM/DNH)

CONSIDERATIONS ON CAPABILITIES

c¢)  Scope of the effort in terms of total project cost (to the client), duration of the
project, and team size (Respondent resources).

The Respondent must provide contact information for a minimum of three (3) client references
that the Exchange can contact. These references should be drawn from the projects
1.11|summarized in Respondent Qualifications of the RFP. The Respondent will also ensure that the
Exchange is able to have appropriate access to the reference contacts listed, and should expect
that such reference contacts will be contacted by the Exchange.

1.12|The Respondent shall identify all assumptions being made with respect to this RFP.

1.13|The Respondent will describe how their solution fulfills the Exchange requirements.

The Respondent should describe how their Call Center services will integrate with the DSS

1.14 needs as discussed in the RFP.

The Respondent shall describe the proposed services that may be delivered from non-CT
locations but within the United States. The description should include a detailed explanation
of the delivery model, touch points, resource pyramid (i.e., mix of senior, mid, and junior level
1.15|resources), communication protocols, team experience levels, travel requirements, data
security and other integration considerations as deemed relevant. Additionally, please
describe the method by which consumer experience is measured and how performance is
improved across multiple sites.

The Respondent shall describe the major processes and methodologies that it will be
employed in delivering the Transition and Ongoing operational services. The Respondent
should address how they will integrate their processes and tools with the Exchange’s business
processes and program types.




1.0 Submission of Proposal

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

The Respondent should describe its governance operating model including governance
hierarchy, contract administration, performance monitoring and reporting, project
management, financial management, decision rights between the parties, interfacing with the
functions, and other enterprise stakeholders. Specifically, The Respondent should include
enough detail to differentiate its best practices and operating models on governance structure
and protocols (steering committees, meeting type and frequency, etc.), relationship touch-
points and checkpoints, service delivery policy/procedures/process descriptions and tools. Be
specific about any ready-to-deploy web-based tools, or third party tool provider arrangements
and/or alliances that will provide additional value to the management and alignment of the
relationship. This section should also describe The Respondent’s proposed Executive and
Account team structure and the qualifications. Key personnel (e.g., account manager and key
executive) to be assigned to the Exchange account, who can be identified at the time of
submission of this proposal should be listed.

The proposal should describe how the Respondent would add value to the described areas and
requirements in this RFP. The Respondent should describe any unique capabilities it possesses
for assisting the Exchange in achieving additional improvements and describe how it will make
such capabilities available to the Exchange.

The Respondent has notable capabilities that fall outside the scope of this RFP, but may have
considerable value to the Exchange. They are encouraged to describe those capabilities in their
proposals. Describe how the value-add capabilities could be applied to the Exchange
environment.

The Respondent shall provide a high-level description of The Respondent’s envisioned timeline
for this project. The timeline should be based on a full project plan and include all of the
milestones and deliverables in this RFP.

The Respondent shall provide a description of the major tasks to be performed in the work
plan, by phase and with associated deliverables, and must utilize the milestones and
associated deliverables that have been outlined in the RFP.




1.0 Submission of Proposal

COMPLIANCE TO RTM

(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

The Respondent should provide a work plan in MS Project format that details the tasks and
activities, durations, dependencies, and resources based on the proposed approach and
methodology, which will be executed to create the noted deliverables and complete the
transition and commence “GO LIVE” operations.

The Respondent shall explicitly list what is considered to be outside of the scope of the project.

The Respondent shall submit a fixed cost proposal for all Transitional tasks, projects,
materials, fees and services necessary to “Go Live” in accordance with the requirements in the
RFP.

1.25

The Respondent shall submit a cost proposal based on Per Member Per Month (PMPM) fee.
The proposal should include PMPM fees for the scenarios required.

The Respondent shall include a time and materials rate card for additional services and
personnel.

Respondent confirms that, unless otherwise specifically stated, it will provide a solution that
supports all of the technical, telephonic, system and business processes described in this
Request for Proposal and its Appendices, and that all services, unless otherwise specifically
stated, are included in the cost structure and will be part of the contract awarded.

Respondent is committed to an approach of providing continuous improvement and cost
effectiveness.

Respondent will be responsive to the current and future requirements, by proactively
anticipating needs, and adjusting services accordingly.




Requirements Traceability Matrix

2.0 General

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES
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The Respondent shall coordinate the execution of all the processes between the Respondent
and the Exchange in order that the individual components that make up the services are
managed in an end-to-end manner.

2.2

The Respondent shall provide support to all the Exchange consumers on both a reactive and a
proactive basis.

2.3

The Respondent shall manage requests from all the Exchange consumers relating to all
manners of support required.

24

The Call Center solution and its supporting systems shall communicate with consumers in
layman language, using terms that are clearly understood by the consumers and consistent
with those used by the Exchange.

2.5

The Respondent shall seamlessly coordinate and integrate the Call Center with the Exchange
Consumer Support infrastructure providing services to consumers, including tools, technology
and processes.

2.6

The Call Center shall seamlessly coordinate and integrate with applicable Exchange IT core
system components, including Web Portal enrollment, reporting, noticing, appeals, etc.

2.7

The Respondent shall provide a Call Center with processes for service delivery and service
management that are based on a standard and repeatable methodology (ex. ISO- 9000
conformant).




2.0 General

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

2.8

The Call Center(s) shall be located in an off-site location(s) from the Exchange (approved by
the Exchange), except for temporary periods where:

a) Calls are overflowed to a different Call Center location to handle
major outages and business releases.

b) Calls that overflow to a different Call Center location are handled by
Call Center personnel who have been trained and are knowledgeable on
the Exchange environment as evidenced through the ongoing Training and
Development reporting. No overflows will be permitted to sites that have
not been verified as adequately trained by the Exchange Cal Center PMO
at least 60 days in advance. Personnel who have not been continuously
assigned to taking calls for at least 60 days prior to an Overflow transfer
date will not be considered as adequately current in training required by
the Exchange.

2.9

Where more than one site is proposed for the delivery of Call Center services, any switching
between the sites must be seamless to callers to the Call Center.

2.10

The Respondent shall utilize personnel that are dedicated to the Exchange and are not
supplying services to multiple clients of the Respondent. Personnel, whom have a break in
service on the Exchange account of more than 30 days, will not be considered to be
adequately current in training required by the Exchange and therefore uncertified for taking
Exchange calls.

The Respondent shall provide adequate technical infrastructure that includes at a minimum,
equipment (computers, phones, headsets, web cams and others), telecommunications,
internet and others based on the requirements set by the Exchange.

212

The Respondent shall maintain currency in its technical infrastructure in accordance with any
third party/ outside vendor software or services that it employs for equipment,
telecommunications, internet and others based on the requirements set by the Exchange. The
Exchange must be notified semi-annually of compliance to third party/outside vendor
currency.




2.0 General

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

2.13

The Respondent shall provide a complete infrastructure inventory that it expects to employ in
delivering a Call Center solution to the Exchange. Such inventory will provide complete details

of each component such as: Component Name; Vendor/Supplier Name; Installed Version Data;

Vendor Commercially Available Version Data; Date of last upgrade; Date(s) of expected future

upgrades; and the like. Such inventory will be updated at least semi-annually or when a change

is being implemented that affects components of the Exchange solution as delivered.

2.14

The system shall facilitate voice call tracking with work flow processing and work queue

functionality.




Requirements Traceability Matrix

3.0 Core Functionality/ Operations

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

31

The Respondent shall establish and operate a single 1-800 hotline for consumer assistance.

3.2

The Respondent’s system and procedure shall provide call monitoring capability to the
Exchange of all calls answered by Call Center personnel and Voice call recordings shall be made
available to designated Exchange staff as needed and retained as per Exchange records
archival requirements.

33

The Respondent’s system and procedures shall record all call inquiry information.
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The Respondent’s system and procedures shall be capable of assisting consumers through
integrated Interactive Voice Response (IVR) technology. IVR should be capable of being
customized for Exchange functionality, include the ability to confirm status, transfer caller
identification data to Call Center personnel, assist in eligibility determination, confirm
enrollment, assist with automated call transfers, etc.

3.5

The Respondent’s system and procedures shall have the ability to manage outbound IVR
campaigns.

3.6

The Respondent’s system and procedures shall have the ability to add rules to outbound
campaigns to actively direct consumers to inbound IVR self-service functions or to designated
Call Center personnel during the conduct of outbound automated call.

3.7

The Respondent’s system and procedures shall provide virtual hold and callback features when
thresholds are met for wait time to allow consumers to hang up and receive an automated call
when Call Center personnel is available.

3.8

The Respondent’s system and procedures shall provide consumers who make contact by
phone with an estimated wait time to speak with Call Center personnel. Such wait times must
reflect actual Call Center response times to within 5 minutes or less throughout the day.
Exchange must be able to inspect and monitor actual wait times during 15 min intervals on a
daily basis in real time.

3.9

The Respondent’s system and procedures shall have the functionality to allow Exchange
personnel to monitor Call Center activity on a real time basis through access to Respondent
Manager/Supervisor Dashboards.

3.10

The Respondent’s system and procedures shall have the functionality to issue customer
service reports, and other reports required by the Exchange for basic reporting needs.

The Respondent’s system and procedures shall have the functionality to export to the
Exchange all ACD, IVR and CRM statistical data and contact information.




3.0 Core Functionality/ Operations

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

3.12

The Respondent’s system and procedures shall have the functionality to call people based on
an IVR periodic call list.

3.13

The Respondent’s system and procedures shall provide language translation services whether
through Call Center personnel or through a language line service; TTY shall also be provided.

3.14

The Respondent’s system and procedures shall have all prompts/recordings available for
English and Spanish call flows.

3.15

The Respondent’s system and procedures shall assign a single service ticket to each individual
call received by the call center to handle each call request and/or event.

3.16

The Respondent’s system and procedures shall have the capacity to assign priority levels by
skillset and provide skill based routing via a telephony solution that allows consumers to reach
the appropriate skill level for the Exchange’s unique call and program types.

3.17

The Respondent’s system and procedures shall allow for Call Center and support staff to view
information about Exchange consumer status (eligibility, enrollment, as well as plan
information) in real time.

3.18

The Respondent’s system and procedures shall allow call center representatives to warm
transfer calls to designated broker agencies. The system shall allow calls to be routed from the
IVR to designated help desks in the AHCT Issue Resolution Department (IRD).

3.19

The Respondent’s system and procedures shall support inquiries for all health insurance
options, including CHIP, Medicaid, Exchange, etc., to support consumers who cross programs.

3.20

The Call Center shall provide consumers with unbiased clear information and forward calls to
approved Brokers who will provide support with the selection of plans that best meets
consumer’s needs.




Requirements Traceability Matrix

4.0 KPIs/ Performance Guarantees

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

4.1

Respondent will provide a written narrative for any KPI’s, corrective actions, timelines
and responsible Respondent manager.

4.2

Respondent agrees the KPI period will run from contract inception to contract
termination (“Performance Period”)

4.3

Respondent agrees that AHCT KPI’s are subject to both annual change and changes
within a year as AHCT operational and financial objectives emerge.

4.4

Respondent agrees that AHCT will have review and signoff on all CSR QA protocols and
measures

4.5

The Respondent will be required to provide service levels in accordance with the
following Key Performance Indicators:

1. Service Measures — Accessibility:

e  Blockage: weekly rate will be no more than: 2%.

e Hours of Operation: available 8am to 6pm EST Monday through
Friday except at Exchange approved times for system maintenance.
Note: Open Enrollment hours include Saturdays 10am to 3 pm.

e Abandon rate: less than 5%

Self Service: discuss readiness of Respondent to provide new platform
with HIX data for self-serve

2. Service Measures — Speed of Service:

e Total Service Level: answer 90% of calls within 30 seconds, 95% of
calls within 45 seconds, and 99% of calls within 60 seconds over a
measurement period of each day.

o Average Speed of Answer: 60 seconds or less.

e Longest Delay In Queue: Respondent must provide reason for
delays and mitigation plan for future delay situations

3. Quality Measures — Resolution:

e  First Call Resolution (all calls): 65% or greater.

e  First Call Resolution (net FCR) (resolvable calls):85%.

e Transfer Rate: to be discussed

e Consumer Satisfaction: (CSAT) goal: 90% or better; min sample size

25% with prorate distribution across call types/reasons

4. Quality Measures — Call Process:

e  These will be discussed during Final planning process.

e Expected to largely come from the Respondents CSR/QA Monthly
Assessment process.




4.0 KPIs/ Performance Guarantees

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

5.

Efficiency Measures —Contact Handling:

e  Average Handle Time: (AHT) : 14 minutes or less ( talk time before
a call is resolved, closed at Tier 1 or transferred to Tier 2)

e On Hold Time: the weekly average wait or hold time will not
exceed 120 (one-hundred twenty) seconds per call.

e After Call Work Time: Respondent CSR will adhere to 70 seconds
after call for completion of case comments




Requirements Traceability Matrix

5.0 Training and Development

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

5.1

The Respondent shall employ personnel that:

a) Understand, or are trained to understand the Exchange’s technology and
sourcing arrangements.

b)  Monitor requests and events that are designed to meet the Exchange,
Respondent and end-consumer requirements.

c) Have adequate training on new products and services, as they become part of
the Respondent ’s responsibilities from time to time

d) Are trained for a minimum of 20 work days prior to taking live calls.

e) Are continuously trained and monitored in order to evaluate/correct quality
and service-related issues. This includes post Open Enrollment refresher training.

5.2

The Respondent shall ensure that Call Center personnel are properly trained on all major
changes in the solutions and programs that they provide support on before the changes are
effective. Respondent shall report back the completion of such training as required.

53

The Respondent shall have Call Center personnel that are trained and knowledgeable and able
to answer questions about Exchange eligibility, benefits, services, managed care
requirements, household income verification information, enroliment etc.

5.4

The Respondent shall, with Exchange approved knowledge, ensure that Call Center personnel
are trained to recognize and understand comments by consumers that imply potential State
and ACA rule violations and to follow the case handling procedures as explicitly documented in
the Knowledge Database.

5.5

The Respondent shall, no later than March 1% of each year, and upon request by the Exchange,
recommend training of knowledge and operations related to the Exchange's governance team.

5.6

The Respondent will train Call Center personnel on protocol for protecting personally
identifiable and other sensitive information.

5.7

The Respondent shall continuously partner with the Exchange in the development of required
training materials for Tier 1 and Tier 2 Exchange Consumer Support. All Call Center training
materials will be reviewed and approved by AHCT Training area prior to staff distribution.




5.0 Training and Development

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

5.8

The Respondent shall, in collaboration with the Exchange, define the approach to training and
development, including the setting (e.g. classroom, Web-based, etc.), the list of specific skills
and knowledge required for each minimum skill, the personnel authorized to provide the
training, and a desired outcome that can be verified. Such training components are subject to
the approval of the Exchange throughout the Contract period.

5.9

The Respondent shall provide all the necessary training and development that is needed by all
Call Center personnel to acquire and maintain the skills and knowledge required for their
positions.

5.10

Training is to be provided in the most effective manner, including distance learning, online
web cast, hands-on labs, interactive scenarios and classroom based education to insure Call
Center personnel are aware and capable of resolving the Exchange consumer issues, and/or
that Tier 1 or Tier 2 Exchange Consumer Support are aware of any changes impacting their
online management of a request.

5.11

The Respondent shall define a formal re-training plan for existing Call Center personnel if the
Exchange’s skill and knowledge requirements change. Monthly reports on retraining will
provided to the Exchange.

The Respondent shall create and maintain a verification process for all Call Center personnel
of their skillset and training that includes:

a) Objective performance thresholds that are linked to the minimum
requirements;

b) Documentation of CSR performance and coaching (e.g. tests, scores,
dates) that can be audited independently by the Exchange or its
representatives;

c) Action plans for Call Center personnel that fail to demonstrate the
required skills and knowledge;

d)  Annual re-verification and reporting to the Exchange of skills and
knowledge certification no later than 30 days prior to each annual Open
Enrollment date;

e) Re-verification of skills and knowledge following CSR break in service on
the Exchange account as well as: changes in program, procedures, systems,
etc. Respondent must provide weekly reporting to the Exchange on the
status of all such re-verifications.




Requirements Traceability Matrix

6.0 Staffing and Workforce Management (WFM)

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

6.1

The Respondent shall be capable of staffing, operating and providing all required Call Center
services and administration during a “core range” of: 8am to 6pm Monday through Friday.

6.2

The Respondent shall be capable of flexibly adjusting days and hours of outside of the core
range as required to meet shifting volume demands or special events.

6.3

The Respondent shall demonstrate in its proposal that it will have the required physical and
technical capacity as well as staffing to provide up 12 hours per day, 8am to 8pm Monday
through Saturday support (level of support may vary) consistent with hours of operation as
may be required by the Exchange from time to time.

6.4

The Respondent shall provide support based on the work hours defined by the Exchange.

6.5

Respondent’s proposed IVR system and procedures should have required level of access and
support 24 X 7 to ensure consumer access during hours that are not CSR staffed by the
Respondent.

6.6

The Respondent shall have the capacity to provide emergency help desk and technical support
on holiday, weekends, and after hours if necessary.

6.7

The Respondent shall provide a core base of Call Center personnel that are exclusively
dedicated to the servicing the Exchange consumer year round. The Exchange expects that core
base to be largely co- located in the Greater Hartford — New Haven area. The Exchange expects
that the turnover rate of staff in the core base will not exceed 15% annually.

6.8

The Respondent will demonstrate that it has a turnover history for projects of this size that do
not exceed 25% overall. Respondent must clearly articulate their approach to ensuring
retention of skilled staff that are knowledgeable in the Exchange’s operations by staying at or
below an overall 25% turnover rate. Turnover will be calculated and defined solely by the
Exchange.

6.9

The Respondent shall make efficient use of staff and the scheduling of that staff. The
Respondent will align staff capacity with request and event arrival patterns that will meet the
agreed upon performance levels that will be established at commencement and adjusted
annually and seasonally.

6.10

The Respondent shall be responsible for understanding and continuously reviewing and
understanding the drivers of the historical arrival patterns of requests, and forecasting future
arrival patterns for each type of request arrival mode at a frequency that is appropriate, in
order to meet agreed upon performance levels.

Respondent shall describe their approach to communicating issues that are arising with
respect to workforce management that are expected negatively impacting the ability of the
Respondent to meet agreed upon performance levels in a proactive manner. Workforce
management problems and their negative impact on performance should always be
communicated PRIOR to the Exchange receiving the monthly Performance report.




6.0 Staffing and Workforce Management (WFM)

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

6.12

Respondent shall provide a brief narrative summarizing their proposed Staffing Plan (transition
and ongoing) — including recruiting, evaluation and performance management.

6.13

Respondent shall clearly indicate which resources it is proposing that will be dedicated to this
project on a full-time equivalency basis in the Responder’s Staffing Plan. Please note that the
Exchange is expecting a dedicated set of core resources — both in the Call Center and for
Program oversight and development - that are committed to this project, the transition and its
timely success.

6.14

Respondent shall provide an organizational chart, including identification (roles,
responsibilities, skills, and qualifications) and locations of all Respondent management and
personnel that will be assigned to the Exchange — both for Transition and Ongoing Operations.

6.15

Respondent shall include the following in the Staffing Plan:

a) Listall roles and key resources proposed for the project. The Respondent must
list the key ongoing staff as well as any interim staff needed to complete the
project. Respondents list must include the full time equivalency it has included for
each identified resource in the Respondents planning and pricing for the transition
and ongoing operations separately.

b)  Provide an Ongoing Operations organizational chart for this project, showing
the Respondent’s team and how it will interact with the Exchange and its
supporting entities. Also, include a narrative describing the Ongoing Operations
organization and interactions.

c) Provide an Transition Operations organizational chart for this project, showing
the Respondent’s team and how it will interact with the Exchange and its
supporting entities. Also, include a narrative describing the Transition organization
and interactions.

d) Respondent must clearly document the nature and extent of the
management, administrative and/ or technical staffing support that is being
proposed to provide ongoing operations and development support for changes
that are inevitable over the course of the contract in the following areas it is
expected to provide services for :

i Reporting and Analytics

ii. Telephonics and Systems (ACD, IVR, CRM, etc..)

Quality Assurance/Audits

e) Resumes must be included as part of the Staffing Plan that highlights relevant
skills and qualifications of all key staff proposed for both Transition and Ongoing
Operations.

f)  Included three (3) client references for all key staff proposed (Name, title,
phone, e-mail, and project).




Requirements Traceability Matrix

7.0 Quality Assurance

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

7.1

The Respondents systems and procedures shall include controls for tracking service requests
and inquiries for accuracy of information.

7.2

The Respondents systems and procedures shall provide the capability to automate customer
surveys with the capacity to configure groups of questions at intervals as required by the
Exchange from time to time.

7.3

The Respondent shall conduct surveys of consumers immediately after they have used the Call
Center, and report the results of the survey to the Exchange each month. With these monthly
surveys, the Respondent will include a :

a)  Minimum survey sample of 25 percent of the inbound calls reported for the
month.

b) sample thatis representative across Call Types, Call Reasons and Program
Types reported for the month

c) Inthose months where the automated survey sample does not meet the
minimum of 25 percent of inbound calls for the month and/or is not representative
of the Call Types and Program Types reported for the month — the Respondent will
supplement through other survey methods to reach the required sample criteria.

7.4

The Respondent shall quantify and report on the overall consumer experience on a monthly
basis through consumer surveys queried for all tickets:

a) Measuring samples must be representative of the services performed;

b)  Measuring samples that include all types of end-consumer requests received
by the Respondent;

¢) Making monthly suggestions for improvements across the Exchange and the
within the Respondent provided services - based on the issues identified that the
Respondent will included as part of the monthly consumer survey report to the
Exchange.

7.5

The Respondent shall create and maintain a process for responding to the Exchange
complaints on an individual basis. The Respondents systems and procedures shall be capable
of providing the Exchange to direct access for all complaint history at an individual level.

7.6

The Respondent shall take action on end-consumer dissatisfaction that is controllable by the
Respondent. Respondent will provide a list of actions that believe are to be excluded from
their ability to resolve as part of the proposal submission and quarterly thereafter.

7.7

The Respondents systems and procedures shall collate requested information from consumers
regarding suggested improvements to the Respondent’s service.

7.8

The Respondent shall develop an Action Plan on a monthly basis to address these suggested
improvements.




7.0 Quality Assurance

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

7.9

The Respondent shall review the Action Plan with the Exchange for the Exchange approval
within five (5) business days at the close of each month.

7.10

The Respondent shall report monthly to the Exchange’s Call Center PMO and/or its designated
representative the status of all progress and improvements made.

7.11

The Respondents systems and procedures shall provide access to status updates on open
tickets to consumers via email, a web link or other consumer self-serve interface.

7.12

The Respondent shall proactively solicit, evaluate, and take appropriate action on feedback
obtained from Call Center personnel at least monthly. Such feedback shall be summarized and
reported to the Exchange monthly for prioritization of actions to be taken.

a) This approach will include topics on process improvement, telephonics and
system (e.g., CRM; HIX; etc.) recommendations.

b) The Respondent shall evaluate and analyze the feedback and provide action
plans for addressing the feedback received that has the highest potential impact on
the Exchange within five (5) business days at the close of each month.

7.13

The Respondent shall develop and execute a Quality Assurance Program that promotes
performance of the proposed services at a high level of quality, focusing on measuring and
continuously improving call resolution, knowledge and the call center consumer experience.

7.14

The Respondent shall perform internal audits that provide the Exchange with the assurance
that the Respondent is complying with its proposed Quality Assurance procedures and
standards. This includes both self-audits on the metrics gathered to support Quality Assurance
activities and on Respondents efforts to improve overall quality. Such audits will demonstrate
Respondent compliance with Quality Assurance requirements of the Exchange. Such audits
may be carried out by an independent organization that is recognized by the Exchange as an
expert in Call Center/Consumer Experience Quality Assurance methods. However, such
Quality Assurance audits may not be conducted by the Respondent Team or Executives directly
responsible for the management of the Exchanges services, they must be conducted by an
internally independent group that is also recognized as having the expertise to conduct such
Quality Assurance audits.

7.15

The Respondent shall participate in ongoing continuous-improvement programs that the
Exchange will oversee jointly with the Respondents Quality experts, including collaborating
with an independent Quality Assurance vendor as needed.

7.16

The Respondent shall, before the end of the implementation period, supply the Exchange with
a Quality Assurance Plan associated with proper execution including but not limited to clear
articulation of Quality Assurance performance tools, processes and knowledge.




7.0 Quality Assurance

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

7.17

The Respondent should supply details of any industry-recognized quality standard to which it
is, or will become, compliant (including a timeframe for compliance, if not already achieved),
as well as any awards received over the last 18 months. Please indicate all quality programs
that are externally measured (e.g., Six Sigma, 1SO 2000, ITIL, etc.) and how such certifications
would directly benefit the Exchange Call Center.




Requirements Traceability Matrix

8.0 Customer Relationship Management (CRM)

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

8.1

The Respondent’s systems and procedures shall track all client encounters and associated in a
CRM solution.

8.2

The Respondent’s systems and procedures shall analyze request trends, recommend and
implement actions, with the Exchange’s approval, to reduce requests, including:

a) Increasing the availability of self-help capability, such as providing on-line FAQs
and help documentation for common problems across Call Centers.

b)  Keeping consumers regularly updated with alerts advising of any new or changed
information.

8.3

The Respondent shall develop and document all processes regarding interfaces, interaction,
and responsibilities between Tier 1 Exchange Consumer Support personnel, Tier 2 Exchange
Consumer Support personnel, Exchange IRD and any other internal or external persons or
entities that may either submit a request or receive a request.

8.4

The Respondent shall provide and maintain instructions for consumers to access the services.

8.5

The Respondent shall make the instructions available to consumers via various media. Media
must be approved by the Exchange and may include regular internal newsletter distribution,
access via the Intranet, or inclusion in the Exchange staff training, etc.

8.6

The Respondent’s systems and procedures shall, at the Respondent’s expenses, provide the
Exchange with appropriate licenses and/or interfaces to use the CRM solution and database
(or any replacement thereof).

8.7

The Respondent shall grant the Exchange access to the CRM solution, including data, from all
applicable locations where the services are performed, and allow the Exchange to
independently monitor and view the knowledge database on an ongoing basis ( Exchange staff
will have unrestricted access to CRM platform and data sets).

8.8

The Respondent shall limit access to the CRM solution to the agreed levels for the type of
users (Consumers, Exchange, other Exchange retained vendors) who require access to the
Respondent’s systems and procedures

8.9

The Respondent shall provide a CRM solution that will:

a)  Securely segregate the Exchange data so that it can be accessed only by
those authorized to comply with Government security requirements and in
accordance with the State policy.

b)  Track information for each request submitted to (or originating from) the
Exchange customer service units (i.e., IRD; 1095 Teams) and the Respondents
Call Center, including, at a minimum, the date and time the request was raised,
a request tracking number, a description of the request, length of the call,
relevant information about the consumer reporting the request, and a record
of the action taken.

c) Identify call types designated by the Exchange for expedited service.




8.0 Customer Relationship Management (CRM)

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

e)  Provide functionality within the CRM solution to manage information for
each service request submitted to, and originating from, the Respondent.

8.10

The Respondent’s systems and procedures shall be able to follow the caller’s service request
resolution and tracking including detection and reporting; classification and initial support;
investigation and diagnosis; resolution and recovery; request closure; post-request process,
request ownership; monitoring; tracking and communication.

8.11

The Respondent’s solution shall log, track, manage and document resolution of all requests
related to the services.

8.12

The Respondent shall utilize and update the solution with all relevant information relating to a
request.

8.13

The Respondent’s systems and procedures shall be able to make an initial determination of
the potential resolution to service requests.

8.14

The Respondent’s systems and procedures shall categorize calls based on the consumer's
initial question in order to route the call to the correct resolving group to prevent multiple
misroutes or reroutes of a ticket.

8.15

The Respondent’s systems and procedures shall support a call triage and routing solution that
should provide automated call routing based on content and Call Center personnel skill level
reguirements.

8.16

The Respondent’s systems and procedures shall link multiple contacts pertaining to the same
request to the associated initial request record (repeat caller information).

8.17

The Respondent’s systems and procedures shall link multiple requests pertaining to the same
service request to the associated service request (repeat caller information).

8.18

The Respondent’s systems and procedures shall resolve as many requests as appropriate
during the consumer’s initial contact with the Call Center, without transferring the call or using
any escalation (First Contact Resolution information).

8.19

The Respondent’s systems and procedures shall resolve requests requiring Tier 1 and Tier 2
Exchange Consumer Support and close the request, including service requests only after
receiving confirmation from the affected consumer that the request has been resolved to their
satisfaction. Unresolved requests must be clearly indicated, tracked and aged.

8.20

The Respondent’s systems and procedures shall have functionality to handle the referencing of
email and written correspondence ( including complaints) in addition to phone calls that are
associated with each individual request.

8.21

The Respondent’s systems and procedures shall promptly process all requests, in accordance
with agreed upon service levels that will be established periodically, identified by the Exchange
Call Center received from consumers via phone, email or web contact.




8.22

The Respondent’s systems and procedures shall follow the Exchange classification of request
priority, which will be based on applicable definitions.

8.0 Customer Relationship Management (CRM)

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

8.23

The Respondent’s systems and procedures shall adhere to Exchange Performance metrics to
ensure quick resolution, appropriate decision-making, communications, and monthly debriefs
to facilitate problem avoidance or process inefficiencies in the future.

8.24

The Respondent’s systems and procedures shall respond promptly to requests with accurate
and appropriate information so as to meet or exceed the Service Levels.

8.25

The Respondent’s systems and procedures shall be capable of tracking accuracy of information
captured in accordance with Exchange established protocols and other process requirements.
Such accuracy data will be reported in accordance with monthly Performance metrics.

8.26

The Respondent’s systems and procedures shall dispatch/forward service requests within
specified time limits to the appropriate party without compromising Service Levels or security
requirements.

8.27

The Respondent’s systems and procedures shall close a request, including service requests,
after receiving confirmation from the affected consumer that the request has been resolved.

8.28

The Respondent shall retain overall responsibility and ownership of all requests until the
request is closed, subject to the Exchange approval.

8.29

The Respondent shall track and report the progress of resolution efforts and the status of all
requests, including:

a) Review proposed extended resolution time beyond initial for each request with
the appropriate party and update the status accordingly.

b)  Coordinate request tracking efforts, and provide and maintain regular
communications between all parties and consumers until request reaches final
resolution as confirmed by the consumer.

c) Keep the Exchange informed monthly of changes in request status throughout
the request life cycle in accordance with agreed Performance levels.

d)  Keep the Exchange informed monthly of anticipated resolution times for active
(unresolved) requests.

e) Identify potential Respondent staff training requirements (e.g., lack of basic skills
in Windows), and provide recommended training actions to the Exchange monthly.

8.30

The Respondent’s systems and procedures shall provide Warm-Transfer support, analysis and
assistance to the Tier 1 Exchange Consumer Support for requests related to State referrals and
other transfers according to the Policies and Procedures established by the Exchange.




The Respondent’s customer service representatives must have the capability of transferring
eligible QHP consumers to Broker Lead agencies currently under contract with Access Health
CT.




8.0 Customer Relationship Management (CRM)

COMPLIANCE TO RTM

(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

8.32

The Respondent’s systems and procedures shall document and dispatch all requests with
accurate and appropriate information so as to meet or exceed the Performance Levels.

8.33

On a monthly basis, the Respondent shall provide reporting on volume of requests opened and
closed per week, as well as information necessary to determine compliance with Performance

Levels, particularly for Open Requests (Aging & Time to Resolution) ,Repeat Callers and First
Call Resolution rates.




Requirements Traceability Matrix

9.0 Knowledge Management

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

9.1

The Respondent shall develop and maintain a central knowledge database used to capture,
store, and retrieve information and solutions for reuse by Call Center personnel, Exchange IRD,
and other Exchange staff. This knowledge database must enable the sharing of all Call Center
policies, procedures, best practices, and methods to resolve requests among Call Center
personnel, Exchange IRD, and other Exchange staff.

9.2

The Respondent shall provide primary support to the Exchange in development and
maintenance of the online knowledge database and its component parts in order that it is
available and current to assist with inquiries, procedures, referrals, training and problem
solving.

9.3

The Respondent shall incorporate the active use of a knowledge database to assist with the
resolution the processing of service requests, including:

1. If approved by the Exchange, make the knowledge base available online to
consumers for consumer self-help or FAQS.

2. Track the use of the knowledge base and report usage statistics to the
Exchange on a monthly basis, or as requested by the Exchange (i.e., the number
of requests resolved using the knowledge base).

3. Manage content in conjunction with the Exchange knowledge owners to
insure continued accuracy applicability of knowledge elements to the State
environment.

4. Provide the Exchange with portable copy upon request of all knowledge
elements pertaining to the management of the Exchange requests, including but
not limited to data, request resolutions, classifications and content.

9.4

The Respondent’s system and procedures shall provide the ability to identify types of requests
that could/should be resolved at Tier 1 but are escalated to supervisors or the Exchanges IRD
unit.

9.5

The Respondent shall provide a monthly update to the Exchange with best practices as they
are identified, developed, and disseminated - including updates based on “lessons learned”
and experience with similar technologies active on other client projects.

9.6

The Respondent’s system and procedures shall continuously educate and support the
Exchange staff on review and management of the status of open tickets.

9.7

The Respondent’s system and procedures shall provide a monthly update of frequently asked
questions (FAQs) regarding the services.

9.8

The Respondent’s system and procedures shall identify those FAQs where recommended
solutions can be designed and made available to consumers — by either the Respondent or the

Exchange - to increase their ability to self-resolve requests.




9.0 Knowledge Management

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

9.10

The Respondent shall provide FAQs on a platform that is directly accessible by Exchange
internal personnel and systems (i.e. Web Portal, Mobile Portal, phone, etc.).

9.11

The Respondent shall recommend and publish answers to the FAQs using a media/platform
that is efficient, easy to use, and easily accessible for consumers; FAQ answers will be subject
to approval by the Exchange.

9.12

The Respondent shall track the use of the FAQs used by user type (consumers, brokers, CSR’s,
Exchange) and report usage statistics to the Exchange on a monthly basis, or as requested by
the Exchange.




Requirements Traceability Matrix

10.0 Knowledge Management

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

10.1

Provide regular progress notifications to the Exchange on current status of Tier 1 and
Tier 2.

10.2

Provide regular progress notifications to the Exchange on requests escalated to Tier 3,
with the frequency of such notification in accordance with Service Levels.

10.3

Provide prompt notification to the Exchange of system outages on critical systems;
and otherwise provide affected consumers with regular and timely progress updates
that clearly indicate the following:

a. Nature of the request
b. Estimated time to completion
C. Potential short-term alternatives
104 Provide the monthly report in electronic copy in a format agreed to with the
Exchange, which at a minimum includes:
a. Key issues relating to call service request management
b. Number of service requests during the month, grouped by service,
region, and classification
c. List of service requests, short description, reference number, and a
shortcut to detailed descriptions
d. Detailed descriptions, including timing of activities
e. Links to Problems and Known Errors
f. Trend analysis of the service requests reported monthly
g. Operational report identifying emerging customer service difficulties

in the prior month. Focused on continual improvement.

10.5

Provide historic and real-time self-service reporting capability to the Exchange, which
include at a minimum:

a. The number of service requests/call volume

Sources of the requests

Frequency regarding the types or categories of requests

b

c

d. The duration of open request (average and quantities by age)
e. Number of requests resolved upon first contact and number of
requests that required multiple contacts

f. Abandonment rate
g. Availability and Call Center personnel utilization
h. Average speed of answer

I Consumer satisfaction and consumer feedback

J. Percentage of IVR usage




K. IVR peg counts (hits) of self service menu selections




Requirements Traceability Matrix

10.0 Knowledge Management

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

. Skillset reports

m. Longest wait in queue, hold and handle times

n. Transfers — average number of and to whom the call was transferred
o. Peak hour statistics available in real time to the Exchange for all
requested measures

p. Other pertinent information regarding service request resolution,

including Service Level measurement reporting

q. Handle Time Statistics

r. Customer Retention Reporting (Cancelation Requests, Terminations
Inquiries, etc.)

10.6

The Respondent shall review call classification and categorization with the Exchange
on a quarterly basis. Contractor shall analyze call types, reasons, and categories, and
make recommendations for future improvements to call classification logic based on
past quarter trends/experience:

10.7

Provide Real-time Performance Management Dashboard containing at a minimum:

a. Call Queue and Hold Times

b. Agent/manager Activity and Handle Time

c. Alert System Capabilities Based on Service Business Rules

10.8

Respondent shall provide effective on-demand Respondent system performance
reporting for trending and analysis of voice, system, data, and infrastructure for the
following metrics:

a. System Latency

b. System Availability

C. Network Utilization, Availability, and Incident reporting

10.9

Respondent shall retain the ability to provide both aggregate and non-aggregated
data from multiple sources (ACD, IVR, CRM, Quality Management) to the Exchange to
link call center data to the Exchange's Integrated Eligibility System at the individual
caller/applicant level

10.10

Respondent shall provide the Exchange with a weekly report of Respondent
availability and performance of application/telephonic systems, including the CRM.

10.11

Respondent shall plan and coordinate with the Exchange to determine the most
accurate and appropriate keys to join the Exchange’s integrated eligibility system data
with data repositories managed by the Respondent at the customer level.




Requirements Traceability Matrix

11.0 Request Escalation

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

The Respondent shall be responsible to escalate unresolved problems and dissatisfied

11 consumers according to procedures established by the Exchange.

11.2 The Respondent shall support escalation, tracking, and reporting of unresolved problems
according to procedures established by the Exchange.

113 The Respondent shall provide prompt communication to the Exchange of any requests that are
unresolved or backlogged, or as requested by the Exchange.
The system shall be capable of; Identifying the creator of the request record, tracking the

11.4|progress of resolution effort; ageing the request, escalating requests to the appropriate levels
for resolution and closing a request.

115 The system shall, where necessary, coordinate with Exchange staff for request resolution for
Tier 3 requests.
The Respondent shall, for requests that Respondent reasonably believes cannot be resolved,
communicate to the Tier 3 support the: nature of the problem, the reason why the

116 Respondent believes it cannot be resolved and the documentation of all efforts employed by
Respondent to resolve the request to the appropriate level. Respondent then will work with
the Exchange staff to determine future procedures for handling emerging issues in
same/similar request types.
The Respondent shall, always subject to the Exchange review and approval, develop and

117 periodically update Request Escalation procedures and distribute such procedures to

designated Respondent staff within 1 business / working day upon the release of such
procedures from the Exchange.




Requirements Traceability Matrix

12.0 Request Escalation

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

The Respondent shall be responsible to document and maintain appropriate, timely
communications with the Exchange and affected consumers on all problems through final
resolution.

12.2

The Respondent shall be responsible to correct all problems within the scope of the
Respondent’s responsibility. A problem will not be considered to be corrected until the
Respondent receives validation from the Exchange that the issue is resolved.

The Respondent shall, subject to the Exchange review and approval, develop and periodically
update Problem Management procedures and distribute such procedures to designated
Respondent and Exchange staff.

12.4

The Respondent shall provide real time access and reporting to allow the Exchange to
effectively trend and manage recurring problems identified through the Call Center.

12.5

The Respondent shall implement a robust and reportable process for Problem Management,
which is approved by the Exchange to reduce the recurrence of problem requests.

The Respondent shall implement tools accessible to Exchange Consumer Support personnel, to
proactively perform Problem Management, automate the Problem Management process and
identify and resolve potential Problems before they occur.

12.7

The Respondents systems and procedures shall facilitate information exchange between and
among the Respondent and Exchange Consumer Support which will drive continued
improvement in end-to-end Problem Management.

The Respondent shall provide monthly Problem Management reporting to the Exchange’s Call
Center PMO that includes:

a)  Trend analysis on the volume and category types of problem
requests.

b)  Priority of Problems by business impact (as defined by the
Exchange).

c¢) Sources of requests and Problems by program and call type.

d) Length of elapsed time for all open requests and Problems;
and ageing report.

e) Number of requests and Problems resolved by the
Respondent; monthly and year to date.

f)  Number of requests and Problems requiring escalation to
Exchange personnel or management for final resolution; monthly
and year to date.

g) Length of elapsed time for all escalated requests and
Problems; and ageing report




Requirem

ents Traceability Matrix

13.0 Crisis Management

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

The Respondent shall immediately notify the Exchange orally and in writing of any major Crisis
event. Full write up of the event and mitigation process and milestones required by end of the
day in which the event occurs.

The Respondent shall provide escalated, higher priority support services when a Crisis is
declared, as requested by the Exchange and according to the Exchange specifications, if any.




Requirements Traceability Matrix

14.0 Change Management/ Transition Planning

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

141

The Respondent shall actively participate in the Exchange Change Management process with
the OPS-PMO . The Exchange currently uses JIRA and would require the Respondent to be able
to use this process in working with the Exchange.(or suggest an alternative)

14.2

The Respondent shall plan, schedule, track and report all in-scope changes impacting Call
Center services using JIRA.

143

The Respondent shall notify the Exchange of all planned or scheduled changes including
change windows, authorization of change, reporting and communication practices that impact
Call Center services.

14.4

The Respondent’s systems and processes shall provide data on every change impacting Call
Center services that are attempted, including status of completion, cause of any problems, and
measures taken to prevent recurrence that impacts Call Center operations; including status or
dispatching of tickets to Exchange staff within the State, or telephony-related issues impacting
the Exchange consumer community.

145

The Respondent shall obtain the Exchange pre-approvals for all standard changes affecting the
Call Center services which pose potential risk to the Exchange consumer community or
Exchange’s internal Consumer Support.

14.6

The Respondent shall obtain approval from the Exchange for all Call Center Location Changes
following the Exchange Change Management process; if not possible, the Respondent should
document and promptly report back to the OPS - PMO.

14.7

The Respondent shall obtain approval from the Exchange for all Emergency Changes following
the Exchange Change Management process; if not possible, the Respondent should document
and promptly report back to the OPS - PMO.

14.8

The Respondent shall schedule planned implementations to minimize business disruption,
within defined outage windows. Any planned implementations outside of the defined outage
window require Exchange approval.

14.9

The Respondent shall explain how and when it will implement the required services. The
Responder will further describe how it will transition services from the Exchanges current
vendor/environment to the Respondent’s proposed solution. The Responder should also

describe its expectations of the Exchange in support of the transition.

14.10

The Responder shall include in its Transition Plan the following elements:

a) Description of Responder transition methodology and philosophy,
including knowledge transfer and aspects of risk-mitigation.

b)  Transition roles and responsibilities (including expectations of
involvement and commitment of the Exchange and other stakeholders).




14.0 Change Management/ Transition Planning

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

d) Expected Transition Plan deliverables (including responsibility and
acceptance criteria).

e) Description of Transition approach for the Exchange, including elements
such as:

(1) Phases

(2) Timeline (high-level)

(3) Service changes required to move to respondents model

(4) Process specific transition approach

(5) Any off-site location requirements/impacts

(6) Communication approach and responsibilities

(7) Knowledge transfer approach and responsibilities

(8) Readiness testing/assessment approach and responsibilities

(9) Acceptance procedures

(10) The Responder’s suggested approach for Transition governance

14.11

Description of metrics that will be used to identify the successful establishment of a post-
transition “GO LIVE” state.

14.12

The Respondent shall detail how it will execute the implementation plan, including
coordinating events with all applicable Exchange process owners, vendors and third party
service providers per the scheduled plan

14.13

The Respondent shall provide an Impact Analysis and Risk Management plan, including
mitigations and contingencies, to minimize the business and technical risks in the
implementation of the Exchange Call Center services.

14.14

The Respondent shall describe how they will actively lead and participate in the Risk
Assessments as they pertain to the transition of the Call Center Exchange Support as
requested.




Requirements Traceability Matrix

15.0 Disaster Recovery & Business Continuity

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

The Respondent shall continuously maintain and update the DR Plans throughout the Term of
the contract in order to maintain Call Center Exchange Consumer Support for the Exchange.

The Respondent shall ensure that DR Plans comply with the Exchange external audit
requirements. The Respondent shall be responsible for updating the DR Plans in the event of
changes to the audit requirements.

The Respondent shall acknowledge that the Exchange retains the right to approve Respondent
DR plans, related communications and other activities for which the Respondent is
responsible.

The Respondent shall maintain and update a list of Key Respondent Personnel contacts and
notification procedures for the Exchange, which will include Respondent and third party
Respondent personnel.

The Respondent shall maintain offsite copies of all information, data, configurations,
processes, procedures and other materials required for full recovery of the services so as to
meet or exceed the Service Levels. Offsite storage plan and inventory must be submitted at
startup and updated each July 1% to the Exchange’s Senior IT manager.

The Respondent shall test all DR processes at least annually against stated DR Service Levels
and provide a copy of test results comparing actual test recovery times to stated DR Service

Levels to the Exchange for review no later than July 1" each year.

The Respondent shall identify at time of proposal and appoint a single point of contact for DR
Plans, related communications and execution of DR activities. Respondent shall provide the
name of the Executive to whom the DR contact reports at contract and annually on July 1%
Respondent shall certify that the Exchange has direct access to the appointed individual.

The Respondent shall prepare as part of its proposal; and ensure that multiple alternative
methods of communication are available if normal communication channels are disrupted in
the event of a disaster declaration.

The Respondent shall, in the event of a disaster, execute each applicable DR Plan as specified ,
including restoration of equipment, software and data, and all other functions for in-scope
elements.

The Respondent shall provide all additional resources necessary for the provision of services
for unaffected areas and/or realign technical resources to maintain normal business
operations.

15.11

The Respondent shall identify and immediately report, both verbally and in writing, any
request that increases the risk of a disaster to the Exchange based on requirements in the DR
Plan.

15.12

The Respondent shall, if a disaster is declared, not discuss or disclose any information about
the disaster to any third party.

15.13

The Respondent shall plan and execute tests and provide improvement recommendations as
determined by the DR Plans.




15.0 Disaster Recovery & Business Continuity

COMPLIANCE TO RTM

(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

15.14

The Respondent shall actively participate in post-test review meetings with the Exchange and
incorporate changes into the DR Plans as indicated by the results of the post-test review
process and approved by the Exchange.

15.15

The Respondent shall clearly articulate and include the risks and liabilities to be assumed by
the Respondent as part of its DR accountabilities.

15.16

The Respondent shall include in its DR plan the scope of disaster recovery testing and
requirements of the Exchange participation in such testing.

15.17

The Respondent shall include in its DR plan the Exchange involvement in developing a Future
State disaster recovery plan, as well as any actual recovery processes it deems to be the
responsibility of the Exchange.

15.18

The Respondent shall include in its DR plan the details of how it plans to provide continuous
operations of the services (including the underlying systems for which the Respondent is
responsible).

15.19

The Respondent shall include in its DR plan the incorporation of the Exchange corporate
standards/expectations of disaster recovery into the initial and on-going disaster recovery
plans.

15.20

The Respondent shall include in its DR plan the details of how it plans to ensure and provide
continuous operations of the services for operating components that are provided to the
Respondent by third parties and are part of the Respondents proposed solution,

15.21

The Respondent shall include in its DR plan the identification of common standards it uses to
develop their baseline DR policies and procedures




Requirements Traceability Matrix

16.0 Logical Security

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

16.1

The Respondent shall ensure that all appropriate system security controls are in place
in order to protect the Exchange data and confidentiality.

16.2

The Respondent shall have a State-approved security process that enables consumers to
access information by phone while protecting confidential data.

16.3

The Respondent shall collaborate with the Exchange’s Risk Management and
Security/Compliance Officers to establish and maintain mechanisms to safeguard against the
unauthorized access, destruction, loss, or alteration of the Exchange data.

16.4

The Respondent must describe its approach to managing information security, data privacy,

and Sarbanes-Oxley (SOX) compliance as part of its solution.




Requirements Traceability Matrix

18.0 Miscellaneous/ Other

COMPLIANCE TO RTM
(MTR/RMM/RSM/DNH)

RESPONDENT NOTES &
CONSIDERATIONS ON CAPABILITIES

18.1

The Call Center shall be tightly bound (restricted) to Exchange and/or DSS market information,
processes, and systems in responding to consumer-related questions.

18.2

The Respondent agrees that any communication from the Respondent to the Exchange
consumer-community must be done on behalf of the Exchange and no reference to the
Respondent (i.e., the consumer-community must be under the impression that they are
interacting with Exchange entity.)

18.3

The Respondent shall allow the Exchange to perform a Due Diligence review of an existing Call
Center operation of the Exchanges sole choice prior to contract signing. Such review will
include — but not be limited to : walkthrough of a facility, hands on demonstration of key
systems/processes, introduction to key site personnel, examination of selected source
documents on quality, system performance, telephonic performance, customer satisfaction
data, performance metrics and results.

18.4

The Respondent agrees that any communication from the Respondent to the Exchange
stakeholder community must be done with the approval, knowledge of and on behalf of the
Exchange and not solely on behalf of the Respondent or its singular business interests.
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