OCFO CCaaS RFP Response Template B

Template B – Project implementation/staffing
The Vendor shall provide a straightforward narrative description of how the Vendor will address each area below.  Responses must not simply provide generic or marketing descriptions of the Vendor’s or proposed solution’s capabilities.
The Vendor shall reference the Statement of Work details in the RFP for additional information regarding each response item in this Response Template.
Project implementation
Nothing included in this section should imply that the OCFO requires a waterfall type methodology.   The OCFO is open to any approach that will include the written deliverables (or preapproved replacement document) outlined on the following page.  
solution implementation 
The Vendor shall provide a description of the methodology, tools, and techniques used to support the Solution Implementation from project initiation to project implementation closeout —including integration with cited OCFO applications, configuration and deployment of the CCaaS, project management, checkpoints, and periodic status reporting.
<Response>
Solution Implementation Approach 
Describe how the Vendor’s Solution Implementation Approach will accommodate the OCFO’s requirement for a phased Solution Deployment (RFP Section C.5.3.1).
<Response>
Project Timeline
The vendor shall provide a proposed project timeline (by phase/sprint).  The timeline should include the delivery/completion points for the Deliverables in the table below.
Written Deliverables:
Note in the event the Vendor Implementation Approach/Project Management Methodology does not routinely produce a document as specified, Vendor should identify the document and provide details on the replacement document for OCFO consideration/approval.
	Reference
	Task
	Deliverables

	RFP Section C.5.4
	Project Initiation and Planning
	· Project Management Plan (C.5.4.3 #1)
· Project Schedule (C.5.4.3 #2)
· Project Status Report (C.5.4.4)
· Kickoff Meeting (C.5.4.6)

	RFP Section C.5.5
	Requirements Analysis and Validation
	· Requirement Analysis (C.5.5.2)
· Requirements Traceability Matrix (C.5.5.3)

	RFP Section C.5.6 


	Solution & Interface Development, Design & Configuration



	· Solution Design Specification (C.5.6.1) Interface/Integration Specification (C.5.6.2)


	RFP Section C.5.7
	Contact Center Requirements
IVR Requirements
	· Call Flow Design (C.5.7.2 #1)
· Contact Center Design (C.5.7.2 #3)
· IVR requirement (C.5.7.3 #3)

	RFP Section C.5.8
	Comprehensive Testing
	· Test Plan (C.5.8.5)
· [bookmark: _GoBack]Test Summary Report (C.5.8.5 #5)

	RFP Section C.5.9


RFP Section C.5.10

	Solution Training & Knowledge Transfer

Documentation
	· Training Plan (C.5.9.2)


· Technical Documentation (C.5.10)
· Training Material (C.5.10.1#1)
· Best practices deliverable/cheat-sheet for application upkeep/ maintenance support. (C.5.10.1 #3)

	RFP Section C.5.11
	Solution Deployment 
	· Go-Live Readiness Report (C.5.11.3)
· Deployment Plan (C.5.11.2)

	RFP Section C.5.11.5
	Project Closeout
	· Formal Project Closeout Document (C.5.11.6)

	RFP Section C.5.12
	Ongoing Support Plan
	· System Maintenance & Support Plan (C.5.12.1)


Solution Training & Knowledge Transfer
The Vendor should describe their approach to Solution Training & Knowledge Transfer taking into consideration the OCFO’s preference for a train-the-trainer approach. (RFP Section C.5.9)
<Response>
Post Go-Live Support 
The Vendor should describe their approach/methodology to performing post go-live support.  The response should cover such items as length of stabilization period, how to log and rank issues etc.).
<Response>
On-going System Support 
Describe the Vendor’s approach to providing on-going system support and how it meets the OCFOs requirements in RFP Section 5.12. Detail how support cases can be logged and tracked (for example, online, over the phone or via email), response times, escalation points etc. Also explain access to self-serve knowledge resources, if available.
<Response>
Statement of Work Deviations 
Describe the Vendor’s deviations from the Statement of Work details in the RFP.
<Response>
Project Organization and Staffing Plan 
Key Personnel
The Vendor shall provide as its key personnel for this project a Project Manager and a Technical Lead. If the key staff is not assigned to the project full-time, vendor response shall support how this will not impact vendor’s ability to execute and/or meet milestones. 
For each proposed key personnel resource, the Vendor must attach a resume that describes the resource’s relevant experience related to the role, and clearly indicate how the resource meets the requirements of the role as detailed in the following subsections.
Project Manager
Experience: The Project Manager has overall responsibility for project execution. The Project Manager shall have at least three (3) years of experience managing CCaaS projects similar in size and scope to this project and experience in a leadership position on at least three projects that were delivered on time and within budget.
Duties shall include:
· Perform day-to-day management of the project, identify issues and risks, and recommend possible issue and risk mitigation strategies associated with the project. 
· Develop and maintain a project plan with tasks, staff assignments, timelines, dependencies and durations. 
· Responsible for ensuring that work performed is within the scope of the contract, consistent with requirements, delivered on time, and within budget. 
· Monitor issues, facilitate issue resolution, and provide up-to-date status reports. 
· Demonstrate excellent writing and oral communication skills.
Education: The Project Manager shall have a bachelor’s degree from an accredited college or university.
Certification: The Project Manager shall have a current project management related certification (e.g. PMP, CSM, CAPM, Prince2 etc.) from a recognized organization. 
	Proposed Project Manager
	

	Name
	Meets
Experience
Requirements
	Meets
Education
Requirements
	Meets
Certification
Requirements
	Resume
Attached

	<Response>
	|_| Yes
	|_| Yes
	|_| Yes
	|_| Yes


Technical Lead
Experience: The Technical Lead shall have at least three (3) years of experience as a technical expert on CCaaS projects similar in size and scope as the one described in this RFP, and a minimum of two (2) years of experience implementing the Solution(s) being proposed.
Duties shall include:
· Provide design/integration recommendations based on extensive CCaaS knowledge, as well as experience in deploying and tuning the products constituting the CCaaS solution.
· Configure the CCaaS solution; design, develop and test customizations; test system, and implement system. Ensure integration of the CCaaS solution with the OCFO’s existing infrastructure and cited applications. 
Education: The Technical Lead shall have a bachelor’s degree from an accredited college or university in Computer Science, Information Systems or another related field.
	Proposed Technical Lead
	

	Name
	Meets
Experience
Requirements
	Meets
Education
Requirements
	Resume
Attached

	<Response>
	|_| Yes
	|_| Yes
	|_| Yes


Staffing Management Plan
Project Organization and Staffing Chart
The Vendor shall provide a proposed organization chart showing the proposed staff, their relationships to each other, and their relationships to the OCFO. The organization chart shall include:
· All Vendor key personnel and management staff, and 
· The Contractor’s requirements for OCFO resources. 
The Vendor shall provide a summary of each key member’s high-level responsibilities. 
<Response>
Staffing Plan
The Vendor shall provide a plan that describes how the Vendor will ensure access to the resources necessary to deliver the proposed Solution(s) and how services are maintained. The plan shall include staff retention and succession plans, and the process for quickly substituting qualified personnel during the project, as needed, to ensure meeting project schedules and requirements.
<Response>
OCFO Resources
The Vendor shall describe how OCFO resources will be incorporated into the project to ensure successful completion and delivery of the Solution. The Vendor shall describe dependencies on OCFO and other OCFO resources and propose a plan that optimizes OCFO staff time.  
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