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 1.0  General Information
1.1  Introduction

The Office of Massachusetts Attorney General Martha Coakley is issuing this Request for Response (RFR) to obtain application software required to manage intake information received by this office via multiple channels including (but not limited to) phone calls, email, electronic complaint, mail, fax, and walk-in traffic.

There are six separate intake management installations currently in operation utilizing three different software products. Routing and tracking of intake information for three of these installations is limited to receiving and logging calls without tracking of consumer requests or complaints during resolution of the matter. Once a call is “transferred” beyond the answering function, no further information is logged nor can any information be tracked to the original calling party. 

It is not possible to determine if each call has been resolved to the satisfaction of the consumer nor can it be determined accurately what action was taken or how much effort was expended. In one case, customized programming has integrated the call logging function within the obsolete Notes application. In addition, there is no tracking mechanism to determine how many consumer calls are abandoned because of waiting times that exceed caller expectations, nor can we determine (mathematically) the number of calls or the duration of calls.

1.2  Project Scope

As part of the implementation of a new intake management system, the Office Massachusetts Attorney General Martha Coakley (AGO) plans to meet the following goals:

· Procure a Commercial Off The Shelf (COTS) product 

· Consolidate intake information into one system

· Increase the speed and quality of service provided to constituents

· Facilitate the sharing of intake information across all divisions/bureaus

· Provide system users with an easy to use and contemporary application

As part of the procurement process, the AGO plans to achieve the following objectives:

· Costs – Minimize the costs of meeting the requirements for gathering intake information by selecting one application that can successfully capture data received from multiple channels.

· Service Levels - Establish service levels for maintenance, changes, deletions, billing, support, and repair.  Through established service levels, AGO seeks to (1) improve the reliability of the infrastructure; (2) improve the management and utilization of the current and proposed infrastructure; and (3) ensure ongoing upgrades to the infrastructure to support evolving business needs of AGO.

· Volume Commitments - The Contract shall have no volume commitments.

· Termination Penalties – The Contract shall impose no penalties for terminating the services provided thereunder.

· Stabilized Rates – The Commonwealth will only accept proposals that provide for stabilized rates over the term of the agreement.  Rates for all proposed goods and services can decrease, but not increase, during the term of the agreement.

1.3  Procuring and Contracting Agency

The Office of Massachusetts Attorney General Martha Coakley (AGO) is issuing this RFR.

1.4  Calendar of Events

Listed below are dates of actions related to this RFR. The actions with specific dates must be completed as indicated, unless otherwise changed by the Commonwealth.  In the event that the Commonwealth finds it necessary to change any of the specific dates in the calendar of events listed below, it will do so by issuing an addendum to this RFR.

	Event
	Date
	Time

	Release of RFR
	October 29, 2007
	

	Deadline for Written Inquiries*
	November 9, 2007
	5:00 PM

	Response to Written Inquiries**
	November 16, 2007
	

	Bidder Responses Due
	November 30, 2007
	5:00 PM

	Finalist Notification
	December 3, 2007
	9:00 AM

	Finalist Oral Presentations
	December 10, 2007 to

December 14, 2007
	

	Contract Award
	December 21, 2007
	

	Contract Negotiation, Legal Review, Execution
	January 11, 2007
	

	Services Start Under New Contract
	January 14, 2007
	


* Questions must be in writing and emailed to Ron.Calabria@state.ma.us. The subject line must read “AGO-RFR-IMS-001 Question”.  It is the bidders’ responsibility to ensure that their questions have been received.

** Answers to questions submitted by bidders will be posted on the Comm-Pass website.

1.5  Contract Term

The contract will commence on the date the contract is executed and will terminate one year from the date of execution.  Any options for renewal will be reviewed by the AGO on an annual basis.

1.6  Services

AGO seeks to award a contract to a Prime Bidder.  This single Prime Bidder can be a team or single bidder, but the single point of accountability must be the Prime Bidder.

AGO is interested in receiving multiple options and models for the implementation and ongoing monitoring and support of the application.  The single constant is that the Prime Bidder will be required to implement an Intake Management System in all AGO office sites by March 3, 2008.  The Prime Bidder will be required to:

1.6.1  Configure Application

1.6.2  Supply Application Licenses

1.6.3  Conduct Data Conversion and/or Migration

1.6.4  Conduct Acceptance Testing

1.6.5  Conduct User Acceptance Testing

1.6.6  Perform Implementation

1.6.7  Provide Documentation

1.6.8  Conduct Training

1.7  Cost of Services

This is a fixed price engagement, all expenses included. The Bidder must propose a firm fixed price for all goods, services and solutions referenced in their response.  Each item area that is proposed must be broken down by price which must include (but is not limited to):

1.7.1  Licenses

1.7.2  Services included in the price

1.7.3  In scope and out of scope items; billable hours for out of scope items.

1.7.4  No travel or other expenses will be paid; such expenses must be included in the firm fixed price. 

1.7.6  Maintenance; The Bidder must submit the maintenance cost for all years including escalation.  The Bidder must also include a physical copy of the license agreement.

1.8  Hardware/Software Not Included In Proposal

The Bidder must identify a complete list and configuration of all hardware/software that the AGO will be required to purchase in order to support the Bidder’s solution. All hardware/software procurements will be made from alternative statewide contracts.  

1.9  Subcontractors

The Bidder must submit a list of all prospective subcontractors including a description of content and percentage of overall price.

2.0  Proposal Preparation and Submission

2.1  General Instructions

The evaluation and selection of a Bidder(s) and award of the subsequent contract(s) will be based on the information submitted in the Bidder’s proposal, and interviews of Bidder’s references.  Additionally, Bidders, at the Commonwealth’s discretion may be required to participate in oral interview(s).  During the evaluation phase, the Commonwealth reserves the right to seek direct clarifications of responses from Bidders.  Failure to respond to each of the requirements in the RFR may be the basis for rejecting a response.
Elaborate proposals (e.g. expensive artwork and unnecessary detail), beyond that sufficient to present a complete and effective proposal, are not warranted.

The Bidder is allowed to write an executive summary providing an overview of its proposal(s) (See Table 2.2.3).  The executive summary should be brief, not exceeding three (3) pages.

2.2  Proposal Organization and Format

2.2.1  Proposal Format

Proposals shall be printed on 8.5 by 11-inch paper, securely bound and with page numbers.  Header must indicate the name of the Prime Bidder submitting the response.

2.2.2  Proposal Organization

Proposals must be organized and presented in sequence by section number.  The Bidder shall replicate the section number and heading/caption assigned in the RFR followed by the Bidder’s response to the section.  Note: It is not necessary to re-type the wording from the body of the sections; points will not be awarded or subtracted.  The Evaluation Team must correlate the Bidder’s response to specific sections; therefore, section numbers and headings are required.  Bidders must provide a thorough, concise response to each of the RFR’s sections/sub-sections.

2.2.3  Proposal Tabbing

Proposals must be organized with the following headings and subheadings (see Table 2.2.3 below).  Labeled tabs shall separate each heading and subheading.  The RFR headings and subheadings that shall be included in the Bidder’s response are:

Table 2.2.3

	Executive Summary
	Tab 1

	Response to Organization Capabilities – Section 4.0
	Tab 2

	Response to Business/Functional Requirements – Section 6.0 
	Tab 3

	Response to Technical Requirements -  Section 7.0
	Tab 4

	Response to Migration & Conversion - Section 8.0
	Tab 5

	Response to Cost of Services – Section 1.7
	Tab 6

	Response to Required Commonwealth Forms – Section 9.0
	Tab 7


2.2.4  Consequence of Disregarding Instructions

The Bidder must submit its Price Proposal using the form layouts provided.  Failure to provide any requested information in the prescribed format may result in disqualification of the proposal at the Commonwealth’s sole discretion.

2.2.5  Electronic Version of RFR

The Commonwealth will provide the capability for downloading the Appendices to this RFR in an electronic media. All appendices associated with this RFR are posted at www.comm-pass.com.  Click “Search for solicitations” under the “Conduct Business” heading.  Enter “AGO-RFR-IMS-001” in the “Keywords” field.  Click on the “There are 1 Solicitation(s) found that match your search criteria” link.  Click “View.”  Click on the “Forms & Terms” tab.
2.2.6  Bidder’s Restatement of the RFR

Bidders may restate the text of the RFR in the Bidder’s response; however, the Bidder’s restatement of the text will be ignored.  The text of the RFR as originally distributed to the Bidder community and as updated by the Commonwealth through subsequent clarifications or amendments will form the basis for evaluation of responses and the eventual contract execution with the selected Bidder(s).  

2.2.7  Submission Guidelines


A)  One (1) original and Five (5) paper copies neatly bound and clearly marked with the Bidder’s company, contact person, Bid name/number.


B)  One electronic copy burned on PC format CD ROM media with:



-  Bidder’s name on the CD



-  Microsoft Office 2003 (Word, Excel) format and/or Adobe PDF format


compatible with Acrobat Reader 8.0  


C)  Completed responses should be submitted by November 30, 2007 no later than 5:00 PM (EST)


Responses must be submitted by post to:


Ron Calabria, Chief Information Officer


Information Technology Division


Office of Massachusetts Attorney General Martha Coakley


One Ashburton Place, 20th Fl.


Boston, MA  02108

2.3  Cross-Referencing

If the Bidder’s response to a requirement includes a cross-reference, the cross-reference must refer to a specific tabbed section, page, and paragraph in the Bidder’s proposal or technical manuals (not sales brochures).  Additionally, the Bidder must provide a direct response to the specific RFR section, question, or statement.  The specified page to which the cross-reference refers must also be identified by the cross-referencing RFR section (and sub-section) number.  The Bidder should provide an easily understood document consistent with the Commonwealth’s Proposal standards set forth herein.  In general, cross-referencing should be kept to a minimum.   
2.4  Multiple Independent Proposals

Multiple proposals from a Bidder will be permissible; however, each independent proposal must conform fully to the requirements for proposal submission.  Each such proposal must be submitted separately and labeled as Proposal #1, Proposal #2, etc. on each page included in the response.  Provide the required number of copies as specified in Section 2.2.7.
2.5  Oral Presentations

Top-scoring Bidders, based on an evaluation of the written proposal, may be required to participate in interviews to support and clarify their proposals, if requested by the Commonwealth.  The Commonwealth will make every reasonable attempt to schedule each presentation at a time and location that is agreeable to the Bidder.  Failure of a Bidder to interview on the date scheduled may result in rejection of the Bidder's proposal. 

3.0  Proposal Selection and Award Process

3.1  Preliminary Evaluation

The proposals will be reviewed initially to determine if mandatory requirements are met.  Failure to meet mandatory requirements may result in rejection of the proposal.  

Bidders will NOT be provided any information about other proposals or prices, or where the Bidder stands in relation to others at any time during the evaluation process.

3.2  Proposal Scoring

Accepted proposals will be reviewed by an evaluation committee and scored against the stated criteria.  The committee may review references, request interview, and/or conduct on-site visits and use the results in scoring the proposals.  The Commonwealth reserves the right to rescore the evaluation based on the outcome of presentations and/or site visits.

3.3  Evaluation Criteria

The responses to this Request for Response will be evaluated based on the criteria listed below.  The following subsections are listed in the descending order of importance with the most important criteria listed first:

3.3.1  Mandatory Sections

Points will be assigned reflecting the Bidder’s ability to meet mandatory requirements.

3.3.2  Overall Solution Cost

Points will be assigned with the lowest total price receiving the maximum points in this category.

3.3.3  Design

Points will be assigned based on technical feasibility and technical design.  Higher points will be assigned to responses that require the least amount of Commonwealth resources to install and maintain.

3.3.4  Implementation & Support Plan

Points will be assigned for timely implementation based on the Bidder’s capability for providing individual site completion within service intervals and acceptance criteria.

3.3.5  Customer Service Plan

Points will be assigned based on the Bidder’s proposed customer support including service issues.

3.3.6  Previous Experience/References

Points will be assigned for previous experience and references based on Bidder’s capability for providing a description of its local service organization, including financial viability, years of experience in providing services required in this RFR, qualified service personnel, and a list of installation sites where the proposed services, support, and products have been successfully installed.

.

3.4  Right to Reject Proposals and Negotiate Contract Terms

The Commonwealth reserves the right to reject any and all proposals.  The Commonwealth may negotiate the terms of the contract, including the award amount, with the selected Bidder(s) prior to entering into a contract.  If contract negotiations cannot be concluded successfully with the Bidder(s) providing the best value, the Commonwealth may negotiate a contract with the next Bidder(s) providing the best value.
3.5  Award

The Commonwealth will compile the final scores for each proposal. The Commonwealth may make award to a bidder who does not have the highest overall score.
4.0  General Proposal Requirements

The following are a series of issues and questions to be addressed by the Bidder.

Each section or corresponding sub-section number is succeeded by an (m), (d), or (r) defined as follows:

(m) indicates the section is mandatory.  The Bidder must meet the requirements detailed by the Commonwealth in that section.  Failure to comply with a mandatory requirement may eliminate the Bidder from further consideration under this procurement.

(d) indicates the section is desirable.  The Commonwealth is interested in the particular outcome defined in the section, but it is not mandatory the Bidder comply.  The Bidder’s response to each section will be individually evaluated and scored.  Therefore, Bidders are encouraged to be thorough in their responses.

(r) indicates the Commonwealth is requesting detailed information from the Bidder.  A response of “Read, understands and comply” or similar is not acceptable. 

4.1  Organization Capabilities

4.1.1 Corporate Organization and Structure

(m) Describe your Corporate Organization and Structure as it relates to this proposal.
4.1.2  Corporate Financial Information

4.1.2.1 (m) Financial Relationships:  Describe the business and financial relationship between the Bidder and any other organizations providing services under this proposal.  This includes any sub-contractors, business partners, consortium arrangements, or any other contractual obligations between the Bidder and any other business to provide any services under this proposal.  Be specific, particularly concerning financial relationships, implementation responsibilities, project coordination, etc.

4.1.2.2 (m) Dun & Bradstreet Comprehensive Report:  The Bidder shall provide the Bidder’s Dun & Bradstreet Comprehensive Report, which is obtainable via the Internet at http://express.dnbsearch.com.  The Bidder shall stipulate herein that the Comprehensive Report included in the Bidder’s Proposal is the correct corresponding report for the entity providing services through this RFR.  The Commonwealth reserves the right to require additional financial information of the Bidder and to investigate the Bidder’s financial background, if the Commonwealth believes that the requested information and/or the investigation would provide greater insight into the Bidder’s viability and capability to deliver the requested service(s).

4.1.3  Corporate Experience & References

4.1.3.1 (m) Bidder’s Installation Experience:  Describe the Bidder’s experience and capabilities in providing services similar to each of the types proposed in this RFR.  The Commonwealth wishes to determine the Bidder’s expertise, experience, and success in past implementations that were of similar scope and technology.  If necessary, reference multiple separate installations to demonstrate experience installing various services proposed to the Commonwealth through this RFR.  Provide concise descriptions for sections 4.1.3.1a – 4.1.3.1k; limit descriptions to two pages.  All items are mandatory.  Repeat sections 4.1.3.1a – 4.1.3.1k for each installation that demonstrates competence for a specific service(s).  References provided must be open to contact by the AGO.  Please submit no more than five (5) examples.  A brief description should be included for each of the services proposed.  Specifically,

4.1.3.1a
Identify the project.

4.1.3.1b
Describe service(s) installed.

4.1.3.1c
Provide contact name, telephone number, and email address.

4.1.3.1d
Locations: Street address, City and State

4.1.3.1e
List key project milestones, including completed dates, estimated and actual.

4.1.3.1f
Methodology used to determined project success or failure.

4.1.3.1g
Describe project outcome.

4.1.3.1h
Total number of sites.

4.1.3.1i
Total number of users.

4.1.3.1j
Total number of licenses.

4.1.3.1k
Total number of installations.

4.1.4  Project Team/Organization

4.1.4.1 (m) Key Employee Resumes:  The Commonwealth expects that the Bidder’s staff will include employees with demonstrable work experience as defined by the following generic position titles (Sections 4.1.4.1a through 4.1.4.1c).  The Commonwealth recognizes that the Bidder may not use the specific generic position title; therefore, identify the generic position title on the corresponding resume.  Provide resumes describing the educational and work experiences for each of the Bidder’s key staff that will be assigned to the Commonwealth.

4.1.4.1a
Project Manager Team

4.1.4.1b
Data Conversion/Migration Team

4.1.4.1c
Acceptance/User Acceptance Team

4.1.4.1d
Implementation Team

4.1.4.2 (r) Bidder’s Staff Experience Level: Each of the Bidder’s employees who are directly supporting the Commonwealth’s staff should be qualified and have experience in software application services focused on customer intake information tracking.

4.1.4.3 (m) Organization Chart:  Please provide an internal organization chart of all key personnel involved with the maintenance and support of the services being proposed.

4.1.5  Customer Service Team/Organization

4.1.5.1 (m) Staff Coverage:  Please describe your internal support processes and structure to provide staff coverage as required.

4.1.5.2 (r) Expected Response of Bidder’s Staff:  The Bidder’s employees must be capable of responding rapidly and fully to requested changes, as well as to questions and problem reports.  Describe your capabilities.

4.1.5.3 (m) Dedicated Customer Care Staff:  The Commonwealth must interact with Customer Care personnel who are trained on the specific requirements, services, and functions utilized by the Commonwealth.  The Commonwealth does not recognize a general call center as fulfilling the requirements of this section.  Explain how the Bidder currently complies (or will comply) with this requirement.

4.1.5.3 (m) Qualified Staff: The Bidder must have currently employed qualified technical personnel that have experience in software application services focused on customer intake information tracking.

4.2  Project Methodology & Approach

This section is to address the methodologies and approaches in delivering the implementation services associated with this project. The Bidder shall describe the following:

4.2.1  (m) Customization Methodology

4.2.2  (m) Implementation Plan & Schedule

The Bidder must provide an implementation guideline report detailing processes, methodology, and resources assigned to these areas.  In conjunction with this documentation, the Bidder must also provide a project timeline including various phases and milestones.

4.2.3  (m) Change Management Methodology

4.2.4  (m) Acceptance & User Acceptance Testing Plan

The Bidder must provide an acceptance test plan and a user acceptance test plan, both of which must be developed by the Bidder.  The Bidder must submit in writing the process for conducting the test plan which will be reviewed by the Office of the Attorney General.  Acceptance testing is defined as any testing that is conducted to ensure that areas such as data migration, data conversion, and workflow are congruent with expectations set forth is this RFR.  User acceptance testing is defined as a process to obtain confirmation by a Subject Matter Expert (SME), through trial or review, that the modification or addition meets mutually agreed-upon requirements.
4.2.5  (m) Education Plan

The Bidder shall provide training as detailed below for all locations.

4.2.5.1 (m) End User Training including but not limited to:

a.  Data Entry Procedures

b.  Reporting Features and Functions

c.  Query Functionality

d.  Quality Assurance Procedures

4.2.5.2 (m) “Train the Trainer” on items in Section 4.2.5.1.  This training is to be provided to select AGO staff for future training of new staff and/or remedial training.  At a minimum, three (3) individuals from AGO will be selected to participate in this training.

4.2.5.3 (m) AGO IT Site Manager Training: AGO IT Site Managers shall be responsible for daily database maintenance.  Furthermore, they will also be responsible to do first level troubleshooting at the site.  The Bidder shall provide specific training to ensure that the AGO staff has the necessary knowledge to support these functions.  IT site managers are limited to the Information Technology Division of AGO.

4.2.7  (m) Statement of Work (SOW)

The Bidder shall provide a proposed SOW to be used in contract negotiations should the Bidder be awarded the contract.  The statement of work must be drafted using  Commonwealth of Massachusetts Information Technology Division’s: Statement of Work template.  You can find this template on the Comm-Pass website under the “Forms & Terms” tab.  The Statement of Work must include “Intellectual Property Agreement for Contractor’s Employees, Consultants and Agents”, which can be found on the “Forms & Terms” tab as well.
4.3  Customer Service Plan

As part of the requirements for this contract, there must be an ongoing support and maintenance contract between the Bidder and the AGO which is reviewed and renewed on an annual basis.

4.3.1  (m) Support and Service Levels

Describe the support and service levels the Bidder proposes for their solution.  The Bidder must provide telephone and remote access support during normal business hours.  Normal business hours are defined as Monday through Friday (EST) 8:30am – 5:00pm, excluding holidays.  The Bidder must also provide a plan for emergency service during non business hours.  Any services provided must be included under the annual maintenance contract.

4.3.2  (m) Service Centers

The Bidder shall identify the location (city and state) of established service facility equipped with the instrumentation necessary to provide service on applicable systems, and other primary or ancillary /adjunct equipment employed by the Bidder to provide service(s) through this RFR.

4.3.3  (m) Problem Escalation Process

Please describe your typical problem escalation process, including any dispute resolution process, and procedure for the proposed service.

4.3.4  (m) Remedies

Please describe the remedies available if the Bidder fails to meet service levels.

4.3.5  (m) Updates and Releases

The Bidder must communicate to the AGO when any updates or releases become available.  The installation of each of these should not be an additional charge and must be part of the annual support and maintenance contract.

4.4  Proposal Requirements

The Bidder must specify how the proposal will comply with the following requirements:

4.4.1  (m) Anti-Virus

The proposal should incorporate security standards through the utilization of Symantec Antivirus Products.

4.4.2  (m) Security Requirements

Qualified prospective Bidders who are interested in accessing this information for the purpose of preparing a bid response must, before being allowed to access the information, sign a confidentiality agreement, thereby agreeing to:
4.4.2.1  Restrict the use of these sensitive records for any other purpose than as authorized and for the purpose of putting together a bid proposal;

4.4.2.2  Safeguard the information while it is in their possession (consistent with Section 6 of the Commonwealth Terms and Conditions); and

4.4.2.3  Return such records and materials to the Commonwealth upon completion of the project.
5.0  Office of the Attorney General Organization Information

5.1  Organization Overview

The Attorney General is the chief lawyer and law enforcement officer of the Commonwealth of Massachusetts. As such, she represents the Commonwealth in many matters in which the Commonwealth is a party.

In addition, the Attorney General is a resource to residents who are facing challenges in the area of consumer protection, fraud, civil rights violations, health care, and insurance issues.

The Office of the Attorney General is comprised of five bureaus -- Executive, Business and Labor, Criminal, Government, and Public Protection and Advocacy -- each of which is divided into one or more divisions and units.

The main office of the Attorney General is located in Boston. Regional offices are fully staffed and located in Western, Central and Southeastern Massachusetts, allowing citizens more convenient access to services in their area. The Regional offices are located in:

Western Massachusetts

1350 Main Street

Springfield, MA 01103

Central Massachusetts

One Exchange Place

Worcester, MA 01608

Southeastern Massachusetts

105 William Street

New Bedford, MA 02740

5.2  Organization Structure

The Executive Bureau of the Office of the Attorney General provides the office with overall administration management, policy setting, staff supervision and employee training. It also administers technical support to the Attorney General’s staff located throughout the Commonwealth. Divisions within the Executive Bureau include the First Assistant and the Chief of Staff, Policy and Government, Community Information and Education, Information Technology, Human Resources, the Communications Division, the Finance Division, as well as the Victim-Witness Services Division.

The Business and Labor Bureau is comprised of the Business, Technology and Economic Development Division, the Energy and Telecommunications Division, the Medicaid Fraud Division, the Public Charities Division, and the Fair Labor Division which address wage and hour and prevailing wage issues and complaints.

The Criminal Bureau includes the Cybercrime Division, the Environmental Crimes Strike Force, the Financial Investigations Division, the Insurance and Unemployment Fraud Division, the Special Investigations and Narcotics Division, the Appeals Division, and a State Police Unit, and also hosts the Safe Neighborhood Initiative. To assist victims of a crime in obtaining financial compensation, the Bureau is also charged with implementing provisions of the state’s Victims of Violent Crime Compensation Act.

The Government Bureau represents state officials and agencies in state and federal trial and appellate courts concerning the legality of governmental operations, through its Trial Division and Administrative Law Division.

The Public Protection and Advocacy Bureau include the Antitrust Division, the Civil Rights Division, the Consumer Protection Division, the Environmental Protection Division, and the new Health Care Division. The Bureau of Public Protection and Advocacy also addresses insurance and financial services issues and houses its own Investigations Division.

5.3  Current Intake Applications

5.3.1  Everest (Lynk Software)

The primary method of data collection for the Massachusetts Attorney General’s office has been the Everest application which is developed by Lynk Software.  This application uses a Microsoft Access front end and a SQL Server back end.  This software is currently deployed by only 3 divisions in the office: Consumer Complaints and Information Services (CCIS), Insurance and Fiancaial Service Division, and Healthcare Division. 

The deployment of this application was done via three different interfaces, each using a different SQL database.  Thus, our agency is currently running three installations of the same product.  Each division was added at different times and integration into one database was not stressed.  Not until the recent addition of the Healthcare Division in July 2007 was more than one division using the same database.   

5.3.2  Lotus CMS (Lotus Notes V.5)

As part of our customized Lotus Case Management System (CMS), a CM Intake Statistics module was developed to enter and track complaints that are received through the Fair Labor Division.  This is the only installation of an intake management function that is integrated with a case management application.  This module is used by the Fair Labor Division exclusively and is customized to meet their needs.

5.3.3  Civil Rights and Civil Liberties Complaint Database (MS Access)

The Civil Rights Division developed an intake management solution using Microsoft Access.  The database resides on two users’ network drives and information is entered and queried by each person.  There are two versions of this database: a Civil Rights version and a Disabilities version.  One user updates the Civil Rights database and the other updates Disabilities. 

5.3.4  Criminal Bureau Complaint Database (MS Access)

Similar to the Civil Rights Division, the Criminal Bureau developed their own Microsoft Access database to serve as an intake management application.  The database resides on a shared network drive and is accessed by multiple users.  Since its development in 2000, it has been “refreshed” on an annual basis, and the previous year’s data is kept as archive data.  Thus, there are databases for each year leading up to the current date, and information in the most recent database only goes back to the beginning of the year.

5.4  Types of Users

5.4.1  AAG (Assistant Attorney General) 

Attorneys develop cases by working with investigators and paralegal staff, demanding production of documents, conducting depositions, participating in multi-state initiatives with other states’ AG offices, negotiating with opposing counsel, settling cases, and when necessary, filing suit. 

5.4.2  Administrative Assistant 

Responsibilities include administrative support to the Division Chief including assisting in the preparation of reports, word processing, filing, and answering and returning phone calls.  Responsibilities also include administrative support for Division AAGs as needed; supervision of support staff including coordination of work flow; logging in and tracking of cases and other matters received by the Division; handling calls from the public regarding division-related issues and providing accurate and concise information to investigators and AAG's for follow-up.

5.4.3  Support Staff 

Support Staff are responsible for providing secretarial support to Assistant Attorney Generals and paralegals. This includes word processing (using Microsoft office suite),  organizing and maintaining files, answering and screening telephone calls, organizing and maintaining schedules, maintaining case management, assisting with special projects, and other required duties.

5.4.4  Paralegal 

Primary responsibility is to conduct intake, screen and evaluate complaints, and to respond to complainants under the supervision of an assistant attorney general.  Other responsibilities may include assisting the Division attorneys in investigations and in case preparation, the maintenance of Division files and statistics, responding to requests for Division brochures and written materials, performing legal research, and other related paralegal tasks.
5.4.5  System Administrator (IT)

System Administrators are members of the Information Technology Division who are responsible for the following areas: maintaining user accounts and profiles, general database maintenance, development of reports/templates/forms, providing technical service to end users, and advising on technical issues.

5.4.6  Investigator 

An investigator’s primary responsibility is to investigate allegations and assist in the litigation of criminal/civil cases. The investigator develops investigative plans; locates and interviews victims, witnesses and targets; locates, obtains and analyzes evidence; conducts background checks; prepares detailed investigative reports; and testifies in grand jury and court proceedings.

5.4.7  Advocate 

The responsibilities of an advocate are to  SEQ CHAPTER \h \r 1assist victims of violent crime by investigating their claims, making recommendations for financial compensation, providing referrals to service providers, and offering other assistance.
5.4.8  Consumer  (External User)

A consumer sends requests for inquiries and submits complaints to the AGO.  They do this through multiple channels including walk-in, telephone, mail, fax, email, and web (e-complaint).  The majority of concerns that are communicated to the AGO are relative to businesses, corporations, non-profit organizations, etc.  

5.4.9  Intake Specialist 

Intake specialist  SEQ CHAPTER \h \r 1responsibilities include staffing the Attorney General=s Consumer Hotline; fielding inquiries from consumers; providing educational pamphlets and literature; referring consumers to appropriate state and federal agencies; explaining the Office=s mediation process.
5.4.10  Mediator 

A mediator is responsible for mediating a caseload of complaints on a variety of consumer related issues; assist in the training and supervision of interns; review and respond to written consumer inquiries; answer telephone inquiries made to the Office on the Consumer Complaint Hotline; outreach and community education regarding consumer related issues; other projects as assigned.

5.4.11  Central Intake Manager

Manager of Central Intake will oversee the call management and intake management service for the entire office is responsible for maintaining data integrity.

5.5  Size of Audience/User Base

5.5.1  Executive Bureau

	Division
	Number of Users

	Executive
	9

	General Counsel
	5

	Policy and Government
	23

	Community Information and Education
	5

	Information Technology
	11

	Human Resources
	5

	Communications
	6

	Budget
	4

	Victim-Witness Services
	13

	TOTAL
	81

  

  

  

  

  


5.5.2  Business and Labor Bureau

	Division
	Number of Users

	Business, Technology and Economic Development
	1

	Energy and Telecommunications
	12

	Non-Profit Organizations/Public Charities
	16

	Fair Labor
	44

	TOTAL
	73

  


5.5.3  Criminal Bureau

	Division
	Number of Users

	Cyber Crime
	12

	Environmental Crimes Strike Force
	2

	Financial Investigations
	5

	Insurance and Unemployment Fraud
	15

	Special Investigations and Narcotics
	5

	Appeals
	10

	State Police
	24

	Safe Neighborhood Initiative
	11

	TOTAL
	84

  


5.5.4  Government Bureau

	Division
	Number of Users

	Trial
	34

	Administrative Law
	31

	TOTAL
	65

  


5.5.5  Public Protection and Advocacy Bureau

	Division
	Number of Users

	Antitrust
	0

	Civil Rights
	9

	Consumer Protection
	19

	Environmental Protection
	18

	Health Care
	11

	Investigations
	7

	TOTAL
	64

  


5.5.6  Regional Offices

	Division
	Number of Users

	Central Massachusetts
	2

	Southeastern Massachusetts
	4

	Western Massachusetts
	14

	TOTAL
	20

  

  


5.5.7  External Users (Consumers)

	Location
	Number of Users

	Unknown
	Unknown

	TOTAL
	Unknown  

  


5.6  User Characteristics

User characteristics are defined as what a user’s level of interaction will be with the intake management system.  There are varying levels of interaction based on a user’s role which is broken down below.

5.6.1  AAG (Assistant Attorney General) 

An AAG generally interacts with the system by viewing the information.  Depending on the attorney’s level of comfort with the application, they may simply view intake data or enter data themselves.  AAG’s are not expected to enter most of the information into the system.  Rather, they are users who should have the ability to enter information if they wish to do so.

5.6.2  Administrative/Support Staff

Administrative/Support Staff initiate, update, and close intake matters as they are received by this office.  Typically, these individuals receive correspondence that is sent via mail as well as inter-office material.  These users are the equivalent of intake specialists for their respective division/bureau and interact with the system on a smaller scale.

5.6.3  Paralegal

A paralegal generally interacts with the system by viewing the information.  Depending on the paralegal’s level of comfort with the application, they may simply view intake data or enter data themselves.  Paralegals are not expected to be the primary method by which information is entered into the system.  Rather, they are users who should have the ability to enter information if they wish to do so.

5.6.4  System Administrator (IT)

The system administrator is a member of the IT division.  This user creates user accounts/entitlements, document templates, is responsible for modifications/additions/deletions to values in code tables, and maintaining the overall performance of the application.

5.6.5  Investigator

An investigator generally interacts with the system by viewing the information.  Depending on the investigator’s level of comfort with the application, they may simply view intake data or enter data themselves.  Investigators are not expected to be the primary method by which information is entered into the system.  Rather, they are users who should have the ability to enter information if they wish to do so.

5.6.6  Advocate

An advocate generally interacts with the system by viewing the information.  Depending on the advocate’s level of comfort with the application, they may simply view intake data or enter data themselves.  Advocates are not expected to be the primary method by which information is entered into the system.  Rather, they are users who should have the ability to enter information if they wish to do so.

5.6.7  Consumer (External User)

A consumer interacts with the system on different levels.  A consumer might send an email in reference to requested information or submitting a complaint.  They may also fill out an electronic complaint form (e-complaint), the data of which will be imported into the system.  Consumers will send their requests to any and all bureaus or divisions of the AGO.

5.6.9  Intake Specialist

An intake specialist is the primary user of the system.  The intake specialist initiates, updates and closes intake matters as they are received by this office.  These individuals receive intake information in a variety of ways, which include phone (hotline), mail, fax, walk-in, email, and the web (e-complaint).  Intake specialists are responsible for ensuring all information received by them is accurately recorded in the system.

5.6.10  Mediator

A mediator is also an integral user of the intake management system.  The mediator will act as an intermediary between consumers and business to work toward a resolution concerning a consumer complaint.  The mediator will use the system to track phone/mail correspondence and to record significant events.  The mediator will also record resolution information.

5.6.11  Central Intake Manager

A Central Intake Manager supervises the primary users of this system; intake specialists.  The Central Intake Manager will use the system to assign/route complaints to the intake specialists and to ensure action has been taken on complaints in a timely fashion by reviewing the status these matters.

6.0  Business/Functional Requirements

The recording of requirements will be done using the format provided below.  Each general requirement will be listed with a corresponding number.  For every general requirement, there will be a list of sub-requirements. The sub-requirements will also be numbered sequentially and prefaced by the general requirement number; i.e. 6.1.1.  The following is an example of the requirement template:

Below each requirement title is a short description of the requirement’s purpose

	Requirement #
	Description
	Priority

	6.1.1 (
	Sample Sub-Requirement ( 


	 Mandatory (


	(
	Each sub-requirement has a requirement number.

	(
	Sub-requirements contain a definition and a description.

	(
	For each sub-requirement, a priority level of mandatory or desirable is given.


6.1  (m) Complaint Routing

Once a complaint is taken by an intake specialist, the issue is either resolved or needs to be referred to another member of the office, bureau, or division.  Often times these referrals are lost or are not received by the intended party.

This requirement provides a mechanism for complaints to be routed to bureaus, divisions, or specific individuals.  Once the complaint is sent, an alert would be activated for the recipient.  The recipient would have to accept the complaint which will verify them receiving it.  If a complaint is not received there must be a way to identify them.  All complaints that have not been closed and have not been referred should be flagged for action.

	Requirement #
	Description
	Priority

	6.1.1
	Forward to User or Group

If an intake specialist is not able to resolve a complaint and needs to refer it to a group or individual, they will route the complaint through the application to its intended target.  Complaints must have the ability to be forwarded to a bureau, division, or individual.
	Mandatory

	6.1.2
	Notification

There must be a way to alert the recipient of the referral that a matter was forwarded to them.  This must be done either within the application or by another method. 
	Mandatory

	6.1.3
	Acceptance

Once a recipient has been notified that there is a complaint needing their attention, there must be a way this individual can claim acceptance.  Once accepted, the application would identify that the complaint is being handled by this individual.
	Mandatory

	6.1.4
	Un-Referred / Accepted Complaints Container

All complaints that are open and have not been referred or accepted should be placed in a “container” until some sort of action is taken.  A “container” is defined as a storage medium such as a folder, mailbox, etc. 
	Mandatory


6.2  (m) Complaint Creation

Once a consumer contacts the AGO and provides information about the complaint, that data must be tracked within the application.  The following sub-requirements are areas of particular interest to the business process for intake management.  They are not intended to be a definitive list of all requirements for the entering of complaints. 

	Requirement #
	Description
	Priority

	6.2.1
	Single Screen Data Entry Page

Due to high call volumes, a single point of data entry must be utilized when recording complaints from consumers.  The intake specialist must be able to enter information quickly while he or she is on the phone with a consumer.  Navigation to various screens should be minimized.
	Mandatory

	6.2.2
	Summary Information

As the intake specialist responds to complaints, they must also enter any relevant information in the form of a summary.  The summary provides a brief overview of what the central issue is regarding the consumers’ complaint.
	Mandatory

	6.2.3
	Resolutions

At the conclusion of every complaint, the intake specialist must have the ability to enter a resolution code.  The resolution code will provide a measurable and uniform method to ascertain the outcome of each complaint.
	Mandatory

	6.2.4
	Referrals

When a complaint cannot be handled by an intake specialist, a referral code will be used.  The referral code will indicate which source a complaint was forwarded to.  Examples of referral codes could be; Bureau, Division, Outside Agency, etc.
	Mandatory

	6.2.5
	Intake Type

Dealing with a multi-channel intake process means each intake type needs to be entered into the intake management application.  Examples of intake type are: telephone, mail, email, walk-in, etc.
	Mandatory

	6.2.6
	Events

There may be multiple actions taken on a single complaint.  Each of these actions must be tracked.  An example of a particular action would be a follow-up phone call.  Each event must be categorized using event codes.


	Mandatory

	6.2.7
	Complaint Assignments

Each complaint must be assigned to an intake specialist or an AGO staff member.
	Mandatory

	6.2.8
	Date Tracking

The system requires the ability to track multiple dates pertaining to the complaint. Dates of particular interest are due dates, open dates, closed dates, and tickler dates.
	Mandatory

	6.2.9
	Document Scanning

Any correspondence or other relevant information must be scanned into the complaint record.
	Mandatory

	6.2.10
	Document Generation

When sending a response to a consumer regarding their complaint, the intake specialist will use an automatic document generation feature. This functionality takes existing data and inserts it into the selected template. (See Requirement #21)
	Mandatory

	6.2.11
	Automatic Complaint Numbers

Upon the creation of a new complaint, the intake management application must automatically create a new sequential case number. This case number must be forwarded to the event management application via some type of interface.
	Mandatory

	6.2.12
	Bureaus / Divisions

For each complaint, a bureau and division must be associated. 
	Mandatory

	6.2.13
	Complaint Type / Sub-Type

Each complaint must contain a complaint type and sub-type. The complaint type and sub-type will be dependant on the bureau or division that is assigned to the complaint. Specifically, a bureau or division should only see complaint types that are associated with matters that they handle.
	Mandatory


6.3  (m) Person Information

Person information that is captured by the intake management application serves multiple functions. In addition to providing a person’s name, the person information function must also display demographics, relationships to other person information records, and salutations.

	Requirement #
	Description
	Priority

	6.3.1
	Person Name

General person name information must be entered. This includes first, middle, and last name.
	Mandatory

	6.3.2
	Demographics

The recording of demographic information will allow the AGO to report on what type of individual is requesting/submitting information to our office, as well as determining if the complainant is an elder (over the age of 65). 
	Mandatory

	6.3.3
	Relationship

Individuals who contact this office are sometimes submitting information on behalf of someone who typically cannot do so on their own. Currently, the relationship of the individual who is contacting the office with the complainant is recorded. An example of this is when an elderly man’s son calls and reports that his father is being taken advantage of. Both individuals’ names will be entered.
	Mandatory

	6.3.4
	Salutations

This requirement would allow the user to select a salutation to associate with a person’s record, which would aid in document generation.
	Desirable


6.4  (m) Person Address

The capability to add multiple addresses to a single person record is required. This feature will maintain a history of various addresses a person may have. There must also be a method to indicate the most current or “primary” address.

	Requirement #
	Description
	Priority

	6.4.1
	General Address Information

Standard address information must be available to be associated with any person record. Standard address information would be (but is not limited to):


- Address Line 1

- Address Line 2


- City



- State


- Zip Code



	Mandatory

	6.4.2
	Multiple Addresses

Person records may have one or more addresses associated with them. If a consumer would like to provide their business and home address, both addresses must be maintained in the application. Also, a history of addresses a consumer has had is a useful tool when determining where a correspondence was sent.
	Mandatory

	6.4.3
	Determine Primary Address

If more than one address is listed for a single person record, there must be a feature that distinguishes the primary address. The primary address is defined as the location to which the consumer would like information to be mailed.
	Mandatory

	6.4.4
	Address Types

Each address should be identified by an address type. Examples of address types are mailing, business, home, etc.
	Mandatory


6.5  (m)  Business Parent / Child Relationships

Issues of parent and child relationships often require a business address. When the person type of merchant/business is selected, there must be a way to differentiate between a business headquarters and a business location. Consumers will frequently submit a complaint about a merchant/business that is related to a specific location. 

	Requirement #
	Description
	Priority

	6.5.1
	Business Parent Record (Headquarters)

This requirement would enable the user to create a parent “business” person record.
	Mandatory

	6.5.2
	Business Child Record (Locations)

This requirement would enable the user to create a child “business” person record that would associate with the parent business record in a one to many relationship.
	Mandatory


6.6  (m) User Logs

When a user completes an action on a complaint record, the action must be traceable through the database; specifically, the creation, updating, or deletion of records.

	Requirement #
	Description
	Priority

	6.6.1
	Complaint Creation

When a complaint is created, information (username, time created, date created) must be tracked.
	Mandatory

	6.6.2
	Complaint Updating

When a complaint is updated, information (username, time created, date created) must be tracked.
	Mandatory

	6.6.3
	Complaint Deletion

When a complaint is deleted, information (username, time created, date created) must be tracked.
	Mandatory


6.7  (m) Database Administration Interface

The person assigned as the “database administrator” for this application will have to perform multiple routine administrative functions. Therefore, it is important the interface be easy to use and intuitive.

	Requirement #
	Description
	Priority

	6.7.1
	Administer User Accounts

The administrator must be able to create, edit, and delete user access to the application. The ability to add account expiry dates for automatic disabling would be a plus.  In the alternative, integration with LDAP such as Active Directory would also be beneficial.
	Mandatory

	6.7.2
	Administer Security

The application must have security features to safeguard sensitive information and to limit user access to complaints identified as “confidential.”
	Mandatory

	6.7.3
	Create/Modify/Delete Code List Values

Within the database administration interface, there must be a feature that would allow the administrator to add, modify, and delete field values.
	Mandatory

	6.7.4
	Rename Field Descriptions

Having the ability to manipulate the GUI to some degree is a big advantage. This would allow our office to tailor and evolve the application to meet changing needs and demands.


	Mandatory

	6.7.5
	Add/Delete Fields

The application must have the ability to delete or hide information not intended for the user to see.


	Mandatory

	6.7.6
	Document Generation Templates

The functionality to generate documents using the application is one of the requirements stated in this document As part of the database administration interface, the document generation maintenance portion would allow the administrator to incorporate “tags” into the document template which would reference data elements in the database.
	Mandatory


6.8  (m) Person Merge Utility

Users on occasion inadvertently duplicate a person’s record. Our current intake management application has the ability to run a query based on duplicative person information in order to maintain quality control. This functionality must be available in any future intake management applications. 

	Requirement #
	Description
	Priority

	6.8.1
	Determine Merge To / From

Within the person merge utility, there must be a person record that is identified as the “correct” one. When merging this information, the ability to ascertain which is the record that will be kept and which will be deleted is imperative.
	Mandatory

	6.8.2
	Multiple Record Query

In order to determine where duplicate person records exist, there must be a query in place that would allow the user to search for all duplicate person record information.
	Mandatory


6.9  (m) Screening List

The use of a “screening list” is designed to assist the Attorney General’s Office in identifying trends of unfair and deceptive business practices and gathering complaint information that is related to investigative or litigation matters. The advantage of this is an intake specialist would know there is an investigation or litigation concerning the complaint and would refer it to the appropriate person.

	Requirement #
	Description
	Priority

	6.9.1
	Screening List Options

When a business is placed on the screening list they would fall into three categories that identify how the intake specialist must proceed. The categories are:

· Stop Mediation – The complaint would be forwarded directly to the attorney handling the matter and mediation is stopped.

· Mediation at LCP’s – The complaint would be forwarded to the LCP and a copy to the attorney handling the matter.

· Mediation at AGO – The complaint would be handled within CCIS and a copy is forwarded to the attorney handling the matter.
	Mandatory

	6.9.2
	Screening List Maintenance and Security

The screening list must only be accessed by those individuals authorized to do so. There would not be a need to provide this list to anyone else. There will be a small number of individuals who will maintain the screening list. The intake specialist will be notified if a business is on the screening list through an automatic notification feature.
	Mandatory

	6.9.3
	Notification

Once the intake specialist queries a business to add to the complaint, there must be a method in place to alert the specialist of the business’ inclusion on the screening list. This would allow the specialist to take the appropriate action.
	Mandatory


6.10  (m) Handicap Accessibility

The intake management application must be ADA compliant. To this end, the application must have the ability to interface with handicap accessible tools such as JAWS.

	Requirement #
	Description
	Priority

	6.10.1
	JAWS Compliance

Currently, our intake management application interfaces with the JAWS application. The JAWS application is used by vision-impaired employees. The new intake management application must provide at least the same functionality. In addition, preference will be given to solutions based on the degree to which they meet the specific requirements of Section 508.   
	Mandatory


6.11  (d) Call Scripting

The ability to introduce call scripting into the complaint intake process would be very beneficial when providing consumers information. With call scripting functionality in place, the intake specialist will be able to respond to “routine” complaints quickly and consistently. 

	Requirement #
	Description
	Priority

	6.11.1
	Call Script Creation/Maintenance

The creation and maintenance of the call script should be done by a limited number of users with designated authority to do so.
	Desirable


6.12  (m) Document Scanning

Any physical documentation associated with a complaint must be scanned into the complaint record created in the application. This would include any mail correspondence, file notations, etc. Once the documents are scanned, they must be stored on a server for later retrieval. 

	Requirement #
	Description
	Priority

	6.12.1
	Scanning Documents
The intake management system must have the ability to scan in documents. Documents that are scanned into the database will need to be associated with complaint files.
	Mandatory

	6.12.2
	Define Types of Scanned Documents
Each document scanned into the database should have a document type or be easily identified as associated with a particular record.
	Mandatory

	6.12.3
	Scanned Document Storage

There needs to be an organized system for storing documents that have been scanned in. For example: file folder storage located on a server or the use of a robust database such as SQL or Oracle.
	Mandatory


6.13  (m) Email Notification

The intake management application must posses the ability to dispatch emails from the application to users throughout the office. This functionality would enable users who are not currently logged into the application to be alerted to important events/actions regarding the complaint process. When a consumer sends in a complaint via email, that complaint must be routed through the intake management application.

	Requirement #
	Description
	Priority

	6.13.1
	Microsoft Office Outlook 2003 Compatible

Any email functionality must be compatible with Microsoft Outlook 2003.
	Mandatory

	6.13.2
	Receipt of Consumer Emails

Once a consumer sends in a complaint via email, the intake management application must import the email for review by an intake specialist.
	Mandatory

	6.13.3
	Automatic Consumer Response

Once a consumer sends an email to the office, an auto-reply must be generated that will provide the consumer with a confirmation of receipt.
	Mandatory

	6.13.4
	Inter-office Communication Tracking

Any email messages sent from the application must be recorded to verify that an individual was alerted/notified of a particular complaint.
	Mandatory


6.14  (d) Calendar Scheduling

Calendar scheduling will be used to notify users of important due dates and ticklers. 

	Requirement #
	Description
	Priority

	6.14.1
	Forward to User or Group

Once an action item is flagged with a due date or tickler, this requirement will allow the end user to forward the item to a user or group of users.
	Mandatory

	6.14.2
	Notification

If an action item is sent to a user or group of users, there must be a mechanism that alerts the recipient.
	Mandatory

	6.14.3
	Microsoft Office Outlook 2003 Compatible

Any calendaring integration with third party software must be compatible with Microsoft Outlook 2003.
	Mandatory


6.15  (m) Multi-Channel Intake Ability

The methods of intake identified by the AGO are mail, walk-in, telephone, and email. Each of these areas should be categorized and tracked. The office also receives referrals from other agencies as well as matters that are handled by Local Consumer Programs (LCPs) which are monitored by this office.

	Requirement #
	Description
	Priority

	6.15.1
	Ability to Distinguish Intake Channel

Given that this office utilizes a multi-channel intake process, the intake management application must be able to distinguish and parse out complaints that filter in through each of these areas. Examples of intake channels are (but are not limited to) telephone, walk-in, email, agency referral, and mail.
	Mandatory


6.16  (m)  E-Commerce Capability

In the future, there will be various E-commerce forms available on the AGO website which will capture information on consumer requests and complaints. Along with electronic complaint forms, other E-commerce tools would be an online survey and a self-service knowledge base.

	Requirement #
	Description
	Priority

	6.16.1
	Import Information From Electronic Complaint

The data entered into these forms should be imported into the intake database and placed in a “container” until a call intake specialist can respond to the request.
	Mandatory

	6.16.2
	Online Survey Data

This requirement will allow the consumer to provide feedback on the level of support that they have received and how useful the online tool was for them.
	Desirable

	6.16.3
	Self Service Knowledge Base

The self service knowledge base will provide consumers with a method to research and find information about common issues. 
	Desirable


6.17  (m) Knowledge Base

The intake specialists need up-to-date and accurate information to provide consumers concerning resources available to them throughout the Commonwealth. Currently, the information that is gathered regarding these resources is kept in a binder that the specialists have to reference when providing consumers information.

The knowledge base would contain information specific to resources which aid consumers in finding a solution to their issues, specifically in cases where the matter would be better handled by another agency or program. The use of the knowledge base would be twofold. First, when providing consumers information on what resources they should utilize, the intake specialist would use the knowledge base to retrieve this information. Second, it will have the capability to provide information via the AGO website to consumers in a format that is searchable. This functionality will be utilized in the future. It is not necessary to have it immediately. 

	Requirement #
	Description
	Priority

	6.17.1
	Limited Access to Enter Information

The users of this feature would, for the most part, have read-only access. This would include advocates, intake specialists, administrative staff, paralegals, and attorneys. There will be a handful of users who would have access to create/modify/delete knowledge base information.
	Mandatory

	6.17.2
	Scanning Documentation

There will be many forms, brochures, and publications of different types that will be forwarded to consumers. These materials must be scanned into the database and stored with the respective agency/service record.
	Mandatory

	6.17.3
	Maintain Agency / Service Information

Each knowledge base article will contain information on agencies and services. These would include bureaus and divisions within the Attorney General’s Office, government agencies, non-profit organizations, social service agencies, healthcare agencies, and hotlines. For each of these resources the following information should be entered:


- Name



- Address


- City



- County


- State



- Postal Code


- Telephone Number

- Website


- Contact Person

- Brief description 




   of agency


- Service area


- Eligibility 





   Requirements


- List of Programs

- Resource Type


- Hours of Service

- After hours 





   contact info.
	Mandatory

	6.17.4
	Maintain Program Information

Each agency could have one or more programs they offer to consumers. Each of these programs must be attached to the agency record. For every program, the following data should be entered:


- Program Name

- Address 


- Contact Number

- Hours of 





   Operation


- Eligibility Requirements
- Area served 





   (city, town)


- List of Services Available
- Handicapped 




   Accessible


- Intake Procedure

- Status (for profit, 




   non, etc.)


- Fees/sliding scale

- Public 





   transportation


- Foreign language capacity
- Program Type
	Mandatory

	6.17.5
	Connectivity with the Complaint

When intake specialists attempt to search the knowledge base for articles that are relevant to the complaint they are entering, there should be a filtered list of articles automatically queried for them. Knowledge base articles should be categorized by individuals within the office in order to provide quick retrieval for the intake specialists.
	Mandatory

	6.17.6
	Migration of Existing Data

Currently, information concerning agencies and services is kept in an MS Excel spreadsheet. This information will be imported into the new knowledge base system.
	Mandatory

	6.17.7
	Ability to Determine Knowledge Base Article Usage

To identify if a knowledge base article is useful, there should be a way to query the number of hits a particular article is receiving. 
	Desirable

	6.17.8
	Export List of Resources to Searchable Website Database

In order to provide consumers a self service method of locating resources, information contained in our knowledge base could be exported to the web. 
	Desirable

	6.17.9
	Query Functionality
If an intake specialist needs to manually search for knowledge base articles, there must be a broad query feature available. Some of the areas for querying agency/service information would be (but are not limited to) location, program name, agency name, program type, and agency type.
	Mandatory


6.18  (m) Ad Hoc Reporting

The intake management application must have some level of ad hoc reporting which will allow end users to run general reports. The ad hoc reporting function should have the ability for the system administrator to create and modify reports.

	Requirement #
	Description
	Priority

	6.18.1
	Standard Reports
Through the use of standard reports via the ad hoc reporting tool, end users will be able to view/print summary complaint data.
	Mandatory

	6.18.2
	User Defined Reports
Users must also have the ability to create their own reports using a list of available fields from which they can query.
	Desirable


6.19  (d) Tickler System

A tickler system would be of great use within an intake management application to serve as a reminder of important events, due dates, or deadlines. The tickler system would provide users information on time-sensitive items upon logon.

	Requirement #
	Description
	Priority

	6.19.1
	Alert Users to Time Sensitive Events

When a due date has been entered or a deadline has been reached, an alert must be sent to all relevant parties.
	Desirable

	6.19.2
	Notification At Logon
Once a user logs into the intake management application, a tickler must remind them of important action items.
	Desirable


6.20  (m) Event Management Interface

The intake management system must interface with our event management system. Our office is currently in the process of purchasing a new event management system so the intake management system must be able to interface with applications which use either a SQL or Oracle database. The goals for this interface will be to have a tight integration, provide a consistent method of numbering and identifying cases, and the ability to transfer data from one application to the other.

	Requirement #
	Description
	Priority

	6.20.1
	Tight Integration

Despite the fact that the intake management and event management application will be distinct from each other, our goal is to make them integrated for the user. For example, it would be helpful if each application could be launched from the other. 
	Mandatory

	6.20.2
	Consistent Case Numbering

Given the fact that a complaint entered into the intake management application has the potential to be referred to event management, some sort of consistent numbering method is required. This number will stay with the complaint throughout the entire business process. 
	Mandatory

	6.20.3
	Transfer of Data

To minimize multiple data entry, it will be useful if some of the “core” complaint information could be copied into the event management system. When a complaint has reached its limits with the intake specialist and is accepted as an investigation, the intake management application would then pass this data along to the event management application.
	Mandatory


6.21  (m) Document Generation

The intake management application must posses the ability to automate document creation. An intake specialist will routinely create and print correspondence to consumers using an office template. The data that they capture in the intake management application is also used when creating these documents. The use of document generation will automate the correspondence process and increase productivity.

	Requirement #
	Description
	Priority

	6.21.1
	Insert Data Elements from Database

Much of the data entered into the intake management application will be useful when responding to a consumer’s request. There must be a function where a “tag” is inserted into a document template. When the document is generated, this “tag” is populated with respective complaint data.
	Mandatory

	6.21.2
	Administrative Defined Prompts

The application administrator must have the ability to create prompts which will queue the user to enter information.
	Mandatory

	6.21.3
	List of Values Prompt

This requirement will provide the user with the ability to select data elements that have been added to a code table. For example, if a user would like to select which division to reference in a letter, they will be able view the values that are available through the division code table.
	Desirable

	6.21.4
	Dynamic List Prompt

Through the use of dynamic lists, the user will be able to select from data that has been entered into a complaint such as multiple person information. For example, if there are two individuals attached to a complaint and the intake specialist wants to send correspondence to one of these individuals, the user would be able to select the desired person from this prompt.
	Desirable

	6.21.5
	Document Storage

Once a document is generated by the intake management application, the document must be saved for access and retrieval. 
	Mandatory

	6.21.6
	Multiple Template Formats
The document generation feature must have the ability to support multiple template formats such as letters, envelopes, and labels.
	Mandatory


7.0  Technical Requirements

(m) Any intake management software product proposed must run on a pc-based client/server platform.

7.1  (m) Software / Operating Systems

7.1.1  (m) The proposed solution must be compatible with Windows 2003 Server and Active Directory

7.1.2  (m) The proposed solution must be compatible with Windows XP and Internet Explorer 7 on client workstations

7.1.3  (m) The proposed solution must be compatible with Microsoft Exchange 2003 using Outlook for e-mail

7.1.4  (m) The proposed solution must be compatible with Microsoft Office 2003

7.1.5  (m) The proposed solution must be compatible with Symantec Enterprise Anti-virus software

7.1.6  (m) The proposed solution must be compatible with Symantec Backup Exec backup software

7.1.7  (m) The proposed solution must be certified or in process for certification for MS Office 2007, Exchange 2007 and Vista compatibility with an anticipated certification date of or before December 2007.

7.1.8  (m) The proposed solution must be compatible with JAWS 6.2

7.2  (m) Network

7.2.1  (m) The proposed solution must be compatible with Cisco Systems equipment for all core routers and switches.

7.2.2  (m) The proposed solution must be compatible with closet switches both Dell and Cisco (100mbps & 1gbps)

7.2.3  (m) The proposed solution must be compatible with remote offices connected by T1 lines

7.3  (m) Applications/Databases

7.3.1  (m) ODBC-compliant database with a standard Windows or browser interface for the client.  

7.3.2  (m) The proposed solution have the capability to run on an Oracle or SQL Server database.  The AGO will consider Oracle, but preference will be given to SQL Server systems.

7.4  (m) Security

(m) The proposed solution must allow for varying levels of administrator security.  The solution must also adhere to standards set forth in the Commonwealth of Massachusetts Information Technology Division’s Enterprise Public Access Standards for e-Government Applications: Application Security Version 1.0.  You can find this policy on the Comm-Pass website under the “Forms & Terms” tab.
7.5  (m) Hardware

7.5.1  (m) The proposed solution must be compatible with Dell PowerEdge and HP Proliant servers

7.5.2  (m) The proposed solution must be compatible with Dell and HP/Compaq workstations and notebooks

7.6  (m) Preliminary Design Compositions

(m) As part of the Bidder’s proposed solution, the Bidder must submit preliminary design compositions.  Preliminary design compositions would be characterized as system level use case diagrams, screenshots, conceptual design models, or other visual documentation deemed appropriate by the Bidder.

7.7  (m) Scalability

(m) The Bidder must ensure that the solution that is proposed meets or exceeds the scale of operation in reference to the business generated by the AGO.

8.0  Data Migration & Conversion Requirements

8.1  (m) Migration

(m) The proposed solution should accommodate importing of data from outside databases for creation of files.

8.2  (m) Conversion

(m) The proposed solution should provide a method by which data can be converted from the previous systems into the proposed application.  The Bidder must take a leadership role in guiding the data conversion by offering the service, partnering with experienced third parties, and/or assisting the AGO technical team.

9.0  Terms, Conditions, and General Requirements

9.1  Order of Precedence

9.1.1  Commonwealth Terms and Conditions

9.1.2  Massachusetts Standard Contract Form

9.1.3  RFR Issued by the Commonwealth and any subsequent amendments

9.1.4  Bidder Response Content

9.1.5  Statement of Work, license, maintenance agreement and any ordering documents associated with a specific engagement with the AGO.  The Statement of Work, when signed by both parties, will constitute a “Service Contract.”

9.2  Contract Terms in Other Documents

9.2.1  State Issued Contracts

Any contract awarded as a result of this RFR is subject to the “Required Specifications for State Issued Contracts,” and “Other Specifications for State Issued Contracts” documents found under the “Forms & Terms” tab of this solicitation.  Specifications in these documents are listed alphabetically.  Please note clarifications and explanations of some of the terms as follows:

9.2.1.1  Under “Required Specifications:”

9.2.1.1.1  Identifiable Health Information:  HIPAA and Protected Health Information.

Any department subject to the requirements of 45 CFR 160, 162, and 164 (the privacy provisions of the Health Insurance Portability and Accountability Act of 1996 (HIPAA)) that seeks Bidders to perform a function or activity involving the use or disclosure of protected health information, must include a provision in the procurement solicitation document (i.e., RFR) informing Bidders of their contractual obligations, if any, that the department will require to comply with HIPAA. For example, if the department seeks a Bidder to perform business associate functions, as that term is used in HIPAA, then the department must include in the RFR a sufficient description of business associate obligations including, but not limited to, the Bidder's obligation to: adequately safeguard the information (in whatever form it is maintained or used, including verbal communications) from inappropriate or unauthorized use or disclosure; provide individuals access to their records; and strictly limit use and disclosure of the information for only those purposes approved of by the department.

Commonwealth agencies that handle health data have current and anticipated Health Insurance Portability and Accountability Act (HIPAA) requirements. All vendor tasks and deliverables provided under the contract resulting from this RFR must be consistent with HIPAA and the administrative simplification, privacy and security rules promulgated thereunder by the U.S. Department of Health and Human Services.

9.2.1.2  Under “Required Specifications for Information Technology.”

9.2.1.2.1  Information Technology.

This section indicates that a copy of the Commonwealth’s Public Access Architecture may be obtained by the “purchasing agency” on behalf of a Contractor.  Contractors should only request the Public Access Architecture documentation when they are bidding on specific projects or services, and should request it of the Contracting Department which has posted the Request for Quotes or other solicitation.  

This section includes the requirement that “All IT systems and applications developed by, or for Executive Department agencies or operating within the Massachusetts Access to Government Network (MAGNet), must conform with the Enterprise Information Technology Policies, Standards and Procedures promulgated by the Commonwealth’s CIO.”  This requirement is clarified by adding to the end of the sentence, “as they existed at the time the Request for Quote or other solicitation was posted, unless otherwise specified in the Request for Quote or other solicitation, or the resulting contract.”  That is, the policies will be those in effect when this RFR is posted.

9.2.1.3  Bidders must read the “Required Specifications for State Issued Contracts,” “Required Specifications for State Issued Information Technology Contracts,” and “Other Specifications for State Issued Contracts” documents found under the “Forms & Terms” tab of this solicitation in their entirety.  The clarifications above augment those terms but are not a substitute for them. 
9.2.2  (m) Required Commonwealth Forms

All Bidders must complete, execute, and return the following forms which are found under the “Forms & Terms” tab of this solicitation:

9.2.2.1  Standard Contract Form

Failure to return a completed and executed Standard Contract Form, as customized for AGO-RFR-IMS-001, may disqualify the Bidder's Response.  The appropriate version of this form is found under the “Forms & Terms” tab of this solicitation.

By executing this document, the Bidder certifies, under the pains and penalties of perjury, that it has submitted a Response to this RFR that is the Bidder’s Offer as evidenced by the execution of its authorized signatory, and that the Bidder’s Response may be subject to negotiation by the PMT.  Also, the terms of the RFR, the Bidder’s Response and any negotiated terms shall be deemed accepted by the Operational Services Division and included as part of the Contract upon execution of this document by the Purchasing Agent or his designee.

Only those sections of the contract preceded by “→” should be completed by the Bidder.  If the Bidder does not have a Vendor Code beginning with “VC,” or does not know what their Vendor Code is, the Bidder should leave the Vendor Code field blank.  The Bidder should NOT enter a Vendor  Code assigned prior to May, 2004, as new Vendor Codes were assigned to all companies at that time.  

Signature and date MUST be handwritten in blue ink, and the signature must be that of one of the people authorized to execute contracts on behalf of the Contractor on the Contractor Authorized Signatory Listing.

9.2.2.2  Commonwealth Terms and Conditions

All Bidders must complete, execute, and return a copy of the Commonwealth Terms and Conditions form.  If the Bidder has already executed and filed the Commonwealth Terms and Conditions form pursuant to another RFR or Contract, please include a copy of the completed Commonwealth Terms and Conditions Form in the Response. If the Bidder’s name, address or Tax ID Number have changed since the Commonwealth Terms and Conditions form was executed, a new Commonwealth Terms and Conditions form is required.  The Commonwealth Terms and Conditions are hereby incorporated into any Contract executed pursuant to this RFR. 

This form must be unconditionally signed by one of the authorized signatories (see Contractor Authorized Signatory Listing, below), and submitted without alteration. If the provisions in this document are not accepted in their entirety without modification, the entire Proposal offered in response to this solicitation may be deemed non-responsive.

The company’s correct legal name and legal address must appear on this form, and must be identical to the legal name and legal address on the Verification of Taxation Reporting Information (W9). 

Note that the Commonwealth Terms and Conditions have been “clarified” relative to liability; clarification language is included within this RFR, see “Required Specifications for Statewide Information Technology Contracts,” under the “Forms & Terms” tab of this solicitation. 

9.2.2.3  Request for Taxpayer Identification and Verification
(Mass. Substitute W9 Form)

If a Bidder has already submitted a Request for Taxpayer Identification and Verification (Mass. Substitute W9 Form) and has received a valid Massachusetts Vendor  Code, an original W-9 form is not required.  A copy of the form as filed may be included in place of an original.  The information on this form will be used to record the Bidder’s legal address and where payments under a State contract will be sent. 

The company’s correct legal name and legal address must appear on this form, and must be identical to the legal name and legal address on the Commonwealth Terms and Conditions.

Do not use the U.S Treasury’s version of the W9 Form.  Use the W9 form found under the “Forms & Terms” tab of this RFR.

9.2.2.4  Contractor Authorized Signatory Listing

Bidders are advised to pay particular attention to the instructions below.    Errors on this form could result in significant delays in proposal review.

Download the form and in the table entitled “Authorized Signatory Name” and “Title,” type the names and titles of those individuals authorized to execute contracts and other legally binding documents on behalf of the Bidder.  Bidders are advised to keep this list as small as possible, as Contractors will be required to notify the PTL of any changes.  If the person signing in the signature block below will also serve as an “Authorized Signatory,” that person’s name should be included in the typed table.

With regard to the next paragraph, which begins “I certify that I am the President, Chief Executive Officer, Chief Fiscal Officer, Corporate Clerk or Legal Counsel for the Contractor…,” if your organization does not have these titles, cross them out and handwrite the appropriate title above the paragraph.

The signature and date should be handwritten in blue ink.  Title, telephone, fax and eMail should be typed or handwritten legibly.

The second page of the form states that the page is optional.  However, the “optional” aspect of the form is that Departments are not required to use it.  In the case of Commonwealth Issued Contracts such as RFR 5-15, this page is REQUIRED, not optional.  The person signing this page must be the same person signing the Standard Contract Form, the Commonwealth Terms and Conditions, and the RFR Checklist.

Please note that in two places where the form says “in the presence of a notary,” this should be interpreted to mean “in the presence of a notary or corporate clerk/secretary.”  Either a notary or corporate clerk/secretary can authenticate the form; only one is required.

Organizations whose corporate clerks/secretaries authenticate this form are not required to obtain a Corporate Seal to complete this document.

9.2.2.5  Affirmative Action Plan
The Commonwealth requires that Bidders responding to this RFR include EITHER an Affirmative Action Plan for non-discrimination in hiring and employment with their Response OR a completed Affirmative Action Plan Form.

In completing this form, note that the “Bidder” is the name of the company submitting a response to this RFR, the “RFR Name/Title” is “Intake Management System” and the “RFR Number” is AGO-RFR-IMS-001.

9.2.2.6  Affirmative Market Program

This is NOT the same as the Affirmative Action Plan Form, or SOMBWA certification of the Bidder’s company.   Please see the RFR Required Specifications for a description of the Affirmative Market Program.  Bidders do not need to be SOMBWA-certified to participate.  Note that copies of the SOMBWA certifications for any company listed on the Affirmative Market Program must be included with your Proposal.

The Affirmative Market Program (AMP) was established in August of 1996 through Executive Order 390 as signed by then Governor Weld and Lt. Governor Cellucci “Establishing an Affirmative Market Program in Public Contracting.”  It established a policy to promote the award of state contracts in a manner that develops and strengthens certified Minority and Women Business Enterprises (M/WBEs).  As a result, Bidders are strongly encouraged to develop creative initiatives to help foster business relationships with the State Office of Minority and Women Business Assistance (SOMWBA) certified M/WBEs with commitments either for their development and growth, as joint venture partners, as subcontractors or other initiatives.  

9.2.2.6.1  Required Components of AMP Plan:

8.2.2.6.1.1
The AMP Program Plan (see attachment on www.Comm-pass.com), completed with the Bidder’s Response to the RFR. 

8.2.2.6.1.2
A commitment of a percentage of gross revenues (benchmark) from this contract that will be spent with SOMWBA certified MBE and/or WBE firms in each twelve-month period of the contract.  It is desirable for Bidders to commit to spending 5% of their gross revenues with SOMWBA certified companies per year.  This commitment should be submitted in the Affirmative Market Plan Form Section 1 or 3 in either dollars or a percentage of grow revenues resulting from this contract.

8.2.2.6.1.3
A copy of the current SOMWBA certification letter or a copy of the application that was submitted to SOMWBA for each MBE or WBE firm that will be used to meet the AMP commitment.

A directory of SOMWBA certified firms is available via the Internet at www.state.ma.us/somwba.  A Minority Business Enterprise (MBE) or a Woman Business Enterprises (WBE) is defined as a business that has been certified as such by the SOMWBA.  Minority and women-owned firms that are not currently SOMWBA-certified but would like to be considered as an M/WBE for this RFR should apply for certification.  A SOMWBA application submission will be considered for the purposes of this RFR.  For further information on SOMWBA certification, contact the State  Office of Minority and Women Business Assistance at (617) 727-8692 or via the Internet at www.magnet.state.ma.us/somwba. Other resources are available to help find M/WBE firms that may qualify for SOMWBA certification at the SOMWBA website at: http://www.state.ma.us/somwba/pages/resources.htm
It is highly desirable that Bidders commit to subcontracting a specific dollar amount, or a minimum percentage of dollars earned through AGO-RFR-IMS-001, with a SOMBWA-certified company or company that has applied for SOMBWA certification.   Although this is only one of several options to meet the requirements for participation in the Affirmative Market Program, it is the option which is weighted most heavily in the evaluation criteria.  Affirmative Market Program participation accounts for 10% of the total points in the evaluation.

Please note that SOMBWA-certified Bidders will be evaluated on their Affirmative Market Programs just as non-SOMBWA-certified Bidders are evaluated.  A SOMBWA-certified Bidder may not list itself as being an Affirmative Market Program Partner to its own company.

9.2.2.7  Additional Environmentally Preferred Product Information

In line with the Commonwealth’s efforts to promote products and practices which reduce our impact on the environment, bidders are encouraged to incorporate environmentally preferable criteria in as wide range of products and business practices as possible.  Bidders who demonstrate significant environmental efforts in any of the categories listed in this document may be eligible to receive extra points in the evaluation of this RFR. In order to receive such consideration, bidders must complete this form and attach any additional documentation necessary to describe the products or process.
9.2.2.8  Consultant Contractor Mandatory Submission Form
All Bidders must complete the Consultant Contractor Mandatory Submission Form to satisfy the requirements of M.G.L. c.29 section 29a.  Enter the name of the Bidder’s company for “Bidder,” enter “IT Services as the “RFR,” and enter “AGO-RFR-IMS-001” as the RFR Number.  All Bidders should enter “NA” for the “Key Personnel” question, and enter “NA” for the other questions if the answer is “None.”

9.2.2.9  Certification of Tax Compliance
All Bidders must certify compliance with all Federal and Commonwealth tax laws, including M.G.L. Chapter 62C Paragraphs 49A.  A Bidder may “self certify” on the appropriate Response Form.  Bidders based in Massachusetts or deriving an income in Massachusetts are encouraged to apply for a Certificate of Good Standing from the Massachusetts Department of Revenue.

DOR’s Certificate Unit of the Taxpayer Service Division, which issues these certificates, is located at: 

Massachusetts Department of Revenue, Certificate Unit

P.O. Box 7066, Boston, MA 02204

 

Bidders can apply for a Certificate of Good Standing from DOR in one of 2 ways: 1) apply online – visit DOR’s “Certificate of Good Standing Website” or see www.mass.gov/dor for instructions if the previous link is no longer valid  2) complete a paper application (fax to DOR at 617- 887-6262).  DOR will notify the requestor if there are any remaining liabilities or tax requirements. Certificates will be issued only if the organization is in full compliance. Since all applications require extensive research, the Bidder should allow sufficient time to process. For more information on the certificate contact the Certificate Unit at (617) 887-6550. 

9.2.2.9  Electronic Funds Transfer

All Bidders are required to sign up for the Commonwealth’s EFT system.  EFT stands for "Electronic Funds Transfer" and represents the way your business can receive direct deposit of all payments from the Commonwealth to your company bank account. Once you sign up, money comes to you directly and sooner than ever before. EFT is Fast, Safe, and means that your money will be confirmed in your bank account quicker than if you have to wait for the mail, deposit your check, and wait for the funds to become available.
9.2.2.10 Prompt Pay Discount

All bidders responding to this procurement must agree to participate in the Commonwealth Prompt Payment Discount (PPD) initiative for receiving early and/or on-time payments, unless the bidder can provide compelling proof that it would be unduly burdensome.  
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