
  

 

 

 

 
 
 
 
Arizona Health Care Cost Containment System  
AHCCCS Works Portal 
Request for Proposal (RFP): YH19-0028 
February 22, 2019 

 
Submitted By: 
Deloitte Consulting LLP | 2901 N Central Ave Suite #1200 | Phoenix, AZ 85012.



 

Deloitte refers to one or more of Deloitte Touche Tohmatsu Limited (“DTTL”), its global network of member firms, and their related entities. DTTL 
(also referred to as “Deloitte Global”) and each of its member firms are legally separate and independent entities. DTTL does not provide services to 
clients. Please see www.deloitte.com/about. 
Copyright © 2019 Deloitte Development LLC. All rights reserved. 
 

Deloitte Consulting LLP 
2901 N Central Ave Suite #1200   
Phoenix, AZ 85012 
Ph#: 1-916-288-3268 

www.deloitte.com  
February 22, 2019 
 
Michael Kowren  
Senior Procurement Specialist 
AHCCCS Procurement Office 
701 E. Jefferson, MD5700 
Phoenix, Arizona 85034 
E-Mail: Procurement@azahcccs.gov 
 
RE: Request for Proposal (RFP): YH19-0028, AHCCCS Works Portal. 
 
Dear Mr. Kowren: 

Deloitte Consulting LLP (“Deloitte Consulting”) is pleased to submit this proposal (the “Response”) for the 
AHCCCS Works Portal as requested by the Arizona Health Care Cost Containment System (“AHCCCS”), in 
response to Solicitation #YH19-0028 (the “RFP”). We applaud innovative efforts states are taking to support 
low-income, able-bodied adults and provide them the resources to become self-sufficient. In developing our 
response, we have carefully considered the State’s goals and objectives, and our significant experience helping 
states with similar community engagement efforts and have designed an approach that leverages a 
demonstrated solution, technology platform, and experienced team.  

Deloitte Consulting is proposing its WorkPath solution to meet Arizona’s requirement for AHCCCS. The solution 
is developed using the latest cloud technology that allows the state with a solution that is future proof and can 
expand to include other work programs. The solution makes it easier for the citizens to meet community 
engagement requirement and prepare them for ABC of self-sufficiency – A job, a Better Job, a Career.  

Deloitte Consulting’s working relationship with the State of Arizona (the “State”) has demonstrated that almost 
without exception, the State and Deloitte Consulting have successfully and expeditiously worked together 
through important engagement requirements and provisions (e.g., indemnification, limitation of liability, 
insurance requirements, intellectual property, etc.). Thus, in the event that we are selected, please trust that 
Deloitte Consulting is open and ready to negotiate mutually agreeable terms in a collaborative and expeditious 
manner. 

Throughout our response, we have elaborated on our qualifications/experiences providing similar services and 
approach to provide the requested services to AHCCCS. As such, we respectfully submit our Response and 
propose that to the extent applicable, the parties agree to consider leveraging previous negotiations, including 
substantively similar terms and conditions in accordance with the existing contract between the State and 
Deloitte Consulting (i.e., State of Arizona & Deloitte Consulting existing MSA, Contract Number ADSPO17-
169217). To this end, Deloitte Consulting formally takes exception to the referenced terms and conditions in the 
RFP (including any related addenda, attachments, terms, and policies incorporated therein, etc.) and reserves 
the right to discuss and negotiate any clarifications, exceptions and additional provisions to accommodate 
engagement-specific elements. 

We look forward to working with AHCCCS on this opportunity as our Response is submitted subject to the 
condition that Deloitte Consulting and AHCCCS reach mutual agreement as we have successfully done with the 
State in the past. 

Very truly yours, 
 

 
By:  
Josh Nisbet, Managing Director  
Deloitte Consulting LLP 
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1.0 Executive Summary 
As Arizona continues its history of Medicaid innovation, the recently approved 1115 waiver to implement AHCCCS 
Works is the next step in that journey. The waiver approval is an important milestone in your efforts to transform 
Medicaid in the State and to bring a new level of engagement for your members, but it also sets in motion the 
next steps to implement this program successfully and seamlessly for your state and for your members. To be 
successful with this implementation, Arizona needs a trusted advisor who not only brings a demonstrated solution 
that addresses your requirements to manage community engagement activities, but who also knows the key 
operational and implementation considerations from having helped implement similar programs in other states. 
Deloitte Consulting is ready with the solution and team to enable AHCCCS Works for Arizonians. 

Our Solution  
Deloitte designed the WorkPath solution specifically to enable community engagement programs within state 
health and human services. From our knowledge and experience collaborating with multiple states on their 
community engagement programs, including Kentucky, Arkansas, New Hampshire, and Michigan, we understand 
the operational and technical nuances of these unique programs. This knowledge has enabled our team to develop 
WorkPath with citizen usability, state staff efficiency, and ease of technology integration as our guiding principles.  

WorkPath allows citizens to report and manage their community 
engagement requirements, and provides your staff with the tools to 
effectively manage the program. From a user perspective, WorkPath 
has a distinct Citizen Portal and Staff Portal. The Citizen Portal 
streamlines the citizen experience, providing a single, easy-to-use 
portal to perform key activities of a community engagement program 
(e.g., view and report community engagement activity, view and 
request good cause, and view and request exemptions). The Citizen 
Portal is also mobile-enabled, allowing citizens to perform these 
activities “on the go,” a feature that is essential for the able-bodied 
Medicaid population. The Staff Portal provides a simple interface for 
staff to carry out their oversight, verification, and monitoring 
responsibilities. WorkPath Citizen Portal is compliant with the 
Americans with Disabilities Act (ADA), is designed based on Limited 
English Proficiency (LEP), and provides multilingual support, thus 
helping improve user adoption. Underlying the portals are platform 
services that AHCCCS would expect from a robust and mature solution, 
including data encryption and security, audit trails, and workflow 
automation. 

WorkPath can be configured to meet the requirements of AHCCCS and its citizens. We have completed a detailed 
analysis and comparison of your requirements against the implemented WorkPath solution. Our solution addresses 
the RFP requirements and is ready for integration with state systems. This allows our teams to focus on configuring 
and customizing the solution to meet the unique needs of Arizona instead of facing the distractions and challenges 
that come with a new solution build. 

Deloitte has developed WorkPath to either be Salesforce-based or Java-based to accommodate the technology 
preferences of different states. For example, the Salesforce solution is implemented in the Commonwealth of 
Kentucky, and the Java based solution is being implemented in Arkansas. The functionality of the Salesforce and 
Java solutions are similar, with the primary differences being the technology stack. Throughout our response, we 
reference the Salesforce version of WorkPath. Deloitte understands the system will live in a broader ecosystem 
and must successfully interface with Arizona’s eligibility and enrollment system and connect with the AZTECS 
system to identify individuals eligible for other benefits.  

WorkPath has been in production and stable for more than a year in the Commonwealth of Kentucky. Over 8,000 
citizens have participated in education and healthy living activities and earned reward points through WorkPath, 
more than 500 Kentucky staff are working in the system to administer community engagement. The solution has 
significantly reduced the time to serve citizens and improve quality of interaction of citizens with the state.  

Our Approach 
As the Deloitte Team approaches projects like the stand up for the AHCCCS Works Portal, we consider ourselves 
to be more than a systems integrator. We are also a business collaborator bringing perspective and experience 

A solution designed specifically for 
community engagement programs 
Production demonstrated solution that 
is highly configurable and supports 
Medicaid, SNAP, and TANF work 
programs 
Successful implementations of 
WorkPath are in Kentucky on the 
Salesforce platform and in Arkansas on 
the Java platform 
A citizen and staff portal designed for 
the end user 
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on the design, operational, and implementation considerations that are integral to the successful launch of your 
program. As you review our proposed team, you will see that we are not just proposing a set of technology 
professionals but are offering a team who intimately understands what is required for a successful community 
engagement program. We combine this business and operational knowledge with our mature technology methods, 
tools, and experience to de-risk the project and support your implementation. 

Based on our understanding of AHCCCS’ Works Portal project and your 
objectives, we propose to use Waterfall methodology to implement 
the AHCCCS Works Portal Project. Deloitte’s structured approach will 
provide predictability to delivering AHCCCS’ specific, defined scope 
within the expected timeframe.  

Deloitte uses our project delivery method, Enterprise Value Delivery 
(EVD) for Salesforce, as our guide to deliver value on Salesforce-
supported transformations and implementations. Our method 
incorporates the collective experience and industry-leading practices 
accumulated from effectively building and deploying hundreds of 
Salesforce solutions around the world. EVD supports all project life 
cycle activities and provides a collection of activities, processes, 
templates, and accelerators throughout each phase of the project. 
EVD helps our teams reduce the amount of time spent on creating 
approaches, templates, and frameworks and increase time spent on 
developing a high-quality Salesforce solution that addresses AHCCCS’ 
needs. We are proposing an approach to jump start the requirements 
and design by using our WorkPath solution as a reference system and 
performing fit-gap analysis to identify configuration and customization specific to Arizona rather than starting 
from a blank piece of paper. This will allow the Arizona team to effectively identify changes needed to make 
WorkPath truly an Arizona solution.  

Why Deloitte? 
Deloitte is at the forefront of helping states to design, implement, 
and operationalize their community engagement programs. From our 
experience in multiple states, we understand what it takes for these 
programs to be successful and come with the lessons learned, 
reducing risk and accelerating implementation for Arizona. This 
experience is evident throughout our WorkPath solution. Unlike other 
integrators, we did not design this solution in a studio or development 
center only; instead we designed it on the ground in collaboration 
with state colleagues as we helped to implement their community 
engagement programs; making WorkPath a production 
demonstrated solution. As such, Arizona benefits from this 
experience with community engagement programs and a mature 
solution. We couple these community engagement-specific 
credentials with the power of Deloitte and leadership we bring across 
state health and human services programs. The following discussion 
highlights why Deloitte is the trusted advisor you are seeking to help 
make the AHCCCS Works program effective. 

Deloitte’s WorkPath solution provides AHCCCS with a 
production demonstrated community engagement portal. The 
goal of AHCCCS is not to create a complex and onerous reporting process for citizens and create additional burden 
for your workforce; it is meant to empower your citizens and to improve their health. Deloitte’s WorkPath solution 
is specifically designed to facilitate community engagement programs by easing reporting burdens for citizens 
and providing states with the tools to efficiently manage and oversee these programs. WorkPath is a pre-
configured solution that not only addresses your work portal requirements but allows AHCCCS to focus their 
resources and budget on service to citizens instead of standing up and maintaining costly infrastructure. Our 
WorkPath solution enables Arizonans to spend less time trying to figure out how to comply and instead take 
advantage of every possible moment to advance on the path to self-sufficiency through the training, education, 
and work experience they need to find stability and security in their life. 

A true enterprise community 
engagement solution for Medicaid, 
SNAP and TANF 
Demonstrated solution – live in 
production since more than a year 
Cloud-based solution – 99.99% 
availability in production 
Compliant with State/Federal 
requirements – ADA, LEP, FedRAMP, 
MARS-E V2 and Mobile Friendly 
 

Commitment 
to Arizona

Proven 
Mature 

Methods

National 
HHS Practice

Relationship 
with 

Salesforce

Mutli-State
Experience

workPath
Solution

The 
Deloitte 

Difference

Figure 1. The Deloitte Difference 
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WorkPath is currently in production in the Commonwealth of Kentucky and is in development in Arkansas, two of 
the early community engagement programs. Arizona benefits from the lessons learned and solution growth from 
these two implementations. 

Deloitte’s long-standing, state government practice has completed thousands of large technology 
projects that are similar in size, scale and complexity in the Health and Human Services Area. For the 
past 45 years, Deloitte has been dedicated to improving the operations of our service delivery clients in areas of 
Medicaid, children’s health insurance programs, and health care reform. Deloitte has executed more than 1,000 
successful system integration and business transformation projects over the past 5 years. The graphic below 
illustrates our experience: 

 
Figure 2. Health and Human Services Experience 

More broadly, our 13,000 professionals have served over 4,000 health care clients and have supported more than 
200 public and commercial healthcare clients in the past five years. No other professional services firm can match 
our range or depth of capabilities from advisory, implementation to operate across strategy, technology, human 
capital, operations excellence, or enterprise risk services. The scope, scale, and success of our practice places us 
in a category of ONE.  

Deloitte has experience working with multiple States to build community engagement programs. We 
are currently collaborating with four states on the design, implementation, and/or operations of their community 
engagement programs for Medicaid – Arkansas, Kentucky, Michigan, and New Hampshire. For these programs 
we are not just a technology vendor but are standing shoulder-to-shoulder with the states and other organizations 
to design, implement, and operationalize the program. Our breadth of experience across the many aspects of 
these four programs is unmatched. The following figure highlights Deloitte’s role in two of these states – Kentucky 
and New Hampshire:  
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Figure 3. Deloitte’s Community Engagement experience 

Deloitte’s relationship with Salesforce provides 
AHCCCS with a futureproof solution. Deloitte’s 
relationship with Salesforce provides AHCCCS with a 
viable and enduring solution that can accommodate an 
ever-changing landscape. Deloitte is the leading 
integrator of Salesforce-based platform solutions, in the 
US and globally. Deloitte was recently named a leader 
by Gartner in the Magic Quadrant of CRM (Customer 
Relationship Management) and Customer Experience 
Implementation Services, Worldwide Services for the 
fifth consecutive year. This recognition is a testament to 
our strategic investments in talent and our scale to 
execute large and complex projects. 

We have a 15-year history of teaming with Salesforce. 
We recently announced our collaboration with Salesforce 
Assets and Solutions group to jointly develop solutions 
and guide product direction. Our recommendations for 
improving Salesforce platform technologies are directly 
influenced by our client engagements and our client’s 
current and future needs. 

What does this mean for AHCCCS? Not only does the 
agency benefit from a demonstrated solution that can be 
refined to provide an enhanced customer experience, it also provides increased flexibility for other programs. 
While the current scope of AHCCCS program is specific to the Medicaid 1115 waiver program, it can be extended 
to include SNAP and TANF work programs in the future. 

Deloitte has a deep and long-standing relationship with the State of 
Arizona. We are committed to the state of Arizona and its citizens. Recently, we 
opened a 102,000 square foot delivery center in Gilbert, AZ to tap the tremendous 
potential of Arizona’s workforce. The center is expected to generate over 2,500 
well-paying jobs in the state. Deloitte will seek a range of information technology 
driven professionals with diverse backgrounds and skillsets, including knowledge 
of Salesforce, SAP, Workday, software development and analytics. The state-of-
the-art center will serve state government clients in the west region and 
commercial clients in industries including health care and financial services. 

Deloitte is committed to Arizona’s AHCCCS Works program and will provide 
opportunities for AW Participants to meet their program goals. This commitment 

Commonwealth of Kentucky State of New Hampshire
Project Name: Kentucky HEALTH
Timeframe: Feb. 2017 – ongoing

Project Name: Granite Advantage Healthcare -
Community Engagement 
Timeframe: Jan. 2018 – ongoing

Deloitte’s Role:
• Strategy/design

o Developed high-level and detailed design documents
o Developed operational design
o Supported development of workforce/labor engagement strategy

• Planning
o Developed overall implementation work plan
o Conducted population impact analysis

• Implementation 
o Configured/implemented Salesforce solution that integrates with 

eligibility system for members, workers, and providers
o Developed and implemented stakeholder and member 

communication plan
o Developing KPIs and monitoring mechanisms
o Developed and delivered training for policies, procedures, and 

system
o Developing KY HEALTH analytics

• Project Management
o Stood up and running a PMO to manage/coordinate the full 

implementation

Deloitte’s Role:
• Strategy/design

o Modeled impact of policy on population, to inform legislation and 
Specialized Terms and Conditions (STCs) development

o Facilitating Joint Application Design (JAD) sessions to translate 
STCs and legislation into operational program policy

• Planning
o Developing overall implementation work plan

• Implementation
o Making eligibility system changes, including self service portal 

and IVR updates
o Designing/implementing a digital information campaign to inform 

Medicaid population and community advocates of the program
• Project Management

o Stood up and running a PMO to manage/coordinate the full 
implementation

Figure 4. Gartner CX/CRM Magic Quadrant for 
Implementation Services 
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is not just words in a document. To partner in the success of the 1115 waiver, Deloitte will make jobs at 
the Gilbert Delivery center available to the participants in the waiver program. 

The Deloitte Difference 
Our approach to working with our clients is one that is built on trust, transparency, and collaboration. Our 
methods, models, and processes feature measurable and predictable service delivery and support to provide 
uninterrupted, high-quality performance. Moreover, we are focused on achieving milestone dates that our clients 
establish. At the same time, we remain nimble and flexible to accommodate an evolving business landscape.  

Our overarching goal is to establish our clients’ trust in us. We want clients to be comfortable calling us when 
they need us, knowing we are ready and able to assist – from answering basic questions to addressing the 
complex challenges. We want the client experience to be one where we consult with our clients – not for them or 
to them. So, when people ask, “what is different about Deloitte?” the answer resides in the many specific examples 
of where we have helped Deloitte clients, our people, and sections of society achieve remarkable goals, solve 
complex problems and make meaningful progress. Deeper still, it is in the beliefs, behaviors, and fundamental 
sense of purpose underpinning all that we do. 

We applaud your ongoing commitment to supporting the financial wellbeing and long-term health of your citizens, 
and we look forward to having the chance to make an impact for you and citizens of Arizona. 

In Summary 
Deloitte is the trusted advisor you are seeking to make your AHCCCS Work vision a reality because:  

 We are committed to the State of Arizona and the growth, progress, and self-sustenance of Arizonans 
 We are the leading HHS Systems Integrator serving more than 30 states over the last 20 years 
 Our WorkPath product has been successfully implemented in production and addresses your requirements 

out-of-the-box with limited customization / configuration and is ready for integration with your systems 
 We are a Salesforce Preferred Partner and have a tremendous working relationship with them 
 Our strong project management methodology and implementation experience 
 Our diverse experience and expertise in implementing work requirements across Medicaid, SNAP, and TANF 

programs. 
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2.0 Offeror’s Checklist 
Sr. 
No. SUBMISSION REQUIREMENTS OFFERORS 

PAGE # 

1 One (1) Original and (2) Hard Copies of Proposal, 1 Electronic Copy na 

2 Submittal Cover Letter  Cover Page 

3 Offeror’s Checklist (see ATTACHMENT B - this page)  6 of 53 

4 Completed and Signed Offer and Acceptance page  7 of 53 

5 Signed Solicitation Amendments, if any (signature page only)  8 of 53 

6 Method of Approach - Written narrative in response to requirements with reference 
to requirement paragraph number.  10 of 53 

7 

Experience and Expertise of the Firm and Key Personnel – Written Narrative  
 Successful and reliable experience in related past performance  
 Detailed related information and resumes of Key Personnel  
 Organizational Chart  

33 of 53 

8 Pricing Schedule (see ATTACHMENT A)  45 of 53 

9 Statement of Intent to provide Certificate of Insurance  49 of 53 

10 

Detailed Legal Analysis (If any portions are requested to be kept confidential or 
proprietary)  
If any pieces of your proposal are being requested to be kept confidential, and 
withheld from public viewing, please submit an additional redacted copy of the 
proposal ON A SEPARATE CD. Our office does not require a hard copy of the 
redacted proposal, only an electronic copy. This will ensure that our office is crystal 
clear on which version of your proposal is acceptable for public viewing.  

50 of 53 
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3.0 Completed and Signed Offer and Acceptance page 
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5.0 Method of Approach 

5.1 General Requirements for the Portal 
Our WorkPath solution is built to help state governments not only manage their Medicaid Community Engagement 
programs but also work programs for other human services programs like SNAP and TANF. The WorkPath solution 
streamlines and enhances government-citizen interactions based on human-centered design principles. Human-
centered design is an approach to interactive systems development that improves usability by focusing on the 
users and their needs, and by applying ergonomics, usability knowledge, and techniques.  

The WorkPath solution is a pre-configured, ready-to-be-integrated, cloud-based solution. The following figure 
illustrates the overall functional view of Deloitte’s WorkPath solution built on Salesforce’s Gov Cloud platform, 
which is FedRAMP certified. It depicts the distribution of functionality across user groups, functional layers, App 
Exchange products, APIs, Salesforce Platform features and integration with external systems like Integrated 
Eligibility System, Document Management System, MDM System and Identity Provider. 
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Figure 5. WorkPath Solution Overview 

Citizen Portal 
WorkPath’s mobile ready Citizen Portal provides citizens easy access to their information in English and Spanish. 
It helps them track their monthly community engagement goals, report activities, request good cause, report 
exemptions, and upload/view documents. Salesforce components have been customized to provide the best user 
experience for the participants (e.g., wizard to enter activity data). 

Staff Portal 
The Staff Portal allows state workers and assistors to view citizens’ information, communicate and collaborate 
with citizens, and utilize dashboards, reports, and key performance indicators. The scheduling and task 
management module that is part of the Staff Portal enables automated assessment appointment scheduling and 
task assignment, citizen activity tracking, workload management, and multiple communication channels, such as 
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email and SMS. The table below illustrates components of both portals within the WorkPath solution - Citizen and 
Staff portals. 

 

Production demonstrated processes required to manage end-to-end work-tracking available 
out-of-the-box 
Cloud based scalable and configurable solution – Rapid service delivery without the stress 
to procure/maintain hardware and software. 
Human Centered Design and Mobile First approach – increased client satisfaction and 
worker productivity 
Multi-lingual Support – Available in English and Spanish with flexibility to add other 
languages 
FedRAMP Certified, MARS-E V2, ADA and LEP Compliant. 

 

Solution 
Components 

Features/Functions 

Salesforce 
Lightning 
Platform 
Cloud 

WorkPath Staff Portal is built on the Lightning Platform and provides such features as the 
Lightning App Builder, Process Builder, and Platform Mobile to allow process automation with 
no code. It also provides various platform services such as audit trail, event monitoring, 
security, global search, alerts & notifications, cloud database, reports and dashboard builder 

Salesforce 
Lightning 
Community 
Cloud 

WorkPath Citizen Portal is built on Community Cloud which inherits all features and 
capabilities of lightning platform and provides self-service abilities for the participants 

Salesforce 
Government 
Cloud 

It is a FedRAMP certified, partitioned instance of Salesforce’s multi-tenant public cloud 
infrastructure, specifically for use by U.S federal, state, and local government customers, 
U.S. government contractors, and Federally Funded Research and Development Centers 
(FFRDCs). 

Salesforce 
Shield 
Platform 

Salesforce Shield enables Salesforce services to comply with federal and state compliance 
policies to store PII, sensitive, confidential, or proprietary data, to protect the privacy and 
confidentiality of that data 
It is a premium set of integrated services built natively in the Salesforce Platform and 
includes Event Monitoring, Field Audit Tail and Platform Encryption.  

Box 

Box is a Salesforce AppExchange content management system to store and manage 
documents. It protects content with advanced security controls, encryption key management 
and information governance and addresses GDPR, HIPAA, PCI, GxP, FedRAMP compliances. 
Box provides process automation with workflows, assigning tasks to users, sharing files and 
has various access controls to protect the contents. 

ViewTrac 

ViewTrac is a Salesforce AppExchange Learning Management System that allows to manage, 
deploy, and track learning courses, videos and other multimedia assets. ViewTrac supports 
multiple video types, interactive video and multiple languages. Users can take the learning 
courses from AHCCCS Works portal without leaving the site.     

Meeting RFP Requirements  
    
RFP Ref: How we meet the requirement(s) 

5.1.1, 5.1.2, 
5.1.2.1 

The WorkPath solution supports English and Spanish languages. Translations are uploaded to 
WorkPath using Salesforce translation workbench. It meets the ACA mandated ADA and LEP 
requirements. This has been validated through accessibility testing on WorkPath. 

5.1.3, 5.1.4 The WorkPath solution is MARS-E V2 compliant. We will provide associated documentation of 
compliance to AHCCCS. 

5.1.5 The WorkPath solution is built based on the Medicaid Information Technical Architecture 
(MITA) guidelines and it complies with MITA guidelines. 
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5.1.6, 
5.1.6.1 

The WorkPath solution is hosted on Salesforce government cloud which is FedRAMP certified 
for use by U.S. federal, state, and local government customers. 

5.1.7 The WorkPath solution is hosted on Salesforce cloud. Salesforce cloud is available 24/7 and 
would meet/exceed AHCCCS performance SLA noted in the AHCCCS Works Portal RFP. 

5.1.8 The WorkPath solution is mobile responsive and provides easy access through mobile phones, 
tablets/iPads, Laptops and Desktops. 

5.1.9 
The WorkPath solution logs transactions, events and field change history through Salesforce 
field history tracking feature. The WorkPath solution retains logs in compliance with state and 
CMS retention requirements.   

5.2 Splash Page 
The WorkPath Citizen Portal is the primary landing page 
for citizens to access the solution. In addition to providing 
the login link to the individual’s account, it serves as a 
resource for citizens with educational information about 
the program and resources that can help participants with 
compliance (e.g., welcome message, descriptive 
educational text written in an easy to understand 
language, FAQ, and links to other websites that support 
the Eligibility and Work program).  

The figure on the right illustrates the Splash screen from 
our WorkPath solution. It is an out-of-the-box screen that 
allows administrators to configure static text, logos, 
images, carousel images, links, educational material, FAQs 
and the overall screen layout using the Community Builder 
functionality. 

 

Out-of-the-box screen with ability to configure content and layout using Community Builder 
Built-in image carousel with ability to configure images and welcome text. 
 

Meeting RFP Requirements  

RFP Ref: How we meet the requirement(s) 

5.2 

The WorkPath Citizen Portal provides an out-of-the-box Splash screen. It allows 
administrators to configure static text, logo, images, image carousel, links, educational 
material, FAQs and overall screen layout using the Salesforce Community Builder 
functionality. We will comply with state branding, display standards, and configure all screen 
layouts to meet AHCCCS requirements. 

5.3 Login to Customer Account in Portal 
The WorkPath Citizen Portal allows customers to create and manage their online account. During the account 
creation process, participants are prompted to enter a valid email address, cell phone number, user name, a 
password that complies with CMS standards, and secret questions. Participants can reset password and recover 
user name by email, text, or responding to secret questions online.  

WorkPath has an out-of-the-box authentication and authorization module for login and account management, and 
provides the ability for state workers/supervisors to assist with user/role management. WorkPath also has the 
flexibility to integrate with an Identify Management system or Authorization system for login to WorkPath. 

The login screen and account creation screen come out-of-the-box with the WorkPath Citizen Portal. Changes to 
labels, field sequence and optional vs mandatory fields can be configured by an administrator. In a world where 
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credential harvesting is a constant threat, WorkPath comes with multifactor authentication (MFA) as a security 
measure to protect users from hacking related breaches.  

 

Secure out-of-the-box authentication and authorization module provides confidence that 
citizen data is protected  
Configurable login and account creation support including MFA Support further increases 
the security posture of the portal 
 

Meeting RFP Requirements  

RFP Ref: How we meet the requirement(s) 

5.3.1 
(5.3.1.1 - 
5.3.1.6), 
5.3.2 

WorkPath integrates with HEAplus to receive referral information and create one account per 
participant in the Citizen Portal. 
The Citizen Portal has user registration functionality which captures name, date of birth, SSN, 
DOB, email, cell phone number, user name, password, and secret questions. For security 
reasons, WorkPath follows CMS’ password requirements and supports MFA. 

5.3.4 WorkPath supports out-of-the-box functionality for users to reset their password or recover 
their user id by sending an email or a text message. 

5.4 Customer Dashboard  
Upon successful login to the WorkPath Citizen 
Portal, participants land on their personalized 
Dashboard. The Dashboard allows participants 
to gain insight into the most important aspects 
of their data by displaying their personalized 
information, including notifications, benefit 
status, work program goals and progress for 
two recent months, education courses in-
progress, and verification status of the 
supporting documents.  

The figure on the right illustrates the WorkPath 
Citizen Portal Dashboard. It is carefully 
designed to display personalized metrics and 
allow participants to navigate through the 
Citizen Portal, including displaying work 
program goals and progress for two recent 
months in an easy to understand graph format. 
It also provides quick access to report activity 
wizard when participants click on the Report 
Activity button. 

The Dashboard page is out-of-the-box functionality. It allows the administrator to configure image carousel, links, 
and overall screen layout using the Community Builder functionality. 

 

Out-of-the-box screen with ability to configure content and layout using Community Builder 
Built-in image carousel with ability to configure images and welcome text. Easily 
communicate program status to participants through the image carousel and welcome text 
message. 

Meeting RFP Requirements  

RFP Ref: How we meet the requirement(s) 
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5.4.1-5.4.12 
The WorkPath Citizen Portal Dashboard provides AHCCCS Works participants with an 
overview of their status and quick access to manage their participation through activities, 
good cause, exemptions, resources, and education.  

5.5 Education 
The Learning module within the WorkPath Citizen Portal connects participants with 
educational materials that help them on their path to self-sufficiency. Participants can 
search for training courses of their choice, register, and keep track of their progress. 

The WorkPath Learning module uses Appinium ViewTrac, an App Exchange product 
available on the Salesforce app store. ViewTrac is a fully enabled multimedia solution 
that supports Video, SCORM, xAPI, Audio, Interactive Video, and rich-text. Additionally, 
it supports quizzes and gamification, making it a full-fledged Learning Management 
System. 

ViewTrac enables content created using HTML5 Package (H5P). H5P aims to make it 
easy for everyone to create, share, and reuse interactive educational content using 
HTML5. AHCCCS staff can use H5P to create educational courses and upload them to 
WorkPath using ViewTrac administrative screens. 

The figure on the right illustrates the My Training screen on a mobile device. It displays 
quick metrics of courses enrolled, in-progress, and completed allowing participants to 
track their progress. The screen also allows participants to search for training offerings 
and complete courses that are in-progress through an easy to use screen.  

 

Easy to use out-of-the-box screen allows participants to enroll and track progress on their 
education courses. Quiz and Gamification features to engage participants 
Easy to manage offered courses, hours of credits for each course, how many times they can 
be taken in a year etc. 
Easy to use ViewTrac administrative screens to Upload and configure educational courses. 

Meeting RFP Requirements  

Ref: How we meet the requirement(s) 

5.5.1 
The WorkPath solution leverages ViewTrac for managing educational courses. ViewTrac 
provides the ability to upload educational courses in multiple formats including videos, 
PowerPoints, written materials, and links to other systems. 

5.5.2 
AHCCCS can create educational content using H5P based on state preferred design. The 
WorkPath solution allows state workers to upload course content through a ViewTrac 
administrative screens. 

5.6 Community Resources 
Community Resources (CoRE) module connects people to the assistance they need to address everyday 
challenges of living. It provides access to resources like food pantries, job searches, and placement agencies to 
help families recover and become sustainable once again. The CoRE module allows the state to set up resource 
repositories that contain information about how to access that resource. 

The Community Resources module within WorkPath has a built-in configurable survey. The survey helps identify 
circumstances that an individual may be facing. The CoRE module intelligently maps the survey results to guide 
citizens toward resources to help address their circumstances.  

 

The Community Resources (CoRE) module allows for easy configuration of survey questions 
i.e. questions that help identify what help is needed by a citizen 
The CoRE module allows state workers to add new resources, content, links etc. and 
manage existing resources through an easy to use administrative screen. 
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Out-of-the-box ability to integrate with multiple agencies and community resource 
repositories, expanding the resources and making them easily available to citizens and 
putting state staff in control. 

Meeting RFP Requirements  

RFP Ref: How we meet the requirement(s) 

5.6.1. 5.6.2 We will update WorkPath to include information on free computer access, community 
resources, ARIZONA@WORK and AZ211. 

5.6.3, 5.6.4 The WorkPath solution allows AHCCCS to post announcements/broadcast messages and 
add/update resources within WorkPath resources repository. 

5.6.5, 5.6.6 

The WorkPath solution has a built-in survey which helps identify challenges that an individual 
may be facing. The survey responses are then processed by WorkPath’s Community 
Resources (CoRE) module. CoRE looks out for resources within its resource repository and 
displays matching results to the participants.  

5.6.7 We will update WorkPath to include an embedded widget for AZ211. This widget allows 
filtering AZ211 resources by County. 

5.6.8 The WorkPath solution provides the ability to embed videos by using Salesforce static 
resource and embedding resource URLs on screen. 

5.7 Orientation Period 
Orientation period allows participants to understand and prepare for community engagement activities. During 
the orientation period, a participant is not required to meet the community engagement activity requirements. 
The WorkPath provides out-of-the-box features to track and manage three months of Medicaid approval 
(orientation period). At the end of the orientation period, WorkPath activates the community engagement 
requirements. The product is configurable to modify (advance, delay, reduce, or extend) the duration of the 
orientation period if required. 

Meeting RFP Requirements  

RFP Ref: How we meet the requirement(s) 

5.7.1 
The WorkPath solution will integrate with HEAplus to receive Medicaid Eligibility information 
through the Initial/Change Referral process including orientation period months. The 
WorkPath solution uses a flag to identify months in orientation period 

5.7.1.1, 
5.7.1.2 

The WorkPath solution allows participants to volunteer during the orientation Period. 
Participants can report exemptions and activity even though it will not count as there are no 
compliance requirements during orientation period.  

5.8 Exemptions 
Certain participants may be exempt from complying with community engagement 
requirement if they have a valid exemption. Participants can request an exemption through 
WorkPath if they have a reason or condition that prevents them from complying with the 
community engagement requirement.  

The WorkPath solution comes with an out-of-the-box Exemption process that allows 
participants to request exemption(s) and for workers / supervisors to grant / deny the request.  

The WorkPath Participant Compliance Engine (PCE) is designed to track good cause, 
exemptions, community engagement activities, and determine participants compliance status 
for a given reporting month. The WorkPath PCE has a built-in driver flow for exemptions. It 
traverses through the exemptions in the hierarchy and identifies the exemption that needs to 
be applied to the participant. WorkPath PCE allows administrators to configure new 
exemptions and update exemption hierarchy. This provides great flexibility for AHCCCS in 
case of policy changes.  
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The WorkPath Community Engagement Audit (CEA) feature automatically creates a random sample of the 
exemption requests and creates tasks for the state worker to review the sample. CEA allows administrators to 
configure sample size and apply different filters. WorkPath Staff Portal allows state worker to flag exemptions 
that they could not verify and automatically triggers a request for information (RFI). If an RFI to verify an 
exemption is not returned timely, PCE suspends the participants in accordance with the state policy.  

The figure on the right illustrates WorkPath Exemption Summary. It allows participants to review the status of 
their previously requested exemptions and navigate to Exemption Request screen to request new exemptions.  

 

Out-of-the-box end-to-end and production demonstrated Exemption management process 
Easy configuration of various aspects of the process such as Exemption reasons, their 
processing hierarchy, notifications to workers & citizens etc. 
State-of-the-art Participant Compliance Engine (PCE) with ability to traverse through 
exemption hierarchy and configure exemptions 
Out-of-the-box Community Engagement Audit (CEA) feature that generates a random 
sample of Exemptions to be reviewed based on configurable parameters. 

Meeting RFP Requirements  

Ref: How we meet the requirement(s) 

5.8.1, 5.8.8 The WorkPath Exemption Summary screen displays exemptions and changes. It provides 
easy to understand user experience. 

5.8.2 The WorkPath Citizen Portal allows participants to report a backdated exemption, it triggers 
the PCE to consider and apply the right exemption. 

5.8.3 The WorkPath Staff Portal allows state workers to add/modify help content associated with an 
exemption using Salesforce articles. 

5.8.4, 5.8.5, 
5.8.6 

We will update WorkPath to include non-eligibility exemptions. WorkPath include instructions 
to report eligibility exemptions in HEAplus. Additionally, WorkPath will include a link to help 
participants navigate to HEAplus. 

5.8.7.1 – 
5.8.7.10 

Based on response to Question # 39, 43 in Addendum # 1, 5.8.7 is no longer a requirement. 
We only need to integrate with HEAplus. 

5.8.8 We will update WorkPath to include a reminder message to report any changes in 
circumstances such as pregnancy or changes in income from employment to HEAplus. 

5.8.9 
(5.8.9.1– 
5.8.9.4) 

The WorkPath Citizen Portal Request Exemption flow includes Selecting an Exemption, 
entering and submitting exemption. The participant is then navigated to the Exemption 
summary screen where they can review the exemption they submitted for accuracy and edit 
the exemption, if required. 

5.8.10, 
5.8.11 
(5.8.11.1– 
5.8.11.2) 

The WorkPath Citizen Portal allows participants to report one or more exemptions against a 
given start date and end date. The WorkPath solution applies the exemption according to the 
exemption hierarchy. Additionally, it re-evaluates exemption hierarchy to find other 
application exemptions if one of the exemptions has already ended. 

5.8.12 
The WorkPath PCE reviews compliance in the context of a reporting month and hence it 
associates community engagement activity, good cause, and exemptions to a reporting 
month. 

5.8.13 The WorkPath Citizen Portal allows participant to report or change exemptions during the 
reporting month or the month after the reporting month. 

5.8.14 
The WorkPath Staff Portal allows State worker to review a reported exemption and mark it as 
‘PEV Required’ if the exemption could not be verified by the worker. We will integrate 
WorkPath with HEAplus to send the RFI information and update status accordingly. 

5.9 Customer Reporting Activities 
One of the most important components of administering the AHCCCS Works program is reporting community 
engagement activities. Participants need to report their community engagement activities easily and seamlessly. 
Customer reporting reduces workload for state workers by reducing the number of calls and mailed forms. It also 
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reduces the likelihood of suspensions due to non-reporting of activities. Deloitte prioritized the WorkPath Citizen 
Portal Community Engagement Wizard (CEW) in our Human Centered Design approach. CEW was designed and 
tested repeatedly with real participants leading to a thoughtfully crafted user experience for customers. 

In addition to an easy to use wizard, CEW includes embedded videos that walks users through the reporting 
process and in-line help content that is displayed based on choices made by the participants, including activity 
type and a graph at the end of the wizard to show the progress they have made in real-time.  

 
 

The above figure illustrates the Community Engagement Wizard (CEW) on a mobile device. It has three easy 
steps to report an activity and review how the participants are doing against their goal hours – select activity, 
report hours, verify hours. 

 

Out-of-the-box Citizen Portal Community Engagement Wizard (CEW), designed and tested 
with real participants for the most carefully crafted user experience 
Embedded help videos and in-line text help 
Ability for participants to upload verification through their mobile phone. 

5.10 Reporting Requirements 
Dashboard and reports provide AHCCCS with the key performance indicators for state staff and leaders to manage 
AHCCCS Works. WorkPath uses out-of-the-box Salesforce Reports and Dashboards functionality to create and 
present meaningful insights. This allows staff members to create their own reports based on what their focus area 
is and what matters the most to them. The following figure illustrates a state worker Dashboard. Each widget on 
the Dashboard can be clicked for details specific to that area. For example, a state worker can click on Suspended 
Participants widget to get a list of participants who were suspended and filter the list based on fields in the report. 
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Out-of-the-box Salesforce Reporting feature with ability to create on-the-go reports with 
easy to use drag and drop features 
Customizable dashboards that provide the worker with metrics to manage their workload. 

Meeting RFP Requirements  

RFP Ref: How we meet the requirement(s) 

5.10.1 Salesforce provides out-of-the-box functionality to extract data. 

5.10.2 We will pre-configure out-of-the-box Salesforce reports based on the requirements in this 
section of the RFP. 

5.10.3 We will publish monthly project implementation status report based on the agreed upon 
format. 

5.10.4 Reports listed in this section are available through out-of-the-box Salesforce Reports 
functionality. 

5.11 Good Cause 
We understand that there may be circumstances where 
participants may not be able to meet their community 
engagement goals due to valid reasons. The WorkPath 
Citizen Portal allows participants to request Good Cause 
hours against a reporting month. 

The WorkPath Community Engagement Audit (CEA) 
feature automatically creates a random sample of the 
Good Cause Requests and creates Tasks for the state 
worker to review the sample. CEA allows the 
administrator to configure sample size and apply 
different filters. For example, if AHCCCS wishes to 
review all the good cause requests for a month, CEA 
will generate Tasks for all the good cause requests. 
WorkPath Staff Portal also allows state workers to flag 
good cause requests that they could not verify and 
automatically triggers an RFI. 

The WorkPath Participant Compliance Engine (PCE) is 
designed to track good cause requests and consider 
them while determining compliance for a given reporting month. If a RFI to verify a good cause is not returned 
in time, PCE suspends the participants in accordance with the state policy. 

The figure above illustrates WorkPath Staff Connect Good Cause Review screen. This out-of-the-box screen allows 
state workers to flag a good cause requests as Not Verified and triggers an RFI request. 

 

Out-of-the-box end-to-end & production demonstrated Good Cause management process 
Easy configuration of various aspects of the process such as Good Cause reasons, their 
processing hierarchy, notifications to workers & citizens etc. 
State-of-the-art PCE with ability to track good cause and consider it as an input while 
determining compliance for a reporting month 
Out-of-the-box CEA feature that generates a random sample of Good Cause Request to be 
reviewed based on configurable parameters. 
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Meeting RFP Requirements  

RFP Ref: How we meet the requirement(s) 

5.11.1, 
5.11.3 

WorkPath associates Good Cause, Exemptions, CE Activity and Eligibility to a Reporting 
Month. Participant must select a Reporting Month to be able to request a good cause.  

5.11.2, 
5.11.4 

The ability to request a Good Cause is enabled only when participant does not meet their goal 
for a given month. We will add a validation so that Good Cause can only be requested during 
the last five calendar days of the reporting month and any time during the month following 
the reporting month. 

5.11.5.1 
Upon selection of a Good Cause reason, WorkPath Citizen Portal displays when a participant 
should request a good cause, how should they request it, and what documents can be 
uploaded for verification.  

5.11.5.2 We will update WorkPath Citizen Portal to align it with Good Cause Reasons and Fields listed 
in this section. 

5.11.6 
(5.11.6.1 – 
5.11.6.7) 

WorkPath addresses the requirements listed in this section. Additionally, we will integrate 
WorkPath with HEAplus and send a transaction to HEAplus when status of month changes to 
good cause, but non-compliance transaction has been sent to HEAplus. 

5.11.7 WorkPath Staff Portal allows state workers to review and mark the verification of a good 
cause request as Verified/Unverified. 

5.11.8 
(5.11.8.1 – 
5.11.8.3) 

WorkPath Staff Portal allows state workers to mark any Good Cause request as ‘Pending RFI’ 
to trigger an RFI to be sent from HEAplus. 

5.12 Document Management 
WorkPath allows participants to view and download documents from multiple devices including desktops and 
mobile phones. Simiarly, state workers can view and upload document from the Staff Portal.  

The WorkPath enables uploading verifications for reporting Community Engagement hours, Good Cause, and 
Exemptions. WorkPath automatically creates tasks for state worker to verify documents, allowing them to verify 
the document and note their findings. 

Documents are stored securely and user access control is defined using group membership. Other than out-of the 
box-Salesforce Document Management, WorkPath supports document management through two approaches:  

 Box - WorkPath can integrate with Salesforce AppExchange content management system (Box) to store and 
manage documents within the portal. Box has a fully automated workflow process to notify the staff for 
verification, and control the access through role and/or group based security. The solution is FedRAMP certified 
and complies with GDPR, HIPAA, PCI, GxP standards. Documents retention policies are configured per 
state/federal retention policy.  

 Integrate with existing Document Management System - WorkPath can integrate with the State’s existing 
Document Management System using real-time Web services to enable view and upload of documents.  
 

 

Out-of-the-box screen for participants and state worker to view and upload documents 
Comes pre-integrated with Box, Salesforce AppExchange content management system 
Flexibility to integrate with other document management systems using real-time Web 
services. 

Meeting RFP Requirements 

Ref: How we meet the requirement(s) 

5.12.1 The WorkPath Citizen Portal has a Documents screen to view/print/manage documents. 
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5.12.2 The WorkPath solution provides the ability to view/upload good cause requests, exemptions, 
and community activities verification documents. It enables adding new document types. 

5.12.3 We will configure document retention policies as per the state/federal requirements. 

5.12.4 The WorkPath solution provides access to documents based on role/permission assigned to 
the user. 

5.12.5 The WorkPath uses DocGen to generate forms with Barcodes. Barcodes can contain a unique 
identifier of a participant for easy indexing. 

5.12.6.1 
The WorkPath solution is pre-integrated with Box AppExchange Content Management System 
to upload, email, classify/reclassify, delete, print and link documents to citizens’ records 
within the portal. 

5.12.6.2 
We will integrate the WorkPath solution with HEAplus Document Management System to 
notify, upload, email, classify/reclassify, delete, print and link documents to citizens’ records 
through webservices. 

5.13 Exchange of Data 
Exchange of timely and accurate data via interfaces is crucial for any successful project. Deloitte takes a 
collaborative approach to interface requirements, design, architecture, delivery, and ongoing operations. We 
engage and connect with interface stakeholders as a true one-team in each phase of the software development 
life cycle, from defining security standards, schemas, and test data creation, to drawing upon interface 
stakeholder experience to identify and realize process improvement opportunities.  

Our leadership and experience in the Integrated Eligibility and Community Engagement areas has enabled us to 
make WorkPath a solution that can easily integrate with Eligibility systems. WorkPath has already been 
successfully integrated with Kentucky’s Integrated Eligibility System (IEES) for the Kentucky HEALTH program 
and has been live in production for more than a year. WorkPath and IEES integration have strong resemblance 
with how WorkPath and HEAplus will need to integrate. 

The following figure illustrates the proposed integration between WorkPath and HEAplus for all the data exchanges 
applicable for the AHCCCS Works Portal. 

 
Figure 6. WorkPath integration with HEAplus 
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WorkPath’s distributed & loosely coupled architecture enables easy customizations to 
facilitate integration with eligibility external enterprise systems such as the Eligibility 
solution, Document Management System, Master Client Index etc. 
WorkPath supports integration using various protocols, patterns, and formats, making it 
easy to exchange information with a wide variety of systems. 

Meeting RFP Requirements 

RFP Ref: How we meet the requirement(s) 

5.13.1 
We will integrate WorkPath with HEAplus and AZTECS to support the following transactions: 
initial/change referral, non-compliance job, good cause approved after non-compliance sent 
to HEAplus, exemptions, and post eligibility verifications. 

15.13.2 
We will integrate WorkPath to receive an initial referral daily. The WorkPath solution will 
create a user account based on daily referral. We will update WorkPath to accept the Initial 
Referral format listed in this section of the RFP. 

15.13.3.1 We will integrate WorkPath with HEAplus to receive and send change referrals daily.  

15.13.3.2 
The WorkPath solution will receive the Change Types listed in this section and process the 
changes to update work requirement goals for the participants. The WorkPath solution will 
accept data in the change referral format listed in this section of the RFP. 

15.13.3.3 

The WorkPath solution will send the change referral to HEAplus daily when good cause is 
approved but non-compliance record was already sent to HEAplus and if an exemption is 
reported by a participant. We will follow the format listed in this section of the RFP to send 
the change referral. 

15.13.4 

On the 10th of each month, WorkPath will run the PCE to identify participants who did not 
meet the community engagement requirement. It excludes participants who may have a 
good cause or exemption during the reporting month.  
We will integrate WorkPath with HEAplus to send non-compliance data to HEAplus. The 
WorkPath solution will be updated to not send non-compliance records participants who have 
had no activity for 120 days and HEAplus has not sent a new referral for them. 

15.13.5 
We will integrate WorkPath with HEAplus to send post-eligibility verification failures (i.e., 
unverified compliance with community engagement activity, good cause, or non-eligibility 
exemption). 

5.14 Historical Monthly Status Summary 
For participants to stay compliant with AHCCCS Works, it is important for them to be able to see their key metrics 
(current and past progress) against their goals. WorkPath Citizen Portal has an out-of-the-box monthly status 
screen that displays community engagement activities, good cause, exemptions, and their respective verification 
status. 

Meeting RFP Requirements 

RFP Ref: How we meet the requirement(s) 

5.14.1 The WorkPath Citizen Portal Monthly Status screen provides participants a quick graphical 
view of the status for the current reporting month.  

5.14.2 – 
5.14.5 

The WorkPath Citizen Portal Monthly Status screen allows participants to view all the 
community engagement activities, good cause, exemptions (currently applied and other 
available exemptions), and PEV results that were reported by the participant for a given 
reporting month. 

5.15 Non Customer Permissions 
We understand that support from state workers, assistors, help desk agents etc., is essential to making AHCCCS 
Works successful. We designed WorkPath to give non-customers the right tools to help them manage their work 
with ease. WorkPath comes with a state-of-the-art Task Management module for state workers. Task Management 
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module allows AHCCCS to automate, streamline, prioritize, delegate, track, and manage tasks leading to a well-
managed and productive workforce. 

The Task Management module automatically creates a task when a document (e.g., good cause verification) is 
uploaded for verification (RFI response). Tasks are grouped into office, queue, and program to allow easy 
streamlining and delegation. WorkPath also provides administrative screens for state workers to manage static 
content, links, broadcast messages, upload educational courses, and manage user accounts. 

Meeting RFP Requirements 

RFP Ref: How we meet the requirement(s) 

5.15.1.1, 
5.15.1.2, 
5.15.1.3 

We will configure the WorkPath Staff Portal security module to provide access to the roles 
listed in this section of the RFP.  

5.15.1.4 The WorkPath Staff Portal is capable of single sign on integration. We will integrate single 
sign on for non-customers in Staff Portal. 

5.16 Testing Environment 
Deloitte understands the importance of having a comprehensive testing approach for the success of the 
AHCCCS Works Portal implementation. Given our extensive experience implementing solutions of similar size 
and complexity, we bring testing knowledge, demonstrated methodologies, tools, leading practices, and lessons 
learned from other community engagement implementations. 

UAT Support 
We will work closely with AHCCCS stakeholders to complete UAT planning activities in a timely and efficient 
manner. Below are some of the benefits of Deloitte’s approach to planning, initiating, and executing UAT: 

 We will work with you to define a comprehensive UAT Plan early in the project to lay out scope, dependencies, 
testing methodology, schedule, list of end-to-end testing activities, and Entry/Exit criteria to accomplish a 
successful UAT. 

 Our suite of signed-off Continuous Integration will be available to AHCCCS to aid with quick creation of UAT 
test scripts and to supplement the UAT suite of scripts. 

 We will provide test cases, test scripts, and test results from System Integration Testing to review UAT 
readiness. 

 We will provide functional points of contact who will be available to support UAT execution by the AHCCCS 
testing team.  

 Daily triage meetings will be scheduled to categorize defects appropriately per severity and priority, to get 
clarification (if needed) from AHCCCS, and to move daily defect backlog buildup into the development/fix 
queue. 

 All Critical and High Defects will be resolved before promoting the build to UAT or Production unless there is 
a viable workaround available and acceptable to AHCCCS. Deloitte and AHCCCS will work together to agree 
up on the definition of Critical, High, Medium, and Low defect severities. 

Meeting RFP Requirements 

RFP Ref: How we meet the requirement(s) 

5.16.1, 
5.16.3 

We will setup four WorkPath solution testing environments as a part of the AHCCCS Works 
project including – SIT, UAT, Partner Integration Testing (PIT), and Performance Testing 
environments. We will Identify and resolve interdependencies that restrict or impede required 
testing of the system, other enterprise modules, or module components from performing 
required testing. We will review the resolution strategy with AHCCCS prior to implementing 
resolution strategy. 
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5.16.2 
We will plan, coordinate, and execute partner integration testing to test all WorkPath inbound 
and outbound interfaces with HEAplus. We will resolve all Critical and High defects before 
moving code to UAT or Production. 

5.16.4 
We will establish a requirements traceability matrix which will help in tracing test cases and 
test results with user stories. We will perform SIT, PIT, Performance Testing, Regression 
Testing and present testing results from JIRA and JAMA. 

5.16.5 We will create a dedicated UAT environment and work closely with AHCCCS on the 
deployment schedule to avoid disruption of UAT testing. 

5.16.6.1, 
5.16.6.2 

We will provide test cases and test scripts from System Integration Testing, and assist the 
AHCCCS UAT Team in developing test cases. 

5.16.6.3, 
5.16.6.4, 
5.16.6.5 

We will setup a dedicated WorkPath UAT environment and work with AHCCCS on the release 
and defect fix schedule for the UAT environment. We will provide test data for supporting 
UAT testing and refresh test data as required to assist test case execution. 

5.16.6.6 We will setup JIRA for online tracking of defect and change requests. 

5.16.6.7 We will setup JAMA for uploading test scenarios and test cases. 

5.16.6.8 Shall AHCCCS want to conduct independent testing, we will help AHCCCS or its designee, and 
provide environment, data, and technical support for independent testing. 

5.16.6.9 We will help AHCCCS functionally and technically create UAT test cases and review UAT test 
results. 

5.16.6.10 We will plan and coordinate partner integration testing for interfaces between WorkPath and 
HEAplus. 

5.16.6.11 Based on prior implementations, we will develop test criteria and algorithms for expected 
outcomes.  

5.16.6.12 
Our project timeline allows for sufficient time for AHCCCS to validate the solution. Since 
WorkPath is production demonstrated, we believe that many of the foundational elements 
can be tested efficiently with minimal defects.  

5.17 Infrastructure Upgrades 
WorkPath is hosted in Salesforce cloud which is upgraded three times per year with new features and functions 
at no additional cost to AHCCCS. These upgrades are retroactive and do not require changes in existing 
configurations. This will provide the AHCCCS Works Portal with new out-of-the-box capabilities without the 
significant effort of software and hardware upgrades. 

Major release maintenance dates and times are posted on the status.salesforce.com website approximately one 
year before the release date.  

Meeting RFP Requirements 

RFP Ref: How we meet the requirement(s) 

5.17.1 Salesforce upgrades are automatic and new features and functionality are included in each 
new release. 

5.17.2  
Salesforce upgrades the platform three times per year so AHCCCS can be assured of getting 
the latest hardware, software, and Salesforce capabilities month over month, and year over 
year. 

5.18 System Issues 
Deloitte proposes to use Atlassian – JIRA an Issue Tracking System for the tracking of System Defects, security 
issues, data quality anomalies, change requests, and other system issues or change management items. The tool 
is used by Deloitte and the State collaboratively and can be accessed by both parties.  
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Defect Tracking 
JIRA gives the capability to record, prioritize, and track defects raised in an efficient, process-oriented manner. A 
“Defect Level” can be assigned based on a mutually agreed upon definition (e.g., Critical, High, Medium, Low).  

The State will have access to JIRA to view, log, and update issues. The issues identified during the development 
and testing phases are categorized in appropriate severity and criticality level. We work with the State to setup 
their users on the issue tracking system so that they are aware of the outstanding issues identified and their 
status. 

Change Request Tracking 
A Change Request (CR) is a formal request for an existing functionality change or enhancement to the system. 
We will work with AHCCCS to create an end-to-end Change Request Tracking process. 

 

Figure 7. Change Request Process 

Meeting RFP Requirements 

RFP Ref: How we meet the requirement(s) 

5.18.1 

We will use Atlassian – JIRA an Issue Tracking System for the tracking of System Defects, 
security issues, data quality anomalies, change requests, and other system issues or 
change management items. We will work with the state to setup the processes for reporting 
issues, change request and system changes.  

5.19 Customer Survey 
We take customer satisfaction surveys very seriously. Deloitte will use Medallia, a leading CX Digital Measurement 
software provider. Recently, Deloitte designed and implemented a Medallia-based customer survey program for 
one of the most visited digital touchpoints in the federal government (1.7B+ annual visits). Deloitte has 
implemented more than 35 customer feedback survey programs for clients using Medallia. The survey feature will 
provide the following:  

 Survey design – survey questions can be modified per requirement 
 Site integration using passive feedback collection through an always on survey and through active intercepts; 
 Dashboards, reporting and analysis. 

Meeting RFP Requirements 

RFP Ref: How we meet the requirement(s) 
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5.19.1, 5.19.2 Implement a Medallia based customer survey program, with the ability for the State to 
tailor the questions 

5.20 Hosting Requirements 
Salesforce GovCloud is designed specifically for federal and state agencies. The data is maintained in a data 
centers within the US. The State will maintain ownership of all configurations, customizations, and platform 
services being used through their contract with Salesforce. Salesforce is widely adopted in state and federal 
agencies, this includes Arizona State Land Department, which manages Arizona’s 9.2+ million acres of land for 
the benefit of Arizona’s public schools and education system.  
Salesforce makes all the data, configurations and customizations available for export- which can then be used to 
build .NET or Java based application for an on-premise or cloud deployment. 

Meeting RFP Requirements 

RFP Ref: How we meet the requirement(s) 

5.20.1 
Salesforce makes all the data, configurations and customizations available for export- which 
can then be used to build .NET or Java based application for an on-premise or cloud 
deployment 

5.21 System Architecture Document 
The System Architecture Document helps provide a strong foundation for ongoing support through appropriate 
documentation throughout the project lifecycle. It supports effective knowledge transfer by integrating AHCCCS’ 
resources into processes and development of technical documentation. 

Meeting RFP Requirements 

RFP Ref: How we meet the requirement(s) 

5.21.1.1 

We will leverage EVD methodology and templates to document System Architecture 
Documents that cover technical explanation of all aspects of the system including detailed 
architectural diagrams, data flows, component specifications, SaaS, COTS products and 
hosting environment details. 

5.21.1.2 Based on Addendum #1, integration with PMMIS/HPMMIS is no longer a requirement. 

5.22 Project Management 
Deloitte brings a strong Project Management (PM) discipline to each of our projects that is supported by the deep 
experience of our project managers and team leaders. Our approach to project and program management and 
related tools is based on our years of vast and diverse experience with global clients, as well as industry standards 
from the Project Management Institute. Our people, equipped with this PM discipline, spend less time on 
operations and more time focusing on delivering high-quality results on time and on budget and reducing risk to 
AHCCCS. 

By integrating our processes and tools as the project or program progresses, the PM approach can meet the 
specific needs while balancing control and flexibility. The tasks fall under three activities:  

Plan 
Tasks include developing the overall approach, resources, tools, budget, controls, and schedule to support 
execution. The approach is documented in various plans (such as the project charter, project management plan, 
program management plan, and work plan) that the team will use as a guide to achieve all objectives. This 
approach provides a transparent platform for planning and managing the project or program throughout its entire 
life cycle. 
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Manage  
Tasks include implementing and maintaining the processes used to monitor and control scope, schedule, and 
budget. Status reporting and metrics are used to identify potential issues and perform preventive and corrective 
action. 

Close 
Validate all activities are closed to complete the project. 

Meeting RFP Requirements 

RFP Ref: How we meet the requirement(s) 

5.22 
Deloitte will leverage its Project Management approach and tools to meet the requirements 
in this section of the RFP. Details are covered in section 5.29 (Timeline) 

5.23 Security Assessment 
Deloitte is a leader in providing Cyber Risk Services to state and federal clients. Our certified professionals are 
specialized in providing Security, Privacy, Compliance, Incident Management services and implementation for 
both on-premise and cloud solutions based on Center for Medicaid & Medicare Services (CMS), Internal Revenue 
Service (IRS), Social Security Administration (SSA), and Health Insurance Portability and Accountability Act 
(HIPAA) regulatory requirements. 

Deloitte’s experience working with thirty-seven (37) States in the delivery of cyber risk services uniquely positions 
Deloitte to help meet the MARS-E V2, CMS, NIST, HIPAA and SSA based security requirements. 

Meeting RFP Requirements 

RFP Ref: How we meet the requirement(s) 

5.23.1 
(5.23.1.1, 
5.23.1.2) 

We will work with Salesforce to provide the FedRAMP package for the proposed Salesforce 
GovCloud (SaaS) platform. 

5.23.2 
(5.23.2.1, 
5.23.2.3) 

We will engage a third party vendor to perform an annual Security Assessment Review 
(SAR) to validate MARS-E V2 compliance of the WorkPath solution developed on the 
Salesforce GovCloud (SaaS) platform. Deloitte will follow the State of Arizona – AHCCCS 
process to annually engage an independent, state-approved a third party vendor that is 
qualified by the Federal government to perform assessments on computers that access 
Federal information and has experience with performing security assessments with other 
government agencies.  
Deloitte has experience of working with a third party vendors across multiple states. As part 
of the annual SAR, a third party vendor will perform policy and procedure control 
assessment, vulnerability and penetration testing. 

5.23.2 
(5.23.2.2) 

For the Salesforce GovCloud (SaaS) platform, Salesforce will be performing the security 
assessment review as per of the FedRAMP certification requirements. Deloitte will work with 
Salesforce to provide the FedRAMP package which includes the security assessment review 
(SAR) report for the proposed Salesforce GovCloud (SaaS) platform. 

5.24 Maintenance 
We understand that system performance and availability are essential to any effective technology system. 
Hence, we enabled a high-performance solution using the cutting-edge Salesforce platform. The Salesforce 
service is designed for high levels of performance, reliability, and security.  
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Performance 
Salesforce’s reliability and uptime allows the program and portal to serve the needs of the community and state 
workers without interruption, the Salesforce platform is available 24/7 with 99.9% uptime. Salesforce performs 
maintenance on Friday evenings, outside of normal business hours (traditionally after 8 PM PST). Approximately 
three times per year, the site is shutdown outside normal business hours for application upgrades. All Salesforce 
upgrades, patches, and other system maintenance are provided at no additional cost to AHCCCS. Uptime 
information is available in real time on Salesforce status.salesforce.com website.  

Deloitte will work with AHCCCS to plan for the scheduled maintenance windows for portal enhancements and 
patch releases. The WorkPath solution will be available 99.5% of the time or more, 24/7 excluding AHCCCS 
approved downtime. 

Salesforce monitors the platform performance using software tools and takes corrective actions as needed to 
facilitate availability and efficiency including hardware or software. Deloitte has immense experience in 
implementing solutions meeting stringent performance standards.  

Meeting RFP Requirements 

RFP Ref: How we meet the requirement(s) 

5.24.1.1, 
5.24.1.2  

The WorkPath solution is hosted on Salesforce cloud and is available 24/7 with 99.9% 
uptime. Salesforce monitors the system performance and the status is available real time on 
the status.salesforce.com website. 

5.24.1.3, 
5.24.1.8 

Salesforce uses software tools monitoring network performance, tuning mechanism, 
reporting and trend analysis. Salesforce notifies customers of performance issues. The 
Salesforce system performance details are available real time on status.salesforce.com and 
customers can subscribe to get automated notifications. 

5.24.1.4 - 
5.24.1.6 

WorkPath would meet/exceed AHCCCS performance SLAs noted in the AHCCCS Works Portal 
RFP. 

5. 24.1.7 

Salesforce plans and performs scheduled maintenance of system outside of normal business 
hours on Friday evenings. Maintenance schedules are published ahead of time in 
status.salesforce.com website. 
Deloitte will work with AHCCCS for planned maintenance of the WorkPath solution 
enhancements and patches as specified in the AHCCCS Works Portal RFP. 

Operations 
All technology systems require system operations and maintenance services; effective maintenance operations 
are imperative for low operating costs and longevity of any system. We also recognize that the planning and 
preparation of a successful system operations and maintenance does not begin after the implementation of the 
system, but an effective system support approach is developed while the system is built.  

Salesforce executes software rollback operation to reverse or back-out a software update in case of erroneous 
update in their services. Deloitte executes rollback operation in the event of erroneous update to WorkPath 
solution. 

Meeting RFP Requirements 

RFP Ref# How we meet the requirement(s) 

5.24.2.1 The WorkPath solution follows consistent acronyms and code across all components. 

5.24.2.2 
Read only access to designated staff is given as agreed upon by AHCCCS for production 
monitoring. System performance monitoring and notifications are done by Salesforce and 
real time status is available on the status.salesforce.com website. 

5.24.2.3 

Salesforce upgrades the software and each release is delivered automatically in a 
transparent manner and is backward compatible. In case of failures, Salesforce will plan and 
execute rollback of upgrades. Deloitte will work AHCCCS to plan and execute rollback 
operations for any WorkPath solution enhancement/patch failures. 
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5.24.2.4 We will configure retention periods for data, images, documents etc., based on guidance 
from AHCCCS. 

5.24.2.5 The WorkPath solution is compliant with MARS-E V2 for data export/import. 

5.24.2.6 WorkPath provides automatic program checks for controlling files and verifying correct 
processing and data integrity. 

5.24.2.7 Salesforce supports features to import/export data in the WorkPath solution. 

5.24.2.8 We will notify you of changes in key personnel to AHCCCS at least two weeks in advance. 

5.24.2.9 Release schedules will be published periodically to AHCCCS. 

5.24.2.10 
The WorkPath solution updates, enhancements, modifications, or other changes will be made 
only after AHCCCS approval. Salesforce upgrades are managed by Salesforce and its 
maintenance schedule is published on the status.salesforce.com website 

5.24.2.11 
(5.24.2.11.1
-
5.24.2.11.2) 

Deloitte will engage a third party vendor to perform an annual Security Assessment Review 
(SAR) to validate MARS-E V2 compliance of the solution. Deloitte will follow the AHCCCS 
process to engage an independent, state-approved a third party vendor every year. 
As part of the annual SAR, the a third party vendor will perform a policy and procedure 
control assessment, and vulnerability and penetration testing. The SAR will be performed per 
the State and Salesforce security assessment procedures. Deloitte will provide the SAR 
results to AHCCCS within 24 hours of receipt of the report from the a third party vendor. 

5.24.2.11 
(5.24.2.11.3
-
5.24.2.11.5) 

After the a third party vendor has provided the SAR results, Deloitte will develop mitigation 
strategies for the security findings identified in the third-party assessment. Deloitte will 
present a mitigation plan for all ‘high’ findings within five (5) business days and ‘medium’ 
and ‘low’ findings within one (1) month. 
Deloitte will resolve ‘high’ and ‘medium’ vulnerabilities identified as part of the 3rd party 
security assessment review as per the timeline defined in the CMS MARS-E V2 standards. 

Incidents 
Deloitte proposes an Incident Management approach that addresses AHCCCS requirements. Robust reporting on 
incidents including information such as type, category, severity, date entered, and system impacted will be 
captured. Incidents and issues determined to be system defects will be addressed through the application 
maintenance process based on severity and prioritization.  

Meeting RFP Requirements 

RFP Ref: How we meet the requirement(s) 
5.24.3.1  
(5.24.3.1.1 - 
5.24.3.1.4) 

Deloitte will follow and adhere to the incident reporting and corrective action plan timelines 
for Priority 0 – 3 Errors. 

5.24.3.2 Deloitte will work with AHCCCS for priority level definitions review and approval. 

5.24.3.3 
Deloitte will follow and adhere to open tickets expectations. 

5.24.3.4 We will report incidents to the contact provided by AHCCCS 

5.24.3.5 We will provide incident report in the AHCCCS provided format for the Priority 0 and Priority 
1 Errors within 24 hours of the conclusion of the incidents 

5.24.3.6 
We will provide an error report for Priority 2 and Priority 3 Errors for use in UAT that includes 
a description of the error, remediation, and test plan, along with any data corrective actions 
taken 

Disaster Recovery/Data Retention 
WorkPath will comply with disaster recovery and data retention requirements.  
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Meeting RFP Requirements 

RFP Ref: How we meet the requirement(s) 

5.24.4.1 - 
5.24.4.3 

WorkPath would have and support non-disruptive rule-based data archival, subsequent data 
retrieval, data purge and data restoration capabilities.  

5.24.4.4 - 
5.24.4.9 

WorkPath is hosted on FedRAMP certified Salesforce government cloud which uses Site 
Switching and Disaster Recovery mechanisms to comply with continuity and disaster 
recovery plan, providing alternate business site, conducting annual disaster recovery test 
and file restoration requirements. 

5.24.4.10 Deloitte will follow and adhere to risk mitigation plan requirement as specified in the 
AHCCCS Works Portal RFP 

5.24.4.11 –  
5.24.4.14 

Deloitte will follow and adhere to data and records requirements as specified in the AHCCCS 
Works Portal RFP 

5.25 System Enhancements 
Upon receiving a request for System Enhancement, we will review the request and provide a quote (all-inclusive 
fixed cost). Deloitte agrees to the requirements in this section, detailed Change Request Tracking process diagram 
is available in Section 5.18 – Change Request Tracking. 

5.26 Software Licensing Agreement 
The State will contract directly with software vendors such as Salesforce and Appinium for software licensing. The 
software pricing details are included in Attachment A- Pricing Schedule. 

5.27 Regulatory System Compliance Requirements 
WorkPath will comply with all regulatory system requirements: 

Meeting RFP Requirements 

RFP Ref: How We Meet Requirement 

5.27.1 
WorkPath will comply with Section 508 of the Federal Rehabilitation Act, ADA accessibility 
standards and the World Wide Web Consortium (W3C) Web Accessibility Initiative. Deloitte 
will work with AHCCCS to report its compliance. 

5.27.2 This requirement may not be relevant to the RFP since there is no mention of an EVV system. 
However, Deloitte will work with AHCCCS to understand and meet this requirement.  

5.27.3 WorkPath will follow the National Information Exchange Model core data elements format. 

5.27.4 WorkPATH exposes all the SOA services as standard Web Service Description Language 
(WSDL) including Salesforce out-of-the-box Enterprise WSDL and Partner WSDL. 

5.27.5 WorkPath will comply with most current CMS Harmonized Security and Privacy Framework 
(CMS MARS-E V2) 

5.27.6 WorkPath will conform to the Information Technology Infrastructure Library (ITIL) standards 
version 3. 

5.27.7 Deloitte will work with AHCCCS to understand this requirement and meet, as needed. 

5.28 Other System Architecture Requirements 
Deloitte will meet the system architecture requirements in the RFP as depicted in the table below. 

Meeting RFP Requirements 
 
RFP Ref: How We Meet Requirement 
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5.28.1 - 
5.28.3 

WorkPath uses Salesforce out-of-the-box (OOTB) business rules automation tools such as 
Process Builder, Workflow Rules, Flows, and Outbound messages to configure business rules. 
These simple “click & configure” tools provide features to visually design business processes 
that can be easily extended to meet future requirements. The WorkPath business rules engine 
is declarative and separate from core programming. 
These business rules automation tools enable processing and data integrity including 
asynchronous processes, messaging and transactional processing. 

5.28.4 
WorkPath is hosted on Salesforce cloud which uses Site Switching and Disaster Recovery 
mechanisms to support failover redundancies and swapping of critical system component to 
ensure availability for infrastructure. 

5.28.5 WorkPath leverages Salesforce OOTB error handling and an enhanced custom exception 
handling framework for unexpected system behavior and take required actions. 

5.28.6 WorkPath is built on Salesforce cloud that follows metadata driven architecture. This allows 
WorkPath components to be deployed readily in all Salesforce cloud environments. 

5.28.7 Deloitte will work with AHCCCS in providing storage capacity estimates for all proposed 
environments using Salesforce storage calculation methods. 

5.28.8 WorkPath is built on Salesforce and follows and supports Service Oriented Architecture (SOA) 
and Enterprise Service Bus (ESB) based systems. 

5.28.9 WorkPath is built on Salesforce which leverages webs services and adheres to key standards 
such as SOAP, XML, UDDI, WSDL, BPEL, and SAML. 

5.28.10 Deloitte will work with AHCCCS to accommodate MITA changes that may occur through the 
life of the contract. 

5.28.11 WorkPath’s data transmission would be configured to comply with XML, X12, NIEM and other 
industry standard formats. 

5.28.12 WorkPath will integrate with other environments through XML based communication. 

5.28.13 
Deloitte will work with AHCCCS to provide the State with all changes, modifications, 
enhancements, or customized features it makes to any licensed software approved by 
AHCCCS to be used in the system.  

5.28.14 Deloitte will prepare system plans and procedures, so they are in place to meet audit and 
compliance requirements. 

5.28.15 Salesforce platform supports rapid failover or redeployment in the event of planned or 
unplanned interruptions and thus complies with AHCCCS requirements. 

5.28.16 
WorkPath is built on Salesforce cloud and leverages its cloud computing services namely 
Infrastructure, Service and Platform. Utilizing Salesforce cloud technology, we developed 
reliable, adaptable, scalable and secure WorkPath solution with industry leading practices. 

5.28.17 

Salesforce GovCloud is designed specifically for Federal and State agencies. The data is 
maintained in a data centers within the US. The State will maintain ownership of all 
configurations, customizations and platform services being used through their contract with 
Salesforce. Salesforce makes all the data, configurations and customizations available for 
export- which can then be used to build .NET or Java based application for an on-
premise/AWS deployment. 

5.28.18 
WorkPath, supported by Salesforce, is delivered via the web and can be accessed with a 
browser and internet connection or mobile device. No additional hardware is required on state 
workstations. 

5.28.19 
Deloitte will work AHCCCS to define the Master Data to include at a minimum the 
identification of sources, the origin and use of other data, and provide a data model that is 
serializable in schemas and where the data is accessible via service interfaces. 

5.29 Timeline 
Deloitte shares AHCCCS’ strategic vision to build a technologically advanced AHCCCS Works Portal that has been 
comprehensively tested for quality and usability. Having successfully worked side-by-side with Health and Human 
Services clients, we are familiar with the complexity and challenges of implementing community engagement 
programs.  
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Delivery Approach 
Deloitte uses our global project delivery method, Enterprise Value Delivery (EVD) for Salesforce, as our guide to 
deliver value on Salesforce-supported transformations and implementations. Our method incorporates the 
collective experience and industry-leading practices accumulated from effectively building and deploying hundreds 
of Salesforce solutions around the world. EVD supports all project life cycle activities and provides a collection of 
activities, processes, templates, and accelerators throughout each phase of the project. EVD helps our teams 
reduce the amount of time spent on creating approaches, templates, and frameworks and increase time spent on 
developing a high-quality Salesforce solution that addresses AHCCCS’ requirements. 

Our method spans and integrates multiple capabilities, helping us to approach AHCCCS’ implementation from 
multiple perspectives and use the full breadth of Deloitte. EVD for Salesforce encompasses leading practices in 
project management, change management, requirements and design, configuration and customization, testing, 
deployment, and support and is aligned with Software Engineering Institute’s (SEI) CMMI and the Project 
Management Body of Knowledge (PMBOK). EVD is a scalable framework that can be tailored to specific 
organizations, projects, and delivery approaches and is continuously updated based on our implementation 
experiences and innovative developments in the marketplace. EVD for Salesforce helps accelerate our Salesforce 
solution delivery and deployment and supports our teams to deliver with discipline and with a focus on quality, 
predictability, and value. 

 
Figure 8. EVD for Salesforce 

Each project phase in EVD represents a defined segment in the implementation life cycle where a set of tasks are 
carried out to create deliverables that meet the phase objective. For rapid prototyping and frequent feedback 
loops, we propose to go design, build and tests phases on iterative sprints, there by adopting a hybrid agile 
methodology. With hybrid agile, there is no one size fits all model. We will work with you to determine the extent 
to which your teams are comfortable with this approach. 

Proposed Timeline 
As your service provider, we will perform the activities and tasks required to implement the AHCCCS Works Portal 
in accordance your requirements. We propose a realistic project plan, based on experience implementing 
WorkPath, with a timeline that offers a low-risk approach since we are starting with WorkPath, a production 
demonstrated system. Following is our proposed timeline. 
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Figure 9. Proposed Timeline 

Assumptions 
List of general assumptions that govern our proposed services for this AHCCCS Works Portal RFP: 

# Category Assumptions 

1 Education Education training content will be created and managed by AHCCCS staff. 

2 Testing 
Environment 

Deloitte and AHCCCS will work together and agree on the definition of defect 
severity i.e., Critical, High, Medium and Low. 

3 

Supporting 
tools/applicati
ons 

AHCCCS will procure and provide the following supporting tools/applications that 
can be used during different phases of the AHCCCS Works Portal Project: 
1. Provide Mobile Phones and iPads for testing Citizen Portal  
2. ADA Testing tool e.g., JAWS, Compliance Sheriff 
3. Performance Testing tool e.g. Load Runner 
4. Version control software e.g. Git 
5. Vulnerability Testing tool used for Dynamic Application Security Testing (DAST) 
6. Code Scan tool used for Static Automated Security Testing (SAST) 

4 
Change 
Management 
and Training 

Deloitte’s scope is limited to developing the user training plan and user training 
documentation per the scope of this RFP. 

5 General Any changes to applications/platform other than the WorkPath solution is not in 
scope for Deloitte including changes to HEAplus and AZTECS. 

6 
Notices The WorkPath solution will only trigger PEV (post eligibility verification) request to 

HEAplus; all the notices and correspondences for the AHCCCS Works program will 
be generated by HEAplus or other AHCCCS systems. 

7 

Third Party 
Assessment 

Deloitte has estimated the cost for an annual security assessment by an 
independent third-party in compliance with the most current CMS MARS-E V2, to 
include vulnerability testing, penetration testing, and process and procedures at 
$50,000. Third-party security assessment costs above and beyond this amount will 
be submitted as a change request and paid for by the State of Arizona. 

8 
Security Deloitte will draft the Data Use/Exchange Interconnection Security Agreement(s) 

based on AHCCCS requirements. However, the state will be responsible for 
executing the agreements. 

Month 1 Month 2 Month 3 Month 4 Month 5 Month 6 Month 7 Month 8 Month 9 Month 10 Month 11 Month 12 Month 13 Month 14

Process Analysis and 

System Requirements

System Design

System Development

State Integration Testing 

and Evaluation

Implementation & Go‐Live

Post Implementation 

Support

Design - 3 Months

Build - 3 Months

Test - 3 Months

Post Production Support -
3 Months
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6.0 Experience and Expertise of the Firm and Key Personnel 
As AHCCCS embarks on this transformation of its Medicaid program, it is essential to have the right team with 
the right experience to bring the right solution that enables citizens to report their community engagement 
responsibilities and that provides your team with the tools to oversee the program. Throughout our response, we 
have elaborated on how WorkPath addresses your requirements for this solution. However, an effective 
implementation is more than just having a solution; it has community engagement programs through our solution 
in multiple states, and also having a team who has been on the ground working shoulder to shoulder with state 
team members to transform an approved waiver into an operational program. It is because of our experience, 
our team, and our solution that Deloitte is the right organization to collaborate with AHCCCS on the successful 
implementation of its Works Program. 

 

National leader in Integrated Eligibility and Work Program space with implementation 
experience in more than 25 states. 
Deloitte is on the implementing fore-front of 1115 Waiver requirements 
Dedicated AWS practice of experienced staff  
Tried and true solution, WorkPath, that is highly configurable and supports Medicaid, 
SNAP, and TANF Work Programs 
Successful implementations of WorkPath in Kentucky and Arkansas on the Salesforce 
platform. 

Government and Public Services Experience 
Deloitte’s Government and Public Services (GPS) practice serves 
federal government, state government, local government, and higher 
education clients across our consulting, advisory, tax, and audit 
functions. We assist clients with complex policy challenges; tackling 
projects in health and human services, workforce development, digital 
transformation, cyber risk, and finance and administration. We have 
provided services and solutions that enable government agencies to 
operate with greater effectiveness and provided enhanced integration 
of service delivery to their constituents for more than 50 years.  

As a trusted advisor to many of the largest government agencies and 
higher education institutions, we understand the intricacies clients 
must navigate, as well as the growing pressure they face: the need to 
increase efficiency, streamline processes, reduce costs, and stay up to 
speed with the latest technology and business practices. We continually 
invest in the development of creative consultants with an unmatched 
blend of industry knowledge, business acumen, and technical 
experience required to meet the unique requirements of the 
government and public services organizations. We derive our tradition 
of success from our commitment to forming relationships with our 
government clients coupled with our project management capabilities, deep program and functional knowledge, 
and strong technical experience.  

 

 

 
 12,000+ dedicated Government & 

Public Services focused 
professionals 

 Serving all 15 US Cabinet-level 
agencies 

 Serving 44 of 50 states and D.C. 
 Serving 9 of the top 10 

universities; 22 of the top 25 
universities; and 65 of the top 100 
universities 

 Offices in 28 state capitals 
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Along with comprehensive solutions and strong capabilities, we bring a collaborative culture that enables client 
service teams to draw across functions and industries to deliver solutions tailored to your requirements. Our goal 
is to provide AHCCCS the knowledge, judgment, and experience to address the implementation challenges you 
face in standing up the community engagement program, whether it is integrating new technologies, rethinking 
access to services, inventing ways to streamline processes, or finding ways to facilitate partnerships. 

We take pride in teaming with our clients and exhibit an unwavering ethic to making them successful. Figure 
below highlights some of our recent awards. 

 

 

 

 
Figure 10. Deloitte Government Consulting Recognition 

Named a leader in Human 
Resources Consulting in the 
Public Sector by Kennedy

Awarded the 2017 Webby Award for 
Government and Civilian Innovation by 
the International Academy of Digital Arts 
and Sciences for the Data USA Project

Named the leader in U.S. State & 
Local Government Consulting
based on capabilities by ALM 
Intelligence

#8
Washington 

Technology’s Top 
100 list in 2017

Named the undisputed leader in 
Consulting to the U.S. Department of 
Justice based on breadth and depth of 
capabilities by ALM Intelligence

#8
on the FedScoop Top 

25 Enterprise IT 
Providers to the 

Government

Top 100
2017 Military-

friendly employer

Partnered with over 20 State Health and Human 
Services clients to win technology and 
innovation awards over the past 5 years

Partnered with over 20 State Health and Human 
Services clients to win technology and innovation 
awards over the past 5 years
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Figure 11. Deloitte’s recent awards  
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Community Engagement Experience  
Deloitte has unparalleled experience working with states to implement their community engagement program. 
We have worked closely with our clients to help them successfully navigate the CMS approval process, including 
facilitating discussions with CMS, presenting analyses on our client’s behalf, and providing recommendations on 
the policy strategy. We know how to navigate the complexity of implementing something as new and 
transformational as community engagement requirements because we’ve helped other states do this before.  

Deloitte is currently working with Kentucky, Arkansas, Michigan, and New Hampshire on the implementation of 
their community engagement programs.  

KY WorkPath Citizen Connect, and Staff 
Connect 

  # of Customers 1+ Million 

 
Citizen Connect is self-service cloud-based salesforce system for citizen to manage their work 
requirements. Individuals enrolled in SNAP and Medicaid programs use Citizen Connect to manage 
their work requirements, search and enroll in volunteer opportunities, manage their My Rewards 
account (MRA), take learning courses, make appointment with Staff members. Citizens have 
variety of functionalities to efficiently manage their work requirement like – Review their monthly 
goals, report monthly activities, Upload documents for verifications, request good cause exemption 
for not meeting their goals. 
Cloud-hosted Staff Connect allows staff to view potential eligibility results and determine eligibility 
for WIOA (Adult, Dislocated and Youth), Veterans, & Wagner-Peyser programs. Staff can also 
manage training programs – Review & approve new training courses, approving citizens to take 
training courses, and track outcomes. It provides Staff to view a citizen’s skills, education and 
employment history from Focus; have access to customizing dashboards and Report Builder 
functionality. It provides staff capability to complete Registration, Assessments, Individual 
Employment Plan (IEP), Training Assessment and associated services.  
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Arkansas Department of Human Services                          # of Customers          400 +           
 Deloitte has managed the Maintenance and Operations of the application portfolio since 2017. In 

2018, Deloitte went live with SNAP Works and is responsible for software development and 
maintenance of the application. SNAP Works – a real-time web-based Employment and Training 
(E&T) solution used by over 400 providers and state staff managing over 10,000 referrals 
statewide with an average of 800-1,000 new referrals weekly. SNAP Works helps providers and 
state workers administer the E&T program to support SNAP recipients, who are required to work 
by the state, in reaching self-sufficiency and employment. The end-to-end solution guides 
providers through the Appointment, Assessment, Employment Plan, Activities, and progress of 
each E&T client in a task-based, client-centric workflow. 
 
The system started with the base solution NextGen WorkPath and was modified to meet 
Arkansas’s requirements. SNAP Works includes ancillary functions such as Non-compliance, Good 
Cause, and Reimbursements. The real-time web-based application is built using Responsive Web 
Design that allows the system to be accessed across browsers and devices, a Chatbot for user 
assistance, and a task-based workflow. Although SNAP Works was deployed on premise, the 
solution is cloud-ready and was developed and tested in AWS. Over 400 providers and state staff 
have transitioned from handling the Employment & Training through paperwork and emails to the 
streamlined, seamless SNAP Works solution. The system is also getting a third portal, the Citizen 
portal, which is currently in development. 
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Health and Human Services Experience  
Our GPS practice is a national leader in serving state Health and Human Services programs, including 
implementing Integrated Eligibility projects.  

 

Figure 12. Deloitte’s national HHS experience.  

Over the past 35 years, we have continuously worked in this space, implementing programs, including SNAP, 
TANF, Medicaid, State Children’s Health Insurance Programs, and healthcare reform provisions. Having a 
comprehensive understanding of the end-to-end lifecycle and intersections across programs that impact self-
sufficiency is core to our interactions with our clients. It provides us with the abilities needed to develop, 
implement, and maintain an Integrated Eligibility Solution in a manner that mitigates risk and maintains consistent 
vital system operations.  

The following are examples of recent projects in health and human 
services.  

New HEIGHTS – New Hampshire # of Customers 300,000 

 

Deloitte maintains and modernizes the New HEIGHTS systems utilized by the New Hampshire’s 
Department of Health and Human Services (DHHS) as its enterprise case management, eligibility 
determination, work program, and benefits management platform. The solution helps to manage 
eligibility, enrollment, and service delivery for Medicaid, Medicare Savings Program, SNAP, TANF, 
Child Care Scholarships, State Supplemental Programs, and Foster Care and Subsidy Adoption 
programs.  
In addition, through the Medicaid Granite Advantage Community Engagement program, Deloitte is 
supporting a digital inform campaign to educate clients and help them prepare for work program 
requirements. This includes quick and easy screening for exemptions and an activity planning 
calculator with multi-media educational engagement coming March 2019. 



Arizona Health Care Cost Containment System  
AHCCCS Works Portal 
Request for Proposal (RFP): YH19-0028 

Deloitte                                                                                                                                                      Page 38 | 53 

R
el

ev
an

t 
Ex

p
er

ie
n

ce
 

 

  

Texas Integrated Eligibility Redesign System (TIERS) # of Customers 5.8 million 

 

Deloitte maintains and modernizes The Texas Integrated Eligibility Redesign System (TIERS) in 
Texas, which supports TANF, SNAP, MAGI Medicaid, Non-MAGI Medicaid, and CHIP. TIERS is 
equipped with a worker portal, a self-service portal (which also includes screening capabilities to 
assess a citizen’s assistance needs and generates a referral that is sent to the relevant agency), 
and a mobile application.  
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Wyoming Eligibility System (WES) # of Customers 1.5 million 

 

Wyoming’s Eligibility System (WES) supports MAGI Medicaid, Non-MAGI Medicaid, and CHIP. 
Deloitte took ownership of the existing solution from a previous vendor and has been continuously 
enhancing WES’s capabilities. WES consists of a self-service portal, a worker portal, a reporting 
solution, and a custom document management solution. 
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Michigan Bridges and MiBridges # of Customers 2.5 million 

 

Deloitte maintains and modernizes the Michigan Bridges statewide eligibility system and self-
service portal for the Department of Human Services, which supports the administration and 
workload management for TANF, SNAP, Emergency Relief Services, Medicaid, and Child Care 
programs.  
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Deloitte’s Salesforce Practice and Experience  
Deloitte’s relationship with Salesforce provides AHCCCS with a strong solution that can adapt with a constantly 
changing environment. Deloitte is a major integrator of Salesforce-based platform solutions, both in the US and 
globally. We recently announced our collaboration with Salesforce Assets and Solutions group to jointly develop 
solutions and guide product direction. Our recommendations for improving Salesforce platform technologies are 
directly influenced by our client engagements and our client’s current and future requirements.  
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Colorado Benefits Management System (CBMS)  # of Customers              800,000 

 The Colorado Benefits Management System (CBMS) is the State’s integrated eligibility 
determination system. It incorporates Medicaid, SNAP, TANF, Children’s Basic Health Plan programs 
while delivering case management and work programs functionality. Deloitte took over as the 
maintenance vendor for CBMS in 2008. Together, Deloitte and State of Colorado developed and 
deployed cloud architecture using an incremental hybrid-cloud strategy that included the addition of 
cloud-based Salesforce applications, legacy conversion to Java, and targeted Business Process 
Reengineering. 
 
Deloitte developed Colorado PEAK (Program Eligibility Application Kit), the integrated eligibility web-
based self-service portal using Salesforce, and PEAKHealth, a mobile application. Through 
integration with Connect for Health Medicaid, clients have access to a one-stop-shop for Medicaid 
and State-Based Marketplace programs. With the self-service portal, clients can apply in PEAK 
online and receive real-time eligibility (RTE) determinations in under two minutes with a 72% 
success rate. Colorado has one of the top RTE success rates in the nation, improving customer 
service for clients, reducing administrative time, costs, and burden for eligibility workers. This is 
supplemented by the Electronic Document Management System (EDMS) that allows clients to 
upload verification documents needed for eligibility determination. Client wait times and 
administrative costs are further reduced with the e-notification system, which electronically notifies 
clients of benefit decisions.  
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Organizational Chart 
Our proposed team brings a strong mix of program, technology, implementation, and large complex system 
delivery experience. Our team collectively has more than 135 years of experience successfully implementing 
multiple, complex Integrated Eligibility and Work Program Solutions. Recently this team delivered the Kentucky 
HEALTH project which includes implementation of Kentucky’s Community Engagement program using our 
WorkPath solution. 

 

Resume of Key Personnel 
We bring you a team which has demonstrated experience in delivering Medicaid Eligibility and Work Program. 
Recently, this team delivered Kentucky HEALTH (1115 Waiver) for Commonwealth of Kentucky. Profiles of Key 
Deloitte Resources for the AHCCCS Works Portal Project can be found on the following pages.  
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KEY PERSONNEL 

 

Vivek Jain 
Engagement Director 
Phone: +1 404 631 2372 
Email: vjain@deloitte.com 

Meet Vivek 

Vivek has over 25 years of IT experience and over 20 years in delivering HHS systems, Vivek has been 
responsible for several large-scale system implementations and has been successful in achieving compliance 
with State/ Federal regulations, primarily in Medicaid eligibility and work requirements. He has worked with 
multiple states as part of their Digital Transformation journey – focusing on solving complex business 
problems using technology as an enabler to improve customer satisfaction. His experience includes full 
lifecycle project planning, costing, benchmarking, and automation. He has experience working with HHS clients 
in modernizing their systems using modern technologies like Salesforce, Mobile and Cloud. 

Project Role 

Vivek will serve as the Project Executive. His extensive experience in implementing and modernizing HHS 
systems and implementing federal policies around work requirements and Medicaid community engagement 
will be used to develop high quality client deliverables and enhance overall client satisfaction. He has authority 
and ability to make management decisions regarding the project and contract and to commit the firm in 
financial, resource allocation and other project matters and serves as the senior Deloitte leadership executive 
for the project. 

Summary of Community Engagement Experience 

Vivek has been implementing work program solutions for State governments since 1996 with the very first 
implementation of work requirements in public assistance in Wisconsin. Since then, Vivek has helped New 
Hampshire, Texas, Massachusetts, and Kentucky implement work program solutions. Vivek is leading the 
effort for an integrated community engagement and work program solution in Kentucky. Vivek brings 
innovative ideas in work program requirements and community engagement that will be essential to Arizona 
WorkPath success. 

Summary of Integrated Eligibility 

Vivek has helped State governments in Kentucky, Massachusetts, Texas, and Indiana deliver quality HHS 
systems. He has successfully configured the nation’s first cloud-based Medicaid Community Engagement and 
Workforce Case Management solution at Commonwealth of Kentucky. Vivek has extensive implementation 
experience in leading complex on-premise, cloud-based and mobile solution delivery. He specializes in Case 
Management solutions in Work Requirements, Community Engagement, Workforce Case Management, and 
Integrated Eligibility. Finally, Vivek has demonstrated management skills for adapting to evolving project 
needs while managing impacts to scope, quality, time and cost. 

Representative Client Experience 

 Commonwealth of Kentucky 
 State of Georgia 
 State of Indiana 
 Commonwealth of Massachusetts 
 State of Texas 
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KEY PERSONNEL 

 

Vishnu Gautam 
Project Manager 
Phone: +1-502-234-4333 
Email: vgautam@deloitte.com 

Meet Vishnu 

Vishnu has over 16 years of experience in software delivery and project management of large-scale 
information systems projects. Vishnu has been delivering large, complex system implementations for HHS 
clients for 11 years and has been successful in achieving compliance with State/Federal regulations. He has 
deep expertise in building and delivering large-scale systems on a variety of platforms including Salesforce, 
.NET and Java. 

Project Role 

Vishnu will serve as the Deloitte project manager. He will be responsible for the overall project delivery 
including design, development, and testing activities. He will provide day-today management of the Project 
including overall performance and contract compliance. 

Summary of Community Engagement Experience 

Vishnu has deep knowledge and experience in implementing work programs solutions. He has been 
successfully implementing TANF and SNAP work program for states since 2011. Vishnu is leading Kentucky 
Enterprise Engagement Suite (KEES) for Commonwealth of Kentucky as a part of 1115 Waiver 
implementation. KEES is live in production with SNAP and Medicaid work programs. 

Summary of Integrated Eligibility 

 Vishnu has helped state governments in Kentucky, Montana and Tennessee deliver quality HHS systems. 
 Vishnu has extensive implementation experience in leading complex cloud-based and on-premise solution 

delivery. He specializes in Integrated Eligibility and Child Welfare system delivery. 
 Program Experience: Medicaid, SNAP, TANF and Child Care  

Representative Client Experience 

 Commonwealth of Kentucky 
 State of Montana 
 State of Tennessee 
 FDIC 

 

KEY PERSONNEL 

 

Dishant Shah 
Functional Lead 
Phone: +1-678-299-9379  
Email: dishshah@deloitte.com 

Meet Dishant 

Dishant has over 6 years of IT experience in delivering HHS systems. He has been responsible of creating 
functional design, converting business requirements/state policies into technology solutions. Dishant has 
worked on several workstreams of Integrated Eligibility Solutions. He has led the functional design and 
implementation for Work Requirement solution in Salesforce platform. 

Project Role 

Dishant will serve as the functional design lead for the project. He will leverage his expertise in Work 
requirement policies and processes to best meet client expectation. 
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KEY PERSONNEL 

Summary of Community Engagement Experience 

Dishant has helped State of Kentucky to deliver salesforce-based Work Requirement solution for SNAP (Food 
Assistance) and Medicaid programs. He has successfully designed and implemented integrations of Work 
requirement solution with integrated eligibility solution and other external parties. He specializes in 
understanding the Work requirement related policies for SNAP, TNAF, Medicaid and design solutions to 
successfully implement the same. 

Summary of Integrated Eligibility 

Dishant has been integral part of functional design and development team for the Integrated Eligibility and 
enrollment solution for the State of Kentucky. 

Representative Client Experience 

 Commonwealth of Kentucky 

 

KEY PERSONNEL 

 

Rahuman Abdullah 
Technical Architect 
Phone: +1-404-202-3599 
Email: rahumanabdullah@deloitte.com 

Meet Rahuman 

Rahuman Abdullah is a manager with over 14 years of experience in managing, architecting and implementing 
end-to-end digital transformation solutions for state government clients to improve citizen engagement and 
outcomes in Health and Human Services. He has worked on several significant eligibility automation projects in 
the State of Kentucky, Colorado, Tennessee, Massachusetts and child welfare project in Delaware. With project 
experiences in all phases of system development that is relevant to the state government projects, Rahuman 
understands the significance of service quality as well as project communication and transparency. His 
experience in managing large scale public assistance projects involving multiple agency stakeholders and 
system interfaces means Rahuman is well suited to take on your business challenges. 
Rahuman has extensive experience in implementing systems using Salesforce Service Cloud, Lightning 
Platform, Lightning Communities, MuleSoft, BizTalk, IBM middleware technologies, Oracle, SQL server 
databases.  
He has performed as Technical Lead, Solution Architect and Technical Architect on several large-scale 
implementation systems throughout his career. 
Project Role 

Rahuman will serve as Technical Architect. His extensive experience in architecting, implementing and 
modernizing HHS systems will be leveraged to successfully deliver WorkPath solution to the State of Arizona. 
He will perform project development strategy, solution architecture design, assessment, quality assurance 
planning and implementation. 

Summary of Community Engagement Experience 

Rahuman has architected and implemented Waiver 1115 Program Work Requirement solution at the 
Commonwealth of Kentucky. His solid background and knowledge in integrated eligibility systems benefitted in 
understanding of Work Requirement policies and transforming them into scalable and extensible cloud-based 
solution with high efficiency. 

Summary of Integrated Eligibility 

Rahuman has architected and implemented end-to-end digital transformation solutions for state government 
clients to improve citizen engagement and outcomes in Health and Human Services. He has worked on several 
significant eligibility automation projects in the Commonwealth of Kentucky, Colorado, Tennessee, 
Massachusetts and child welfare project in Delaware. He is specialized in integrated case management systems 
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KEY PERSONNEL 
– in Health and Human Services delivering cloud solution using Salesforce Service Cloud, Lightning Platform 
and Lightning Communities. 
Program experience: SNAP, TANF, Medicaid 

Representative Client Experience 

 Commonwealth of Kentucky 
 State of Delaware 
 State of Colorado 
 State of Tennessee 
 Commonwealth of Massachusetts 
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7.0 Pricing Schedule 
 

 

 

OFFEROR NAME:

Description One Time Costs Year 1 Costs

Software Costs  $       30,250.00  $  1,676,924.71 

Implementation Costs  $  5,605,726.00  na 

 $  5,635,976.00  $  1,676,924.71 

Cost of Ownership: 7,312,900.71$   

SOLICITATION #  YH19-0028

AHCCCS WORKS PORTAL

ATTACHMENT A: PRICING PROPOSAL WORKSHEET

Total System Cost Summaries

This will be the Total Cost Summaries from each of the Tabs in this 
spreadsheet

Deloitte Consulting LLP
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Provide a line item for all software costs of the proposed solution (if applicable).

Description Qty Unit Cost
Total One 
Time Cost

Yearly 
Maintenance 

Cost

Salesforce - Lightning Platform Plus - Unlimited Edition 1030 -$               520,603.20$     

Salesforce - Lightning Platform Plus - Unlimited Edition (Restricted use) 150 -$               75,816.00$       

Salesforce - Customer Community - Unlimited Edition - Logins 500001 -$               388,800.78$     

Salesforce - Platform Encryption 1 -$               142,273.45$     

Salesforce - Einstein Analytics Plus 0 Unlimited Edition (No Third Terms) 20 -$               22,939.20$       

Salesforce - Courtesy Administrators for Premier + Success- Unlimited Edition 1 -$               -$                  

Salesforce - Government Cloud Premier+ Success Plan (UE) 1 -$               110,076.84$     

Salesforce - Customer Community Plus - Unlimited Edition- Members 5001 -$               82,636.52$       

Salesforce - Lightning Platform- Unlimited Edition .(Administrator) 19 -$               9,972.72$         

Appinium ViewTrac - Administrators 50 80.00$           -$               4,000.00$         

Appinium ViewTrac - Non-Administrators Up to 400,000 Logins per month 1 60,000.00$    8,000.00$      60,000.00$       

JIRA 100 -$               8,400.00$         

Box - Box Enterprise 1025 -$               172,200.00$     

Box - For Salesforce 1 -$               700.00$            

Box - Smart Start Plus 1 -$               8,750.00$         

JAMA (10 creator, unlimited collaborators and reviewers) 1 22,250.00$    44,360.00$       

Google Place/Google Maps (3.6m API requests/month) 1 -$               15,396.00$       

Medallia 2 -$               10,000.00$       

Total Subscription Pricing (if applicable) 30,250.00$    1,676,924.71$  

Hosting Fees (if applicable) -$               -$                  

License Fees (if applicable) -$               -$                  

Other -$               -$                  

Total Cost: 30,250.00$    1,676,924.71$  

SOFTWARE PRICING

SOLICITATION #  YH19-0028

AHCCCS WORKS PORTAL
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Provide a line item for all implementation costs.

Description COST Duration (days)

Process Analysis and System Requirements 488,741.28$            30 30

System Design 1,466,223.83$         90 120

System Development 1,466,223.83$         90 210

State Integration Testing and Evaluation 1,466,223.83$         90 300

Implementation 162,913.76$            10 310

Go Live -$                         0 310

Post Implementation Support 505,399.49$            90 400

Security - Third Party Assessment 50,000.00$              

-$                         

-$                         

-$                         

Total Cost: 5,605,726.00$         

Total Project 
Run

SOLICITATION #  YH19-0028

AHCCCS WORKS PORTAL

IMPLEMENTATION PRICING



Arizona Health Care Cost Containment System  
AHCCCS Works Portal 
Request for Proposal (RFP): YH19-0028 

Deloitte                                                                                                                                                      Page 48 | 53 

 

 

Deliverable # of Staff & Titles Hourly Rate # of Hours
1.     Business process analysis and system requirements document (Deliverable 
within 30 days from contract start date) 162 3012
a.     Baseline Review (includes Project Start-Up along with Administrative and 
Baseline Reviews) 162 301

b.    System Security Assessment 162 602

c.     Data/System Security Plan 162 602

d.    Data Use/Exchange Interconnection Security Agreement 162 602

e.     Risk Assessment Plan 162 301
f.     Complete Privacy Impact Analysis (PIA), System Security Plan (SSP) and 
Information Security Risk Assessment (ISRA) 162 602

2.     System Design (Deliverable 90 days from System Requirements Document 
Acceptance) 162 9036

a.     Interface Design/Control document. 162 904

b.    Architecture walkthrough and requirements analysis 162 904

c.     Database design 162 904

d.    Detailed Design Review (includes Preliminary and Detailed Design Reviews)   
162 5422

e.     Final Detailed Design Review 162 904

3.      Development (Deliverable 90 days from Design Review Acceptance) 162 9036
a.     Portals, for state worker access, customer enrollment/registration and 
reporting 162 7681

b.    User training plan (knowledge transfer, desktop manuals, on-site training) 162 452

c.     Contingency Plan/Recovery Plan 162 904

4.     Testing and Evaluation (Deliverable 90 days from Design Review 
Acceptance) 162 9036
a.     Test plan for functional, integration, system, regression and user acceptance 
testing 162 7229

b.    Validation of test reporting 162 904

c.     Error reporting and remediation planning for test stages 162 904

5.     Implementation (Deliverable 10 days from Integrated Testing Acceptance) 162 1004

a.     Implementation/Roll out plan to include dashboard reporting. 162 602

b.    Validated of production reports 162 201

c.     Ongoing error reporting 162 100

d.    SLA agreements 162 100

6.     Post Implementation (Deliverable 90 days from Integrated Testing 
Acceptance) 162 3115

a.    Post implementation documentation delivery 162 1246

b.     Post implementation support/maintenance plan 162 1246

c.    Error reporting and remediation planning 162 623

Total 34240

SOLICITATION #  YH19-0028
AHCCCS Works Portal

IMPLEMENTATION DELIVERABLES
The primary project deliverable for Implementation will be a completed AHCCCS Works Portal that includes the following. Please complete all columns of this attachment and submit 

with response.

1 Project Manager, 1 Technical Leads, 1 Functional Lead, 1 

Functional Analyst, 1 PMO Analyst, 1 Tech Architech,  1 Sr. 

Salesforce Developer, 1 Sr. Integration Developer, 1 Salesforce 

Developer, 1 Integration Developers, 2 Testing Analyst

1 Project Manager,  1 Functional Lead, 1 Functional Analyst, 1 

PMO Analyst, 1 Salesforce Developer,2 Integration Developers, 2 

Testing Analyst

1 Project Manager, 2 Technical Leads, 1 Functional Lead, 2 

Functional Analyst, 1 PMO Analyst

1 Project Manager, 2 Technical Leads, 1 Functional Lead, 2 

Functional Analyst, 1 PMO Analyst, 1 Tech Architech,  2 Sr. 

Salesforce Developer, 1 Sr. Integration Developer, 2 Salesforce 

Developer, 2 Integration Developers

1 Project Manager, 2 Technical Leads, 1 Functional Lead, 2 

Functional Analyst, 1 PMO Analyst

1 Project Manager, 1 Technical Leads, 1 Functional Lead, 2 

Functional Analyst, 1 PMO Analyst, 1 Tech Architech,  1 Sr. 

Salesforce Developer, 1 Sr. Integration Developer, 1 Salesforce 

Developer, 2 Integration Developers, 1 Testing Lead, 3 Testing 

Analyst
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8.0 Statement of Intent to provide Certificate of Insurance 
Offeror will submit to AHCCCS for review and acceptance, the applicable certificate/s of insurance in accordance 
with the insurance requirements as negotiated by the parties, within five (5) business days of such 
notification. Although we agree in principal to the insurance requirements, we may require certain changes to 
these requirements to make such requirements consistent with the insurance that we maintain, which we believe 
is consistent with insurance maintained by other large professional services firms. 
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9.0 Detailed Legal Analysis 
Deloitte has no information that we wish to disclose in a confidential manner at this time. 
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Appendix: Additional Information 
Company Overview  
Deloitte LLP and its subsidiaries have nearly 95,000 professionals working in four service areas — audit, advisory, 
tax and consulting — but our real strength comes from combining the talents of those groups to address clients’ 
business needs. Deloitte LLP is the member firm of Deloitte Touche Tohmatsu Limited (DTTL), with almost 286,000 
people worldwide. Like DTTL, Deloitte LLP does not provide services to clients. Instead, services are primarily 
provided by these subsidiaries of Deloitte LLP (also known as the “Deloitte U.S. Firms”), including: 

 Deloitte & Touche LLP 
 Deloitte Consulting LLP 
 Deloitte Financial Advisory Services LLP 
 Deloitte Tax LLP 
 Deloitte Transactions and Business Analytics LLP 

Deloitte USA LLP, Deloitte LLP, and the subsidiaries of Deloitte LLP are each separate and distinct legal entities. 
Each of the subsidiaries listed above is organized under Delaware law, is separately capitalized, has its own 
Chairman, CEO, and Board of Directors, and provides a distinct array of services.  

Deloitte Consulting LLP provides consulting services in six areas for thousands of clients: Core Business 
Operations, Customer & Marketing, Enterprise Operations, Human Capital, M&A, and Strategy & Analytics. We 
have dedicated industry practices serving clients across the following sectors: Consumer; Energy, Resources & 
Industrials; Financial Services; Government & Public Services; Life Sciences & Heath Care; and Technology, Media 
& Telecom. 

 

Deloitte LLP

Core Business Operations
• Ops Transformation
• Cloud Engineering
• Systems Engineering
• Sector Packages
Customer & Marketing
• Customer Strategy & 

Applied Design
• Advertising, Marketing & 

Commerce
• Commercial Excellence 

& Experience
Enterprise Operations
• Finance & Enterprise 

Performance
• Supply Chain Networks
• Enterprise Technology
• SAP / Oracle / ERP SaaS
Human Capital
• HR Transformation
• Organization 

Transformation
• Workforce 

Transformation
Strategy & Analytics
• Strategy
• Analytics & Cognitive
Mergers & Acquisitions

Deloitte Consulting LLP

• Business Tax Services
• Global Employer Services
• Global Investment & 

Innovation Incentives
• International Tax Services
• Transfer Pricing
• Indirect Tax
• Multistate Tax Services
• Tax Management 

Consulting 
• Mergers and Acquisitions 
• Private Wealth

Deloitte Tax LLP

• Financial Statement
• Internal Control Audit
• Assurance Services

Deloitte & Touche LLP

• Assurance & Internal Audit
• Cyber Risk
• Financial Risk, 

Transactions & 
Restructuring**

• Forensic
• Regulatory & Operational 

Risk
• Risk Intelligence

Deloitte Advisory*

(The Deloitte US Firms 
organization)

Technology, 
Media & 

Telecomm

Life Sciences 
& 

Health Care

Financial 
Services

Energy, 
Resources 

& 
Industrials

Consumer
Gov’t & 
Public 

Services

* Encompasses Deloitte & Touche LLP, Deloitte Financial Advisory Services LLP, Deloitte 
Transactions and Business Analytics LLP

Industries

O
ff

er
in

g
s
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Meeting client needs with holistic solutions 
We distinguish ourselves from other consulting organizations through our tight linkage between business 
initiatives and enabling IT capabilities, our relentless focus on tangible business value and benefit realization, and 
our understanding that it takes much more than technology to deliver technical solutions effectively. Unlike a 
pure technology provider, we bring high-quality consulting, risk assurance, audit, tax, financial advisory services 
and a multidisciplinary approach that provides a broad business perspective and sensitivity to risk. We are one of 
the only professional services providers capable of accessing the insights from our various businesses and 
practices under one umbrella. This allows us to respond to our clients’ needs with holistic solutions that drive 
value across their organizations. 

Deloitte professionals help clients identify and solve their most significant information and technological 
challenges. We provide advisory through end-to-end implementation services and outsourcing services. We are 
recognized in the marketplace for our strong capabilities across the spectrum. 

By combining our technical capabilities with our industry competencies, we create exceptional market offerings 
to solve our clients’ business issues. We have long-term alliances with many of the world’s leading IT companies, 
allowing us to understand solution alternatives and to objectively recommend and support the most appropriate 
solution for our clients. By leveraging these elements, we help our clients convert leading-edge ideas into tangible 
results. 

We invested in the state of Arizona 

 Over 400 Deloitte professionals living and working in the state 
 Ongoing projects, alumni activity, and relationships with Arizona State University and the University of 

Arizona 

Strong community involvement 
Deloitte representation on the following Arizona Nonprofit Boards of Directors: 

 AZ Tax Research Association 
 AZ Women’s Employment and Education 
 AZ State University School of Accountancy Advisory Board 
 AZ State University WP Carey School of Business Dean’s Council 
 Boys & Girls Club of Metro Phoenix 
 Fiesta Bowl Organization 
 Fresh State Women’s Foundation 
 Grand Canyon University College of Business Advisory Board 
 Great Phoenix Economic Council 
 Greater Phoenix Leadership 
 Junior Achievement of Arizona 
 Junior League of Phoenix 
 Keystone Montessori School 
 Make-A-Wish Foundation 
 Phoenix Zoo’s Wildest Club in Town 
 Special Olympics Arizona 
 St. Mary’s Food Bank Alliance 
 Phoenix Suns Charities 88 
 Thunderbird Charities 
 University of Arizona Eller College of Management 
 Valley of the Sun United Way 
 YMCA Chandler Gilbert Ranch 

Community service events 
Deloitte has participated in the following recent Arizona events: 

 American Cancer Society – Climb to Conquer Cancer, Relay for Life 
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 Child Crisis Arizona – Holiday “Adopt-A-Family” 
 Feed My Starving Children – Packing boxes of food 
 Ignacio Conchos Elementary School – Virtual tutoring 
 Junior Achievement of Arizona – Hula Bowl 
 Pat Tillman Foundation – Pat’s Run 
 Phoenix Zoo – Rendez Zoo 
 Ryan House - Hike 
 St. Mary’s Food Bank – Packaging boxes of food 
 St. Vincent de Paul – Serving meals 
 Special Olympics Arizona – Breakfast with Champions, Unified Field Day 
 UMOM New Day Centers – Reading to homeless 
 Valley of the Sun United Way Campaign – Day of Action – School Readiness Kits 
 Vello – Online tutoring 
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