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PROPOSER INFORMATION 
 
Proposer Name: Creative Information Technology, Inc. (CITI) 
 
Authorized Representative Name & Title:  Mihir Kurane, Account Manager-State & Local Business Unit 
 
Address: 7799 Leesburg Pike, Suite 500 N., Falls Church VA 22043 
 
Telephone: 571 426 2042    
 
Email: mkurane@citi-us.com  
 
Website: www.citi-us.com 
 

Legal Status:  ☒ For-Profit Corp. ☐ Nonprofit Corp.  ☐Sole Proprietor  ☐Partnership  
 
Date Incorporated: August 15, 1996 
  
How did you hear about this RFP? CITI retrieved this RFP from the Allegheny County Department of 
Human Services (DHS) solicitations portal  at www.allgeghenycounty.us/human-
services/resources/doing -business/solicitations 
 
REQUIRED CONTACTS 
 

 Name Phone Email 

Chief Executive Officer State 
and Local Business Unit  

Shashi Roy (571) 484-1050 sroy@citi-us.com 

Contract Processing Contact Melanie Foss (703) 483-4383 mfoss@citi-us.com 

Chief Information Officer Kirk Lonbom, CIO S&L (217) 622-8557 klonbom@citi-us.com 

Chief Financial Officer / 
Group President/CEO 

Sunil Kolhekar (703) 483-4340 skolhekar@citi-us.com 

MPER Contact* Mihir Kurane (571) 426-2042 mkurane@citi-us.com 

* MPER is DHS’s provider and contract management system. Please list an administrative contract to 
update and manage this system for your agency.   
 
BOARD INFORMATION 
 
Provide a list of your board members as an attachment or in the space below. 
Sunil Kolhekar – Group President/CEO 
Alankar Joshi – Executive Vice President 
Bill Thomas – Director 
Aditya Kolhekar – Director 
Namita Joshi - Director 
 
Board Chairperson Name & Title: Sunil Kolhekar, Group President / Chief Executive Officer 

mailto:mkurane@citi-us.com
http://www.alleghenycounty.us/Human-Services/Resources/Doing-Business/Data-Processing/MPER.aspx
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Board Chairperson Address: 7799 Leesburg Pike, Suite 500 N., Falls Church VA 22043 
 
Board Chairperson Telephone: (703) 483-4340 
 
Board Chairperson Email: skolhekar@citi-us.com  
 
 
REFERENCES 
 
Provide the name, affiliation and contact information [include email address and telephone number] for 
three references who are able to address relevant experience with your organization.  
Please do not use employees of the Allegheny County Department of Human Services as references. 
CITI Response: 

Name Michael Asihene Mihir Desai Hal Baker 

Agency County of Fairfax, Virginia, 
Department of Family Services 
(DFS), Office for Children (OFC) 

ChainDrugStore/PharmacyFocus.
com 

WellSpan Health – 
Pennsylvania 

Affiliatio
n  

Project Manager Chief Information Officer Chief Information 
Officer 

Email  Michael.Asihene@fairfaxcounty.
gov 

Mdesai@pharmacyfocus.com rbaker@wellspan.
org 

Phone  703-324-8115 703-837-8339 717-812-7850 

 
 
PROPOSAL INFORMATION 
 
Date Submitted 4/17/2019 
 
Amount Requested: CITI is proposing two(2) options for costing as detailed in the attached document. 
The costing and 5 year cost of ownership is for 1. On Premise, and 2. Software as a Service (SaaS). 
 
Proposal Abstract: 
Please provide a brief summary of your proposal that is at most 750 characters. 
CITI proposes our Eligibility Benefit Management System (EBMS) Platform to implement the CMIS System 
that will meet all requirements and use cases of Allegheny County DHS. EBMS will empower DHS with a 
comprehensive, modular solution and establish an agile, scalable and modernized framework which will 
rapidly address evolving business needs. Built on the core principles of data integrity, modularity, 
interoperability and mobility, EBMS provides a configurable framework with robust integration 
capabilities that can support DHS’ client management programs for years to come. CITI’s domain expertise 
and demonstrated success providing social services solutions combined with the futureproof technology 
and capabilities of EBMS will provide DHS with the solution that will drive operational efficiencies, better 
decisions making and improved client centric outcomes. 
 
CERTIFICATION 

mailto:skolhekar@citi-us.com
mailto:Mdesai@pharmacyfocus.com
mailto:rbaker@wellspan.org
mailto:rbaker@wellspan.org
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Please check the following before submitting your Proposal, as applicable: 
 

☒ I have read the standard County terms and conditions for County contracts and the requirements for 
DHS Cyber Security, EEOC/Non-Discrimination and HIPAA. 
 

☒ By submitting this proposal, I certify and represent to the County that all submitted materials are 
true and accurate, and that I have not offered, conferred or agreed to confer any pecuniary benefit or 
other thing of value for the receipt of special treatment, advantaged information, recipient’s decision, 
opinion, recommendation, vote or any other exercise of discretion concerning this RFP. 
 
ATTACHMENTS 
 
Please submit the following attachments with your Response Form. These can be found at 
http://www.alleghenycounty.us/dhs/solicitations.  

• MWDBE documents  

• Allegheny County Vendor Creation Form  

• 3 years of audited financial reports 

• W-9  

• Screen shots or other visual aids as needed   

http://www.alleghenycounty.us/dhs/solicitations
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REQUIREMENTS 
 
Please respond to the following. The maximum score a Proposal can receive is 140 points. Your response 
to this section should not exceed 35 pages. You may attach screen shots or other visual aids as needed. 
These will not count toward the page limit. 
 
Qualifications and Experience (20 points) 
 
1. Describe how you have assisted other clients with assessing the best way to implement, measure, 

manage changes to, and achieve business objectives via the proposed Solution, especially human 
services agencies and/or other public sector clients.  
CITI Response:  
✓ Assessment ✓ Implementation ✓ Measurement 
✓ Measurement ✓ Achievement of 

Business Objectives 
✓ Assisting Other 

Clients 
 
CITI has extensive experience in the achievement of business objectives for human services and public 
sector agencies through the successful implementation of the Eligibility Benefit Management System 
(EBMS) and technology services delivery expertise. CITI’s holistic business and technical stakeholder 
focused and client-centric approach has driven transformational improvements in health and human 
services delivery and business outcomes. CITI ensures achievement of measurable, metrics driven 
outcomes in line with our clients’ technology vision, direction and desired operational models, while 
ensuring sustainable, value-increasing business improvement through proactive organizational 
change management. 
 
Assessment – CITI maintains a focus on true-business outcome improvement through the application 
of technology and organization change management. Through best-in-class project planning, CITI 
involves all critical stakeholders in defining “success” in measurable metrics. Certified as a Capability 
Maturity Model Integration for Development (CMMI-DEV) Level 4 provider, CITI utilizes 
Organizational Process Performance (OPP) disciplines to establish quality and performance objectives. 
CITI further brings subject matter experts, including former practitioners, to establish and maintain a 
true connection with program personnel and ensure focus on true business outcomes.  
 
Implementation 
CITI ensures successful delivery of transformational solutions through an agile implementation 
methodology.  CITI’s agile process is an expression of the software industry’s best practices and allows 
CITI to accelerate the delivery of initial business value, and through a process of continuous planning 
and feedback, allows us to ensure that value is continuing to be maximized throughout the 
development process with our clients. Agile development will also assist in achieving DHS’s goal to 
implement a modular, scalable framework and provide continuous value through delivery of workable 
software components in increments.   
CITI utilizes Quantitative Project Management (QPM), an additional CMMI discipline, to establish 
objectives and quality measurement. Coupled with CITI’s cadre of certified Project Management 
Professionals (PMP) and business-focused approach, CITI will work collectively with DHS establish the 
plan which will bring measurable business value in the most timely and economical manner. 
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Measurement 
CITI utilizes a disciplined Measurement and Analysis (MA) process to enable fact-based decision 
making for both project and system performance but importantly, to measure the achievement of 
targeted business outcomes. CITI works closely with its clients to define measurement objectives, 
identify the measures, ensure the collection of accurate data, analyze the data with a metrics-based 
approach, and ensure ongoing communication and adjustment.  
 
Manage Changes 
CITI focuses on three key areas of change management; project change management, technology 
change management and organizational change management.  Project change management is 
successfully accomplished through the establishment of project change processes at project 
inception. The client- approved project change process is documented in the overall project and this 
plan includes the identification of roles, responsibilities, processes and importantly, the decision-
making change governance board. The measurement of project objectives, schedule, cost and scope 
is facilitated through the MA process, and any changes are approved by the client’s representative(s). 
Technology change management during the project phase is handled as part of project scope change 
management. For post-implementation change management, the client and CITI establish change 
management priorities and processes. The highly configurable EBMS empowers our clients to own 
and manage most applicable changes without the need for CITI involvement. For platform 
functionality (if needed), CITI follows a quarterly release schedule, with proactive communication with 
the client throughout.  
 
Business improvements that drive outcomes require various levels of organizational change 
management. The implementation of EBMS provides DHS with the unique opportunity to drive 
process improvement through this technology implementation. CITI has assisted other clients in the 
area by bringing subject matter experts and social service business analysis veterans to ensure the 
most effective use of the platform’s capabilities to streamline, automate and improve the core 
processes of referral, intake, assessment, client management, service planning, service provisioning 
and discharge/case closing.  
 
Training is also provided across stakeholder groups to ensure the most effective use and adoption of 
the technology, provide for transition of operations to IT staff and ensure sustainability by establishing 
an organizational training capability. Smooth and efficient transition to operations is facilitated by 
involving agency IT personnel throughout the project as integrated members of agile teams, 
supplemented by training which provides an effective and confident transition of solution support of 
that the agency wishes to absorb. 
 
Achievement of Business Objectives 
EBMS was designed specifically to address the business objectives of health and human services 
programs. As evidenced below, CITI works with our clients at project inception and throughout the 
lifecycle of EBMS implementation (and post deployment as desired by our clients) to identify and fully 
define desired business outcomes. CITI brings subject matter experts with decades of experience in 
performance management to fully uncover potential business value. CITI will facilitate communication 
across all stakeholder groups to further define DHS’s desired outcomes to: 1) reduce administrative 
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burdens on DHS staff and providers, 2) enrich the experience of client and DHS service capabilities, 3) 
empower programs and providers in improve quality and approaches through data-informed decision 
making, 4) reduce IT costs, 5) enable rapid IT process changes, 6) provide for programmatic growth 
and expansion, and 7) ensure IT investments support business objectives at a reasonable IT cost.  

 
Assisting Other Clients 
Fairfax County, Virginia Client Management System (Public Sector Human Services Agency)  
Population - 1.148 million, 1,500 Providers 
 Business Outcomes  

• Improved case worker efficiencies through end-to-end business automation 

• Reduced case workloads with automated and value-driven automated and adaptable 
workflows 

• Improved focus on the client through reduction of manual processes 

• Real time information and decision-making improvement through mobile application 

• Faster, more accurate reimbursements through integration with external systems  
Business Outcomes Measurement and Sustained Operational Change 

• $2.5 million monthly reimbursements with zero error rate 

• 100% usage rate of mobile solution by case workers 

• • Fully automated services ecosystem 
CITI brings the experience of working with Fairfax County, Virginia Department of Family Services in 
implementing a similar end-to-end client management system, namely the Child Care Management 
System (CCMS), implemented on the EBMS platform. CCMS is a client and case management system 
that automates the complete lifecycle of a large child care subsidy program and is built leveraging vast 
domain experience from Case Managers and Providers. Built on the technology-solid EBMS platform, 
CCMS automates key workflows, reduces case workloads and improves overall case worker 
efficiencies. CCMS leverages secure enterprise mobility to enable case workers to conduct inspections 
in real time. Our mobility approach has resulted in a 100% usage rate by field personnel. This allows 
the case workers to spend more time focusing on clients by reducing administrative burdens. CCMS 
also enables overall improvement of the quality of the providers and helps the agency comply with 
state and federal guidelines and requirements, including federal block grant requirements. CCMS, 
powered by EBMS, is allowing Fairfax County to realize their mission to provide better services to 
support, promote, and provide safe, quality child care for families in need. (see Attachment 1) 
 
Montgomery County, Maryland Enterprise Level Client Management System (Public Sector Human 
Services Agency) Population -  1.059 million, 97,000 clients, multiple social services programs. 
Business Outcomes  

• Improved continuity of care across programs through a fully integrated health and human 
services information system 

• Improved care and services decisions due to immediate access to concurrent case activity 
information across multiple programs 

• Increased revenue due to improved billing practices 

• More focused service provisioning due to reduction of manual processes and redundant 
data entry 
 

Business Outcomes Measurement and Sustained Operational Change 
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• One-time data entry across approximately 80 programs 

• $2.5 million in increased revenue 

• 1 in 10 Montgomery County residents served through an integrated, comprehensive system 
 
CITI supports the Montgomery County Enterprise Integrated Case Management (eICM), which is one 
of the country’s first fully integrated health and human services information systems. The eICM 
enables staff to access centralized client records, comprehensive service delivery history and 
concurrent case activity information to improve outcomes of the families the county serves. The eICM 
provides Montgomery County’s Department of Health and Human Services real-time information to 
serve 97,000+ active clients and families. It also supports several of the County’s cross departmental 
service areas including: 
• Aging and Disability Services;  
• Behavioral Health and Crisis Services;  
• Children, Youth, and Family Services;  
• Public Health Services; and Special Needs Housing 
 
State of Michigan Department of Health and Human Services MISACWIS Child Welfare System 
(Public Sector Human Services Agency) Population – 9.96 million, 6,000 caseworkers,  
Full SDLC Governance, program operations and improvement 
CITI is driving operational efficiencies, ongoing improvement and full solution governance for the 
State of Michigan’s child welfare MISACWIS system, which further demonstrates CITI’s experience in   
assessing needs and identifying and implementing the best technology, processes and procedures to 
achieve our client’s business objectives through technology governance, solutions and services.  
 
Additional Public Sector and Human Services Experience - Extensive Federal, State, County, 
Municipal solution and services delivery, best-in-class certifications  
CITI has been providing innovative solutions and services to U.S. Federal, State and Local 
government agencies since 1996 solving complex IT challenges and delivering effective solutions 
similar to the needs and requirements of DHS. Our CMMI Level 4, ISO 20000 and ISO 27001 
certifications have ensured a track record of excellent customer satisfaction and on-time, on-scope 
and on-budget project successes. (see Attachment 2) 

Functional Requirements (40 points) 
 
2. Describe your capacity and capability to provide a Solution that flexibly supports the Core Features 

(Referral, Intake, etc.) 
CITI Response Contents 
 

✓ Solution Supports All Core 
Features, Requirements, Use 
Cases and Core Flows  

✓ Direct Alignment to DHS 
Requirements 

✓ Core Features Overview 

✓ Capacity and Capability  ✓ Usability/Functionality ✓ Integration and Configuration 

✓ Data Quality and Reporting ✓ Documentation and Support 
✓ Functional Requirements and 

Core Work Flows 
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The Solution – Eligibility Benefit Management System (EBMS) 
EBMS Flexibly Supports All DHS Core Features, Requirements, Use Cases and Core Flows 

 
EBMS is a comprehensive client and case management platform that can addresses myriad Health and 
Human Services (HHS) programs which serve clients ranging from persons with special needs, children 
and families, teens and young adults, adults and older adults. EBMS was designed specifically to improve 
the management of all key and supporting social services processes for programs including child welfare, 
child care subsidy, education and assistance programs, juvenile services, adult services and other 
programs. EBMS provides efficient and effective end-to-end client management capabilities in support of 
the entire portfolio of HHS programs and the supporting processes including referral, intake, assessment, 
client and provider management, service planning, services provisioning and case resolution. Built on 
robust and a “future proof” technology and developed through a user and client centric lens, EBMS’ design 
provides for complete flexibility in the rapid configuration of business process automation in support of 
diverse and often dynamic program requirements and changing client needs. 

 
Figure 1 -  EBMS Drives Improvement Across Health and Human Services 

As an enterprise-level case and client management platform, EBMS hosts an entire portfolio of completely 
modular and easily configurable solutions designed to meet the various, unique business needs of HHS 
programs and service provision. EBMS is built on a foundation of cutting-edge technology and human 
centered design through solid customer engagement and subject matter expertise.  EBMS is built on pillars 
of continuous innovation providing efficiency, flexibility, data quality and cost savings.  EBMS exceeds the 
basic functionality and features that are found in the more generic, commercial platforms through its 
specific focus on HHS features and functionality, with advanced features that have been developed to 
drive business process improvement, information sharing, data quality and rapid, data-informed decision 
making. The EBMS Platform comes prebuilt with rapidly configurable functionality that can empower DHS 
to begin realizing business outcomes in a very short time and drive continuous, iterative improvements. 

 

EBMS is CITI’s enterprise health and human services  case management platform designed 

specifically to cater to various Health and Human Services Programs 
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Integration with other platforms, if desired, is also rapidly facilitated due to EBMS’ modular design and 
robust integration capabilities. 
The EBMS platform is a best-fit enabler to accelerate the achievement of DHS’s business and technology 
goals. EBMS provides enterprise-level scalability and performance as well as extremely flexible 
configurability while being driven by a simplified and extremely intuitive UI. EBMS will provide DHS with 
the most rapidly deployable solution with the agile configurability and modularity to address specific 
program needs at a reasonable cost.  
EBMS Directly Aligns with DHS Core Features and Processes  
The deployment-ready client and case management features and functions of EBMS directly align with 
the core features required by DHS. Implementing EBMS will allow DHS to quickly leverage and rapidly 
drive program improvements and goals. EBMS provides all of the required functionality of each of the 
core features and processes supplemented with value-add, business improvement features in a highly 
configurable platform. EBMS will provide DHS with the most feature-rich, cost-effective modular and 
configurable solution and accelerate business outcomes.  
 
The following is a graphical overview of the mapping of the Core and Supporting features requested in 
the solicitation with the prebuilt modules of the EBMS platform. The modules can be rapidly configured 
to map to the requirements in detailed RFP in sections 2.1 through 2.4 and 3.0 through 3.13. It is important 
to recognize that EBMS has all of the core features/CMIS functionality already deliverable as modules, 
with each module containing specific business processes and interactions between staff and/or 
contracted service providers and the client. These modules are flexible to provide for expandability in line 
with a collaborative, iterative discovery and implementation.  
As depicted in Figure 2 below (DHS Functional requirements mapped to EBMS Core Modules) EBMS 
modules fully align with DHS’s required core and supporting features (described on page 10 of the RFP) 
and most importantly, provide the business functionality needed by DHS. 

 
Figure 2 - DHS Functional Requirements Mapped to EBMS Core Modules 
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The EBMS Platform is built on the following pillars which provide functionality that drives business outcomes with 
optimum technology performance. Solid business, information and technology architectures, designed specifically 
to optimize the delivery of health and human services through technology, truly sets EBMS apart.  

 

 
Figure 3 -  EBMS Platform Pillars 

 
The following is a snapshot of EBMS’s key differentiators. 

 
Figure 4 - EBMS Differentiators 

The EBMS Platform is architected as a set of self-contained applications with their own database schemas, data 
models, business logic and user interface, enabling an entirely modular approach which is both flexible and rapidly 
deployable. Applications interact with each other asynchronously to ensure a combination of loose coupling and 
high throughput by adhering to micro services architecture best practices. This totally modular approach provides 
our clients with the ability to address any program uniqueness while ensuring an overall integrated and extremely 
scalable solution. EBMS further provides our clients with ease of expansion to the inclusion of additional programs 
over time and the integration of 3rd party “best in breed” applications and modules. 
EBMS creates the optimum technology ecosystem to empower case workers, supervisors, administrators, providers 
and clients with the ability to focus on services and data-driven decisions through the innovative application of 
features, functionality and technological tools. EBMS help drive improvements across the entire social services 
lifecycle. 
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Figure 5 - The EBMS Ecosystem 

EBMS Functional Overview 
The following is a brief overview of the key functions delivered by the core modules built on EBMS Platform which 
can be tailored and configured seamlessly in alignment with DHS requirements.  

EBMS 
Modules/Functions 

Key Functions Delivered 

Referral Management 

The Referral Management module is a comprehensive intake function which can be scaled to 
support multiple program referrals. 

• Allows the agency to capture and manage multiple referral types  

• All dynamic and automated workflows are configured to each referral type.  

• Leverages our configurable Structured Decision Making (SDM) tool to promote automated 
decisions for supervisor workflows. 

• Link & Merge multiple referrals 

Assessment 
Management 

The Assessment Management module allows for effective assessment completion building on client 
and demographic data.  

• Configurable assessment tools allow users to conduct assessments at remote client 
locations or on premise for further investigations to drive appropriate and effective 
referral decisions.  

• Mobile assessment allows users to conduct ‘onsite’ assessments.  

• Online/Offline mode facilitates case worker independence on the field. 

• On demand or real time data sync function with central server infrastructure.  

• GIS search along with parameter-based search capabilities.  

• Intuitive Notes capturing functions to update and append case data in  
real time. 

• Enables the user to create and manage Assessment, Plans, Service Logs and Service Case 
Creation. 

• Configuration of questions for new and existing assessments for authorized users. 

• Configuration of scores to questions for new and existing assessments to authorized users. 
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Case Management 

The Case Management module allows for seamless management of clients and ongoing cases by 
automating the case management lifecycle. 

• Comprehensive Case Intake 

• Management of Demographics 

• Case Assignment, Re-Assignments and Transfers 

• Assessments for continuous case monitoring 

• Electronic documentation of removals, placements and court hearing details 

• Management of comprehensive Case Plans and APPLAs  

• Allows users to manage Service Log Lifecycles 

• Real-time electronic documentation of client visits and notes 

• Comprehensive Court Order module,  

• Enables capture and management of: 

o Court Hearing Details 
o Legal Custody Details 
o Court Order Details 
o TPR (Terminal of Parental Rights)   

• Facilitates automated redeterminations  

• Case Closure/Client Discharge 

Provider 
Management 

The Provider Management module allows the agency to manage service providers and other 
resources. 

• End to end management of goods and services vendors 

• Allows for mobility driven home studies, certifications and redeterminations 

• Facilitates provider licensing, reviews and contracts management 

• Can connect seamlessly with licensing agencies for data exchange and validation 

Provider Access 
Portal 

The Provider Access portal allows authorized providers to manage their licensure information over 
the internet. 

• Electronic payments (provider registration fees, other needs) 

• Submit monthly timesheets 

• Access reimbursement information 

• View and manage profile demographic information 

• Interact with the agency 

• Receive broadcasts and important information 

Public Provider 
Search 

The Public Provider Search function allows families and any individual to search for registered 
providers of the agency. 

• GIS Search 

• Advanced parameter-based search 

Finance and Eligibility 
Management 

The Finance and Eligibility Management functions allow for effective management of financial 
business processes. 

• Control payments locally and centrally 

• Facilitates state and federal reporting 

• Facilitates automated Title IV-E eligibility determination through natural data collection 

• Tracks Title II and XVI application and appeals 

• Seamless data exchange can be built in with government financial systems 

Administration 
The Administration functions provide extensive tools to agency system administrators to manage the 
system. 
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• Staff Management and Hierarchy 

• Roles Management 

• Fiscal Year Management 

• County Management 

• Task Force Management 

• Links and Forms 

• Broadcast Message 

• Permission Management 

• Team Management 

• Listing of Values Management 

• Reports Template Management 

• School Management 

• Contacts Management 

• Alerts Management 

• Score Management 

• Approval Management 

Reporting 

EBMS provides a robust reporting system which provides detailed analyses and reports to the 
managers and stakeholders of the agency. This allows the agency to make key decisions and provides 
immediate insight of program metrics. The overall benefits of the EBMS Reporting module synergize 
DHS agencies to deliver effective services according to overall organizational goals. 

• Allows for easy access 

• Customized filtering using dynamic parameters 

• Predefined reports for can be scheduled or ‘on-demand’ 

• Ad hoc reporting for asking ‘user – driven’ questions  

• Visual representation of key agency metrics 

• Interactive drill downs  

• Cached views 

• Multiple output formats 

• Easy integration with third-party reporting and data analytics products 

 
Capacity and Capability 
DHS has outlined a collaborative mission to develop and implement a new Client Management 
Information System (CMIS) to integrate its core and ancillary business functions to improve and streamline 
services to citizens.  CITI has the full capacity and capability to rapidly and cost-effectively facilitate the 
achievement of DHS’s goals.  CITI possesses the corporate capacity and capability to deliver on-time, on-
budget and on-scope solutions supported by clearly defined service level agreements and a proven track 
records of successful projects with high customer satisfaction rates. CITI’s EBMS delivers business-
changing technology and functional capabilities with enterprise-level capacity in terms of technology 
performance, high internal and external user counts and a 99.9999% uptime track record.  
CITI has a 22-year history of providing effective, capable, function rich business solutions to various State 
and Federal Government agencies across multiple platforms. We understand the unique challenges of 
government systems, and from this in-depth understanding we have developed the EBMS Platform to 
address the various needs of a government managed, citizen-centric business process.  Additionally, the 
CITI State and Local team domain experts reach a combined 100 plus years’ experience in nationwide case 
and client management systems technology, including Benefits management (Child Care Subsidy, 
Department of Transportation, TANF, SNAP) and Welfare (Child Welfare, Juvenile Services and Adult 
Welfare) expertise.  EBMS is built on the central belief that user engagement and focus must be central 
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to product development to adequately solve practice issues and pain points associated with obsolete, 
duplicate processes and antiquated or disparate legacy systems. 
We recognize that every government agency has unique business rules and challenges and as such, one 
approach does not suit all. To address these needs, EBMS was created as an entirely modular platform to 
afford agencies with a highly configurable, rapidly-deployable platform which provides unprecedented 
flexibility.  Further, we recognize that although we strive to create the best solutions from our domain 
expertise, SME engagement and human centered design, there are emerging and best of breed solutions 
that might better address certain business needs, and systems must easily integrate and inter-operate to 
keep pace with the speed of business and IT process changes.  EBMS was created with this in mind to 
provide for rapid changes, expandability and “plug and play” capabilities with third-party modules.  
Usability/Functionality 
CITI’s EBMS platform simplifies HHS case management business process for all stakeholders through an 
intuitive and responsive user interface.  EBMS offers a simple, attractive design and positive user 
experience.  EBMS is intuitive for all users and roles, including front line case management staff, 
supervisory, management and leadership staff as well as IT, administrative, business and financial staff 
and others. Development staff can easily configure EBMS with low code/no code usability and while CITI 
offers substantial support and guidance, agency staff can easily develop and configure EBMS without 
reliance on CITI intervention post implementation. 
The below graphic depicts the deployment of a social services program built on the EBMS. Multiple 
navigation capabilities provide the user with rapid access to information, a “one screen” customizable 
view of crucial client management information and rapid access to tools which provide unprecedented 
efficiencies.  

 
Figure 6 – User Interface Built on EBMS 

EBMS is specifically designed to optimize and ease data collection and review by end users. The EBMS UI 
is designed on the mantra of ‘minimalism’ – clean lines, contrasting colors and bold typography, with a 
strong focus on multi-device platforms and rapid page-loading time. Our UI design features crisp edges, 
accents and custom color palettes to draw the user’s focus to the most critical elements, helping reduce 
cognitive overload.  
 
The EBMS UI provides more immediate access to crucial client and case data due to its rich and highly 
effective navigation capabilities and “containerized” design. Moving back and forth across multiple 



RFP Response Form 

Client Management Information System 

 

15 

screens is no longer necessary, due to the highly configurable and collapsible information containers that 
provide users access to myriad information sets from the same screen through one mouse click.  This user-
centric design not only reduces information overload but provides for more rapid, intuitive access to 
crucial information to aid in decision making and encourage more complete data collection.  
Along with smart dynamic containers all data presented on the screen are marked with effective 
validators. Validators help users with a visual cue on the screen for mandatory information, which drives 
data completeness and quality.  
EBMS is also packed with “out-of-the box” UI features including smart dropdowns, quick access menus, 
auto address validation, dynamic workflows and dynamic forms.  EBMS quick access menu feature 
provides access throughout a case file to functions like notes, audit tracking, document management and 
many others.  
 

EBMS Meets All Usability/Functionality Requirements Described in RFP Section 2.1 
Requirement 2.1.A – For end users, the Solution must have a user-friendly, web-based interface and positive user 
experience. Similarly, on the development side, the creation of data modules, additional fields, validation criteria, and pick-
list values must be intuitive for average users.  
 
Response - The EBMS interface was specifically designed to ensure an eye-pleasing, positive user experience and seamless 
navigation while ensuring the collection of complete and accurate data. End users, such as case workers, have 
unprecedented ease of access to crucial information to inform decisions with a design that minimizes information overload. 
System administrators and other IT personnel utilize similar interface features which provide for rapid creation of additional 
fields, screen configurations, validation criteria and pick-list values. Configuration of EBMS does not require programming 
background, providing rapid ownership of the solution by DHS. 

Requirement 2.1.B – The Solution should have a track record of being stable, responsive, and available for use 24/7/365 
except for scheduled downtimes.  
Response - EBMS has a proven track record of stability in the Fairfax County Department of Family Services implementation 
with no system down time to date (99.99999% uptime). CITI readily understands that most often HHS service provision is 
provided continuously every day with around the clock (24/7/365) availability and EBMS clearly supports this availability 
demand.   
Requirement 2.1.C – The Solution must provide the ability of client-level data across providers, as needed. 
Response - EBMS provides robust information sharing across authorized users, based on access parameters desired by DHS. 
This provides case workers, providers and other key stakeholders with the ability to share and access information in a 
timelier and comprehensive manner, leading to better continuity of care and client outcomes. Security access can be 
established at the data field level, providing incredible flexibility to share the right information, while ensuring the 
appropriate level of security, privacy and compliance. 

Requirement 2.1.D – The Solution should be usable on mobile devices, including smartphones and tablets. 
Response - The EBMS platform is fully functional on all mobile devices with high performance, reliability and responsiveness. 
Users are presented with a very rich mobile experience, which can operate securely in a disconnected mode, allowing users 
to work at any location, with information pushed to EBMS upon reestablishment of a secure connection. 

Requirement 2.1.E – Additional specific functional requirements addressed in Functional Requirements and Core Work 
Flows section. 

 

Integration and Configuration 
EMBS is a rapidly deployable system that delivers a faster and highly reliable client management solution 
using an architecture framework which can handle any amount of load to seamlessly deliver quicker 
response times than most of the products in the market today.   EBMS is loosely coupled, entirely modular 
and able to partner and pair with other products and systems via robust APIs.  This architecture provides 
necessary flexibility to help agencies realize operational improvements and deliver overall cost benefits.   
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Integration with current and future systems is a necessity and fully supported by EBMS. Additionally, client 
data may be uploaded, migrated or entered from various other data systems.  Administrative roles and 
roles defined by the DHS may access, manage, (create/edit/delete) data as well as query and export data.  

EBMS Meets All Integration and Configuration Requirements Described in RFP Section 2.2 
Requirement 2.2.A – The Successful Proposer must have the capacity, willingness and proven track record to provide 
Solution configuration or customizations to meet our needs in a timely manner. 
 
Response - CITI has the capacity and proven track record to rapidly enable our clients with innovative and cost-effective 
solutions. CITI is fully committed to the DHS initiative. CITI will deliver the requirements of the RFP at a rapid pace (11 
months) and maintain a high-level of service, responsiveness and quality within aggressive service level agreements. 

Requirement 2.1.B – The Solution must provide the ability to upload client level data into the system from external sources 
(e.g., CSV or XML files from service provider data systems, integrated with other systems via standard APIs, etc.).   G.  
 
Response - EBMS’s architecture provides for quick and accurate integration via rich APIs, XMS-based web services (SOAP or 
REST) as well as more standard data upload techniques such as CSV or XML files. 

Requirement 2.2.C – The Solution must provide access to the raw data in a relational database format so that staff who are 
experienced with data analysis can query and/or export it. 
 
Response - Authorized users can have easy and timely access to raw data (SQL Server) for data analysis. In addition, EBMS 
provides data presentation and analysis capabilities to solution users, via built-in tools, or with external tools such as 
Tableau, Power BI and others, presented seamlessly and securely through the solution. 

Requirement 2.2.D – The Solution must provide administrative access to efficiently manage business operations (i.e., ability 
to create/edit/delete user roles and workflows, ability to add/modify screen flow and validations, etc.), including ability to 
audit client and user activities. 
 
Response - Administration functions provide extensive tools to authorized administrators including user role creation, 
editing and deleting, workflow and screen flow customization and data validations. EBMS has an extensive and robust 
logging and auditing capability and each interaction with the system is logged and easily auditable. 

Requirement 2.2.E – The Solution must include the ability to add customized fields and easily reportable field values. These 
customized fields should have a low total cost of ownership in the ongoing maintenance of the Solution. 
 
Response - Customizable fields and reportable field values can be easily added, with rapid addition to desired screens and 
output. These functions are easily performed in minutes by authorized agency personnel. Advanced form configuration 
capabilities provide for fully integrated and data connected web forms on the go. 

Requirement 2.2.F - The Successful Proposer must be able to implement a Solution that integrates with one or more of 
DHS’s existing systems, including DHS’s Master Client Index (MCI) (see Appendix A for information on the MCI and all other 
DHS applications). 
 
Response - A key strength of EBMS is its ability to integrate with multiple systems. The modular approach to EBMS provides 
for ease in integration through rich APIs and a comprehensive interface engine. 

Requirement 2.2.G - The Successful Proposer must present a clear, effective and efficient approach to legacy data migration. 
 
Response - A core strength of CITI is legacy data migration. CITI has proven qualifications in the migration of highly 
confidential data (health records, for example) at large volumes with extremely high success rates. CITI brings an entire data 
migration and management practice to this project. CITI address data migration at project inception, ensuring correct and 
complete legacy data is migrated into the solution. In addition, CITI’s approach provides for decommissioning of legacy 
systems when appropriate, and ongoing data sharing as requirements dictate. 

Requirement 2.2.H – Additional technical considerations addressed in sections below. 

 

Data Quality and Reporting 
The generation of uniform data across agencies is enabled by leveraging experience and expertise in 
Enterprise Data and Quality Management processes. Data usability including collection, analytics and 
reporting is paramount to HHS programs and technology solutions must support and enhance the use of 
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agency program data to serve and improve client outcomes.  EBMS provides a configurable reporting 
module that may be tailored to agency specific reporting requirements.  Reporting capabilities include ad 
hoc reporting and analytics that suit administration, management and end user reporting needs. EBMS 
data quality controls and additional data and reporting features are outlined below in the general features 
section.  

EBMS Meets All Data Quality and Reporting Requirements Described in RFP Section 2.3 
Requirement 2.3.A – The Successful Proposer must provide the ability for DHS to access all underlying data as needed. 
 
Response - DHS access to all underlying data is provided due to EBMS’s multi-tier architecture and utilization of SQL Server, 
in line with DHS established security authorizations and roles. 

Requirement 2.3.B – The Solution must contain data analysis and ad hoc reporting tools for use by both system 
administrators and end users.   
 
Response - EBMS has out-of-the-box data analysis, reporting and presentation capabilities geared for health and human 
services. EBMS provides for “plug-ins” of third-party analytical tools (such as Power BI, Tableau and others) which then 
function seamlessly within EBMS, but bring all the power and functionality of the underlying tool. Ad hoc reporting 
capabilities are also provided. 

Requirement 2.3.C – The Solution must allow end users to run reports on their own as needed, including the ability to use 
report input controls (e.g., program, date range, worker). 
 
Response - Predefined reports are available on demand and can also be scheduled. Ad hoc reporting capabilities provide for 
end user-defined reports 

Requirement 2.3.D – The Solution must have a drag and drop or similar style customizable reporting platform that is user 
friendly and does not presuppose that users have in-depth knowledge of back end data structures, with ability to establish 
and run reports at the client, program, agency and system levels. 
Response - The EBMS report generation capability is easy to use and does not require any in-depth data structure or 
technical knowledge. Reporting capabilities are robust and provide for reporting at the tactical/case worker level, 
supervisory level to assist in program decisions, agency level, geographic area, and countless additional reporting levels and 
parameters. 

Requirement 2.3.E – The Solution must include data quality controls (i.e., data entry validation reports). 
 
Response - A core strength of EBMS is data validation and data de-duplication. Accurate and thorough client and case 
management requires practitioners to be able to access and understand all involvement of a client and case (as authorized). 
While EBMS provides an extremely flexible and modular approach, data validation and de-duplication functions across 
modules as well as with 3rd data from 3rd party modules. These functions lead to better insights and improved continuity of 
care.  More standard data validation functionality and  reports are also in EBMS. 

Requirement 2.3.F - The Solution must provide the ability to implement data validations to help ensure data quality (i.e., no 
dates of birth from 1800s, client cannot be both a veteran and under 18). 
 
Response - Strong data validation functionality is inherent within EBMS across all modules. 

Requirement 2.3.G - The Solution must provide the ability to de-duplicate client and household records across the 
implementation, including system administrator ability to manage client and household duplications to maintain data 
integrity. The CMIS should offer processes for de-duplication and monitoring for data quality assurance. 
 
Response - As described in Requirement 2.3.E, de-duplication is a key and core strength of EBMS. De-duplication functions 
across all EBMS modules as well as third party modules. This is a critical function for health and human services programs to 
help ensure that complete information is known about individuals across multiple cases, programs and events. This powerful 
capability incorporates review and confirmation capabilities as well. 

Requirement 2.3.H – Additional data quality and reporting considerations addressed in sections below. 

Documentation and Support 
CITI has a strong reputation for the delivery of effective, impactful, high performance technologies with 
high customer satisfaction rates. CITI ensures lasting and continuous improvement by focusing on 
organizational change management with an emphasis on quality and effective training, complete 
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documentation and outcome metrics. The CITI delivery model is agile, incorporating best-practices 
ensuring continuous, iterative product and capabilities delivery. Both CITI technology and personnel 
capabilities ensure the successful planning and implementation of EBMS, with lasting change ensured 
through training, customer support and transition of operations to the client. Ongoing support and 
technology upgrades are further assured.                                   

 
Figure 7 – Agile Delivery Methodology 

EBMS Meets All Documentation and Support Requirements Described in RFP Section 2.4 
Requirement 2.4.A – The Successful Proposer must have capacity and a demonstrated reputation for providing quick and 
responsive customer support.    
Response – CITI possesses the capacity to provide quick and response customer support. Through continuous monitoring, CITI 
leverages customer driven, pre-defined service level agreements (SLA’s) to identify non-compliant operation of the system 
and alert the operations team to correct the problem(s) encountered. Feedback from the customer stakeholders is 
continuously monitored, prioritized and are rapidly addressed. CITI has a strong reputation for quality service, responsiveness 
and high-customer satisfaction. References are available.  

Requirement 2.4.B – The Successful Proposer must provide training to DHS staff because DHS staff will serve as the technical 
support resource to end users.   
Response -  CITI’s proposal brings crucial strengths to this requirement. The EBMS platform is built on foundational 
technologies that can be supported by DHS personnel. CITI will fully train DHS information technology and system 
administration personnel. The combination of the broadly used technology stack coupled with the high-configurability of the 
EMBS platform provides for the rapid transition of support to DHS, with a  highly available resource pool (specialty CRM 
developers are not needed). 

Requirement 2.4.C – The Successful Proposer must provide all necessary documentation to support administration and use of 
the software (e.g., system and reporting functionality, end user guides, etc.). 
Response -  CITI has fully documented the EBMS solution and provides documentation specifically tailored for our clients. 
Documentation details how to administer the system as well as how to optimize the use of the system by users is provided as 
well as any and all necessary training. 

Requirement 2.4.D – The Successful Proposer must provide both testing and training environments that replicate the 
production environment. 
Response – CITI will establish testing and training environments in line with the requirements of DHS. These environments are 
established during the project initiation phases, and can be provided on-premises and/or hosted in the Cloud. 

Requirement 2.4.E – The Successful Proposer will be expected to operate in an agile-like delivery model where potential 
Solutions support an iterative development approach focused on delivering high impact and value to DHS and our provider 
partners. To this end, the Solution should support tracking usage and events so that the overall impact of the Solution and/or 
changes can be measured after deployed to the production environment 
Response – CITI is a CMMI-Dev Maturity Level 4 organization, which ensures that all development processes are monitored 
and controlled as well as quantitatively measured. CITI utilizes an agile approach which will ensure the ongoing delivery of 
functionality through sprints. CITI recommends the use of the Scaled Agile Framework (SAFe) combined with a DevOps 
approach to culture, automation, lean flow, measurement and recovery (see diagram above – CITI Agile Delivery 
Methodology). EBMS’ logging and monitoring capabilities provide direct data regarding system usage to help monitor 
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adoption/usage rates and effectiveness.  As previously described, CITI will work with DHS to identify outcomes that can be 
measured to track improvement in processes, programs and business outcomes.  

Requirement 2.4.F - The CMIS should allow system administrators to impersonate or shadow end users to assist with 
troubleshooting (i.e., ability to see system from end user’s perspective). 
Response – System administrators can shadow and impersonate users to assist with troubleshooting. In addition, the EBMS 
logging and auditing capabilities provide detailed logs of each specific action in the system for a rapid problem identification 
capability.  

 

Functional Requirements – Use Cases  
EBMS is a powerful health and human services information management platform which captures 
information relating to health and human services delivered across myriad programs and program areas, 
with information collected and analyzed by both internal government personnel as well as contracted 
service providers.  The comprehensive functionality required by case workers, providers, supervisors, 
administrators and all levels of users is delivered in a totally modular architecture and approach, 
specifically addressing the key business functions needed to be conducted based on the focus on that 
module. Direct information relating to the specific client or case is captured, as well as program 
information and management information and analyses.  
 
While EBMS is delivered in modules which provides maximum efficiency and flexibility, interaction 
between modules, both user-driven and workflow driven, provides rapid access to information, efficiency 
in information collection and reporting, and decision-making capabilities from all points of the system. 
 
As described in the sections and figures above (The Solution – Eligibility Benefit Management System 
(EBMS), the modules of EBMS directly align with both all Core and Supporting Features required by DHS 
(depicted on page 10 of the RFP). The User Stories detailed by DHS are also addressed below.  
 

EBMS Addresses All User Stories as Described in Section 3 of the RFP 
3.0 General Functional Requirements 

User Story 3.0.A – As a worker, I want to enter data in real time while working with a client. 
Response – EBMS provides for real-time data entry, regardless of device and regardless of available connectivity. The EBMS 
mobile assessment capability provides for onsite assessments and data collection, with intuitive notes features to update and 
append case data in real time. Information collected with a disconnected mobile device is accurately and security updated 
when a connection is restored.  

User Story 3.0.B – As a supervisor, I want to restrict a client’s entire record) e.g., high profile case, previous client becomes 
an employee) or specific data collection fields within a client’s record, specifically phone number or address. 
Response – EBMS provides a high-level of security capabilities. Data can be secured at the data field level, providing for the 
most efficient sharing of information without compromising security or privacy.  

User Story 3.0.C – As a worker, I want to update or amend existing data within a client’s record at any point during the 
service episode.  
Response – EBMS provides for updating of any record at any point during service, whether in an office setting via a PC, 
connected with a mobile device or even in remote areas via a mobile device while disconnected. Information is securely stored 
and transmitted throughout all data transactions  

User Story 3.0.D – As a worker, I want to capture electronic signature of clients, workers and supervisors.  
Response – EBMS supports the user of electronic signatures for clients and staff including workers and supervisors.  
 

User Story 3.0.E – As a worker, I want data collection fields to carry over into other modules (e.g., previous module, 
assessment to caser plan) to reduce redundant data entry. 
Response – All functional modules refer to the same data store which allows for sharing of information across all modules, 
eliminating redundant data entry and promoting overall integrity of data. 
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User Story 3.0.F – As a worker, I want to communicate with others or clients within the system through text, e-mail or 
internal messages.  
Response – EBMS includes an in-app team messaging feature that allows for team chatting, individual messaging as well as in-
app broadcast messages.  All communication transmitted within EBMS is secure and encrypted.  

 
3.1 Referral 

User Story 3.1.A – As a supervisor, I want to accept referrals from a variety of sources and in any form (e.g., phone call, 
website submission, paper, e-mail, walk-in, electronic). 
Response – EBMS functionality is designed to support various points of referral including phone inquiries and reports, 
submission via web portals, manual paper and walk in reports and other electronic means identified by DHS.  CITI understands 
that HHS business needs require multiple avenues for reaching the respective agencies. 

User Story 3.1.B – As a worker, I want to receive referrals for any household composition, (i.e., identified client, identified 
client within a household, or entire family). 
Response – The EBMS client composition supports individual client, household and family case structures.   
User Story 3.1.C – As a supervisor, I want to waitlist a referral when there is no capacity to serve a client in the immediate 
future.  
Response – The EBMS referral module is designed to capture, assess and disposition core referral information and allows for 
agency determination and configuration to individualize the features within the referral module as required of the agencies 
within DHS.  CITI understands there are commonalities within referral practices as well as nuances that require individualized 
design. 

User Story 3.1.D – As a worker, I want the option to connect multiple referrals received over time for the same client to one 
record or keep them as separate records.  
Response – The EBMS referral module includes history search and link functionality which allows users to determine the 
appropriateness of creating a linkage as well as determination to save independent records.  
 

User Story 3.1.E – As a worker, I want to enter attempts at engagement with the client and referral source. 
Response – EBMS notes functionality and referral narrative fields provide means for documentation of all common types of 
contact including contact attempts by staff, with clients, sources and other various contacts. 

User Story 3.1.F – As a worker, I want to document the outcome of a referral. 
Response – The outcome of any referral may be documented in the referral disposition function.   

 
3.2 Intake 

User Story 3.2.A – As a worker, I want to see what services (within my own provider) a client is eligible for based on 
demographic information and other indicators.  
Response – EBMS eligibility module can be configured for providing output for services that a client is eligible for based on 
certain decision-making parameters.  

 
3.3 Client Management 

User Story 3.3.A – As a worker, I want to add natural or professional supports to a client record. 
Response – Client management functions allow workers to establish persons as contact supports and designate the role or type 
of support in line with individual agency business requirements.  Role, or titles assigned to contact supports are configured base 
on how the agency practices.   

User Story 3.3.B – As a worker, I want to document the details of critical incidents at the client or household level. 
Response – Critical incident documentation may be captured in a number of ways based on agency practice and procedures.  
The EBMS platform includes various features with narrative sections, such as contact notes and assessments.  Additionally, if 
critical incident tracking is a specific type of contact documentation a critical incident note type may be configured to distinguish 
from other case contact documentation.  

User Story 3.3.C – As a worker, I want to schedule meetings and alert invitees of the meeting via e-mail, text or letter. 
Response – Meetings in EBMS can be schedule through the scheduler which keeps track of the team appointments. Along with 
that EBMS can be configured to communicate with outlook and add tasks on the team calendar.  

User Story 3.3.D – As a worker, I want to store electronic documents related to the client’s service provision within their record. 
Response – EBMS provides for dynamic document storage with authentication measures which allows users to store and 
manage documents for easy recall and access. EBMS further can integrate with all enterprise document management systems. 
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3.4 Assessment 
User Story 3.4.A – As a worker, I want to assess the client and/or household members. 
Response – EBMS comes ready with a complete assessments package that is configurable to agency specific practice and 
procedures.  Assessments are designed to include and assess family and household members or any individual significant to the 
client or family structure as determined by the client, family, worker or agency practice.  

User Story 3.4.B – As a worker, I want to complete or update assessments at any point during the service episode. 
Response – Assessment updates and amendments may be triggered by procedurally specific case milestones yet may be 
updated at any time within the case lifecycle.  There is no restrictive business rule associated with the frequency in which an 
assessment may be performed and documented in the system.  

User Story 3.4.C – As a worker, I want to document different types of assessments, screenings or evaluations.  
Response – EBMS comes ready with a complete assessments package that is configurable to agency specific practice and 
procedures.     

 
3.5 Service Planning 

User Story 3.5.A – As a worker, I want to select a domain for each goal and enter the goal in the client’s own words. 
Response – Client service planning within EBMS is configurable to include target domains that support agency practice and 
procedures.  
As target domains generally pertain to assessment of strengths and needs, each domain must align with the assessment and 
service planning model used by the agency.  Additionally, service planning is a critical client engagement activity and EBMS 
supports client self-determination as part of the service plan development.  

User Story 3.5.B – As a worker, I want to edit and update service plans to document client’s progress towards goals and 
action steps.  Response – Service planning is an ongoing process that aligns with frequent assessment of strengths and needs 
as well as progress and outcomes. As such, the EBMS service planning feature provides the needed flexibility for service planning 
and progress documentation.    

User Story 3.5.C – As a worker, I want a version of a client’s service plan to act as a point-in-time snapshot for historical 
purposes.  
Response – Service plan milestones are critical snapshots of service provision and progress toward identified goals.  As such 
each service plan update is captured as a point in time to reflect the status at such time.    

User Story 3.5.D – As a worker, I want to document other types of plans (i.e., crisis, safety or discharge). 
Response – EBMS provides assessment and planning features such as safety and risk planning in addition to service planning 
and is equipped to support other types of planning as required by the agency.  

 
3.6 Services 

User Story 3.6.A – As a worker, I want to document interactions with and on behalf of a client an any point during the service 
episode. 
Response – Client contact documentation within EBMS is flexible to allow documentation recording at any point and time within 
the service episode.  EBMS comes ready with various features in which staff may document client interactions as well as any 
type of case specific contact.  EBMS provides efficient features including talk to text options as well as traditional typed narrative 
notes.  

User Story 3.6.B – As a worker, I want to record indirect time (i.e., paperwork, supervision, preparation for interactions or 
research) related to a client. 
Response – EBMS supports documentation of worker and supervisory specific activities that do not include or pertain to client 
interaction.  

User Story 3.6.C – As a worker, I want to enter referrals for other services or resources made on behalf of the client or other 
household members.  
Response – EBMS provides the capability to complete service and resource referrals on behalf of clients, families and household 
members, as well as other individuals significant to the family.  Referrals may be completed individually by member or by family 
composition such as in the case of a family counseling need, or a service that is needed for multiple family members.  

User Story 3.6.D – As a worker, I want to record a client’s attendance at group activities, classes or events.  
 
Response – EBMS supports documentation of client activities.   

 
3.7. Discharge 

User Story 3.7.A – As a worker, I want to discharge a client at any point during the service epis ode. 
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Response – EBMS supports client discharge anytime a discontinuation of services is warranted.   

User Story 3.7.B – As a worker, I want to document interactions after a service episode has ended. 
Response – Post service documentation parameters are determined by agency practice and procedures and supported by 
EBMS.   

 

Functional Requirements - Core Work Flows  
A core strength of EBMS is its ability to provide our clients with configurable work flows which drive 
process improvement, improve data collection, ensure completeness and compliance, reduce training 
needs and ultimately improve program and client outcomes. EBMS features a dynamic workflow engine 
which is highly configurable. This technology, coupled with the extensive experience of CITI staff with 
helping our clients create significant efficiencies through both business process and information 
integration workflows, DHS will move quickly toward achieving targeted business outcomes. Automated 
workflows are one of the most significant features of EBMS, due to the impact that these workflows can 
have on accelerating the achievement of business outcomes. 
 
CITI, utilizing the EBMS, can address all of the sample core flows. Much of the core functionality of the 
identified workflows is already configured in the EBMS out of the box, due to the common workflow 
patterns of social services entities. This will greatly accelerate the DHS implementation; however, all 
workflows will be fully defined during requirements and gap analysis sessions which will be conducted in 
the first 30 to 60 days following project initiation.  
 
Subject to more detailed requirements, CITI estimates that all nine of these Core Work Flows as described 
in the RFP can be addressed and fully functional within the initial year of EBMS implementation at DHS. 
Workflows will be delivered iteratively as prioritized with DHS.  
 
✓ Flow 1: Core Functionality ✓ Flow 2: Core Light 

 
✓ Flow 3: Waitlisted Referral 

 
✓ Flow 4: One-Time Assistance 

 
✓ Flow 5: Assessing for Program 

Eligibility 
 

✓ Flow 6: Multiple Referrals Over 
Time 
 

✓ Flow 7: Services Before Intake 
 

✓ Flow 8: Critical Incident During 
Services 
 

✓ Flow 9: Unplanned Discharge 

 
 

3. Describe your capacity and capability to provide a Solution that flexibly supports the Supporting 
Features (Provider/Facility Management, Forms & Reporting, etc.). 

CITI Response:  

✓ EBMS Addresses All 
Supporting Features Out-Of-
The-Box 

✓ Provider/Facility 
Management 

✓ User 
Administration/Security 

✓ Workflow Management  ✓ Forms and Reporting ✓ Integration and 
Configuration 

EBMS optimizes business processes through built-in features that span all modules, with streamlined user 
administration capabilities that put the power of rapid change and flexibility in the hands of DHS. EBMS 
was built as a data-sensitive client and case management solution which can comply with any agency 
security policy as well as federal regulations including HIPAA.  EBMS offers secure client-level data sharing 
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internally and externally among authorized stakeholders and providers, and security measures can be 
secured to an individual data field.  
Workflow configuration and management is a core strength of EBMS and will rapidly facilitate business-
changing improvements in processes and efficiencies. As described previously in the EBMS Functional 
Overview, EBMS comprehensive addresses all of the supporting features required by DHS. As detailed 
below, EBMS delivers the out-of-the-box capabilities described in the DHS User Stories below.  
 
3.8 Provider/Facility Management 

User Story 3.8.A – As an administrator, I want to enter and update a program’s description, eligibility requirements and 
capacity. 
Response – Administrative functions and permissions are determined by the agency and supported by EBMS. 

User Story 3.8.B – As a worker, I want to document professional development training I have completed. 
Response – In EBMS each staff members gets a personalized page of their own to keep track of their certification and career 
accomplishments.   

User Story 3.8.C – As a supervisor, I want to capture the details of supervision sessions with workers, including work not 
directly related to a client, such as administrative task, caseload management and professional development.  
Response – EBMS supports documentation of worker and supervisory specific activities that do not include or pertain to client 
interaction.  Supervisory notes may be completed within a case or outside of case as needed to document non-case specific 
supervision and supervisor/worker contact.  

User Story 3.8.D – As a supervisor, I want to view how productive a worker is with their team based on direct and indirect time 
spent with clients.  
Response – EBMS can be configured to set checkpoints to monitor productivity of a worker.  

 
3.9 User Administration/Security 

User Story 3.9.A – As an administrator, I want to add, manage and delete data collection fields (e.g., text, numerical, calendar, 
currency, pick list) on an ongoing basis. 
 Response – EBMS admin module provides for the collection fields like pick list a.s.a.p. list of values, setup calendars and any 
other text and numerical value in the system. 

User Story 3.9.B – As an administrator, I want to apply simple screen validation rules to specific fields. 
Response – EBMS is designed with double validation. The first level of validation is on a field and the user with visual indicators 
to add data in the field. Second validation is a page validation which prompts user when a value is changes on the page and if 
the user is trying to switch to a different page 

User Story 3.9.C – As an administrator, I want to modify or add custom data collection fields on top of standard screen flow.  
Response – EBMS lets you provide a container to add/update new fields in the system.  

User Story 3.9.D – As an administrator, I want to configure the questions, ratings, types of responses, flow and scoring for 
different types of assessments, screenings and evaluations.  
Response – EBMS structured decision-making tools lets you configure the questions, ratings, type of responses, flow and scoring 
of different assessments, screenings and evaluations.   

User Story 3.9.E – As an administrator, I want to configure the domains, fields, statuses and flow for different types of service 
plans.  
Response – EBMS can be customized to address this requirement  

User Story 3.9.F – As an administrator, I want to create user security profiles to control what fields users can edit or access. 
Response – EBMS admin module support capability of managing security profiles of users in the system.  

User Story 3.9.G – As an administrator, I want to grant and revoke user access in real-time 
Response – EBMS admin module support capability to grant or revoke access immediately in real time.  

User Story 3.9.H – As an administrator, I want an audit log of what has been viewed and edited within a client’s records, by 
whom, when, and what the information was changed from/to. 
Response – EBMS has an audit log feature that tracks all access views, transactions, additions, deletions including the individual 
that accessed/viewed or performed a change.  The audit feature tracks to individual fields and provides a history of views and 
changes as well as individuals associated with views and changes.  

 
3.10 Workflow Management 

User Story 3.10.A – As an administrator, I want to configure staffing units within each program. 
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Response – EBMS admin module lets you configure teams; staff profiles their roles and the area they would be working. EBMS 
also neatly maintains a staff profile, with their certification, all the roles they played in the system throughout their career with 
different agencies. Each staff can be assigned to a specific module or a program.  

User Story 3.10.B – As an administrator, I want to create, manage and delete workflows (per user role) as items advance 
through the system. 
Response – EBMS admin module provides the users to grant, revoke or hide any sections of a workflow based on their roles in 
the system e.g. staff who would be working with finance would only be able to access the finance module unless they are granted 
with any other permissions in the system.   

User Story 3.10.C – As a worker, I want to send completed items (e.g., assessments, service plans) to a designated supervisor 
for approval.  
Response – EBMS admin module has approval’s configuration which can be configured by system admin and can define the 
escalation process for approvals. EBMS also provides a clean UI of approvals tab on the dashboard which lists all the approval a 
supervisor needs to process and at the same time shows the staff who the status of the approval that they sent to their respective 
supervisors. Along with the approvals management a staff member can also send a manual alert to their respective supervisors 
to remind them of the pending approvals.  

User Story 3.10.D – As a supervisor, I want to approve or reject completed items sent for approval and provide user with 
feedback. 
Response – All approval process in EBMS provide users with approve/reject with a comment section. Regardless of the approvals 
those are approved or rejected, EBMS also maintains the history of them with comments which can be accessed at any point in 
the case.   

User Story 3.10.E – As an administrator, I want to establish specific timeframes and items (e.g., intake, assessments, service 
plans, discharge) that require the generation of alerts.  
Response – EBMS alerts management lets you configure all the alerts in the system, providing the user with time for escalation, 
when to alert, medium of alert, team member or the entire team. All cleared alerts are also maintained in the system for auditing 
purposes.   

User Story 3.10.F – As a worker, I want to receive alerts when tasks or items (e.g., intake, assessments, service plans, discharge) 
need to be completed for a client.  
Response –– EBMS alerts management lets you configure all the alerts in the system, providing the user with time for escalation, 
when to alert, medium of alert, team member or the entire team. All cleared alerts are also maintained in the system for auditing 
purposes 

 
3.11 Forms and Reporting 

User Story 3.11.A – As a worker, I want to download screens (and the corresponding fields) as forms to complete with a client 
outside the system. 
Response – EBMS built in Document Manager, helps user download the state related policy documents prepopulated with data 
of that respective cases. Users can use this document to work with the clients outside the system, fill the necessary sections 
and can upload the document back in the system. 

User Story 3.11.B – As an administrator, I want access to the underlying data for each client, program, or organization. 
Response – Administrator is the most powerful role in EBMS and lets user manage data underlying clients, program, 
organizations. Admins in the system can also update list of values (LOE), configure alerts, update navigation, create new 
dynamic forms, manage teams to name a few. 

User Story 3.11.C – As an administrator, I want to configure reports from the underlying data for one-time or recurring use.  
Response – Reports are configurable in EBMS and system admin can define the recurrence of the reports. Along with initial 
setup, admin can also provide access to only certain users to access a certain set of reports in the system.  

User Story 3.11.D – As an administrator, I want changes to data collection fields to be considered in generated reports.  
Response – EBMS can be configured to address this requirement as required.  

User Story 3.11.E – As a worker, I want to receive notifications when events (e.g., birth of a child, other program involvement, 
recent criminal charges) have been documented for a client I am serving.  
Response – EBMS alerts management function provide the users with timely and live notification in the system. These alerts 
can be configured through the admin module. All alerts those are generated in the system can be configured to send to a team 
or a user. These alerts can be viewed from the dashboard or from the live notification button on the top of the screen.  

User Story 3.11.F – As a fiscal manager, I want a billing extract that shows information about the clients served during a 
specified period to assist with generation of invoices.  
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Response –All billing records in the system are maintained in a timely fashion and are updated instantly. EBMS also keeps track 
of historical records of the billing and provides a clean user interface showing the records. Reports can be customized based on 
the frequency, users and various fund types.  

 
Non-Functional & Technical Considerations (35 points) 
 
4. Describe your approach to the access to and integrity of data entered in to the proposed Solution 

(e.g., access to data, protecting data, documentation). 
CITI Response: 
Data Access 
Security across the solution must be seemingly simple to use while cognizant of the ability to share 
information within as well as outside of the EBMS framework. This is limited by strict confidentiality 
restrictions aimed at protecting the rights of children and families and adults.  Security, when data is 
shared across the Department’s programs, becomes more complex and must be air-tight. Only users 
with specific permission can perform any action with the configuration of the EBMS Admin component. 
By default, any account that is created in EBMS does not have any access at all, until the account is 
assigned the required privilege.  System Admin users can be configured as required. 
Data Integrity 
A high-level of data integrity can only be maintained if: 

• Entry points into the data entities are minimized, and  

• All agents (including software and users) accessing data understand and interpret the data 
schemas in the same fashion.    

These goals are achieved by EBMS through several means.  

• The software side uses n-tier development to establish separation of concerns and all data elements 
are annotated with data validation properties that are used on both the database structures as well 
as the UI implementation allowing for data quality assurance.  This is useful in that all components of 
the solution interact with the same business logic and the same data models.  This prevents any two 
separate facets of the solution from interpreting and implementing differentiating entities that could 
possibly conflict.  This also means that all data elements are well validated and consistent within the 
defined model that all code components are built around. 

• On the user side, by implementing clean and easily understandable UI, users are much more likely to 
understand the data outright and intuitively enter correct data from the start.  Since all data elements 
are annotated with validation rules, improperly entered data will be rejected before saving and the 
user will get a clear message informing them of the reason for rejection. 

• Having the ability to track data entries and changes back to the source/user is vital to the continued 
monitoring of data quality.  Database transactions in EBMS are audited and logged with details about 
the user, location, time, nature of transaction, and details of any updates performed. The logs are 
comprehensive in nature and can be used for normal reporting or forensics purpose. 

• Wherever feasible, information icons are present to define fields that may be open to interpretation.  
This helps cut back on the instances of workers applying different definitions or misunderstanding 
tools. 

• Timeliness of data entry is crucial.  The EBMS platform strives through alerts and other notifications 
to assure that both the worker and supervisor is apprised of all activities that are deadline-prone and 
expected to be fully completed within a timeline.  

Logging 
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Having the ability to track data entries and changes back to the source/user is vital for the continued 
monitoring of EBMS’s data quality. Database transactions in EBMS are audited and logged with details 
about the user, location, time, nature of transaction, and details of any updates performed. The logs are 
comprehensive in nature and can be used for normal reporting or forensics purposes.  
Encryption 

All communications between the mobile and web component of the proposed solution, and 
communications between the EBMS services component and County systems will occur over encrypted 
TLS channels. The communications between the backend server components will occur over an IPsec 
VPN tunnel, and additionally will be mutually authenticated using digital certificates, and employ AES 
encryption between the server end points. The encryption algorithms that our systems include the AES 
128, or 256-bit protocols.  

Given the sensitivity and need for security in managing and handling personal identify information (PII), 
EBMS has developed its application such that no data is stored on the Mobile Assessment 
application.  Only after verification and authentication of login credentials is established with the server, 
is any data pushed out to the device.  All transmitted data between systems is done using Web API 
services which are encrypted and behind network firewalls. 
Technical Considerations 
The generation of uniform data across agencies is enabled by leveraging experience and expertise in 
Enterprise Data and Quality Management processes. Data usability including collection, analytics and 
reporting is paramount to HHS programs and technology solutions must support and enhance the use of 
agency program data to serve and improve client outcomes.  EBMS provides a configurable reporting 
module that may be tailored to agency specific reporting requirements.  Reporting capabilities include ad 
hoc reporting and analytics that suit administration, management and end user reporting needs. EBMS 
data quality controls and additional data and reporting features are outlined below in the general features 
section.  

CITI and EBMS Meets All Data Non-Functional and Technical Considerations Described in RFP Section 4.1 
Requirement 4.1.1 Data Access – The Solution must provide the ability for DHS to access all underlying data as needed. 
Ownership of the data will be exclusive to DHS and its business associates and will not be extended to the Successful Proposer. 
Response – As described previously, all underlying data will be fully accessible to DHS, and all data will be owned by DHS and 
its business associates, with no ownership of the data by CITI. 

Requirement 4.1.2 Data Privacy and Protection– DHS is a HIPAA Covered Entity. This any proposed solution must provide 
proof of compliance with HIPAA’s required data privacy safeguards and controls.  
Response – CITI has worked extensively with entities that are HIPAA Covered Entities. CITI will provide full proof of the 
solution’s compliance with HIPAA data privacy safeguards and controls. 

Requirement 4.1.3 Data Hosting – The Solution should be compatible with Microsoft Azure Cloud in anticipation of a future 
move to cloud hosting.   
Response – Build on Microsoft technologies, EBMS is fully compatible with the Azure Cloud, and can be hosted on the Azure 
Cloud at project inception or at a later date.  

Requirement 4.1.4 Data Documentation – The Solution should be accompanied by a comprehensive data dictionary and the 
underlying entity-relationship (ER) diagram/database (DB schemas. This documentation should be kept up to date.  
Response – EBMS has an up-to-date comprehensive data dictionary and the underlying entity-relationship schemas, which 
will be kept up to date.  

Requirement 4.1.5 Data Quality Tools – The Solution should provide tools to monitor data quality and support improving data 
quality.  
Response – As described above, a core strength of EBMS is data validation and data de-duplication. EBMS provides an 
extremely flexible and modular approach, data validation and de-duplication functions across modules as well as with 3rd data 
from 3rd party modules.  Use of the EBMS and its workflows encourage better quality data collection. 
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Requirement 4.1.6 – Enable High Interoperability – The ability to easily integrate with other systems as needed, via industry 
standard approaches (XML, JSON, SOAP, REST, APIs, etc.). Ability to integrate with DB platforms as well, such as Oracle and 
PostgreSQL. 
Response -Response -  -Response -CITI has extensive experience developing enterprise level software that frequently involves 
integrating with external systems. CITI has experience developing and integrating EBMS with both XML-based SOAP web 
services commonly found in older applications as well as JSON-based REST services used by modern applications and can easily 
implement either service type to meet the requirements of each external service. EBMS can integrate with DB platforms 
including Oracle and PostgreSQL. 
 

Requirement 4.1.7 User Experience and Usability – The Solution must support leading user experience approaches, such that 
the proposed solution is intuitive and reduces friction between the user’s objectives and the tools available to the user to 
accomplish those objectives. The Solution should support modifications to the usability to continually improve user 
experience.  The solution should perform within reason (e.g., processing requests take no more than 2 seconds, etc.) 
Response – EBMS was designed with input from practitioners and implements on going human-centered design. The tools, 
workflows, user interfaces and navigation of EBMS are designed to specifically aid users in focusing on their core functions 
and business operations. The intuitive user interface and tool selections allow users to work in the most effective manner for 
the individual user. 

Requirement 4.1.8 Event Tracking/Audit Log – In order to enable a more constant feedback loop on the proposed Solution 
impact to users, robust event tracking and audit log functionality is a requirement. With this data, DHS and others can better 
understand how the Solution is being used in the field, and from those insights, improvements can be prioritized. Additionally, 
audit log functionality would support any need to identify which user made changes to data hosted within the Solution. 
Response –  

Requirement 4.1.9 Mobile-Friendly – The Solution should support users and processes both in the office and in the field in a 
cost-effective manner. This could include supporting users in the field who have no or limited network access. 
Response – The EBMS mobile capability provides users with the same rich experience regardless of device, and the mobile 
device provides secure functionality in a no and/or limited network access location. The mobile device also provides increased 
safety to case workers through alerts if contact has been lost with the case worker for a designated time. All data collected 
remains secure, whether connected, disconnected or transmitting/uploading data.  

Requirement 4.1.10 High Availability – The Solution should have an uptime of 99% or higher in order to provide critical 
business processes at all times.  
Response – EBMS is highly robust, with high performance, and maintains an uptime of 99.9999 %. 

 
5. Describe how the proposed Solution enables a high level of interoperability and integration. 
CITI Response:  
Interoperability 
CITI has extensive experience developing enterprise level software that frequently involves integrating 
with external systems, and this experience has influenced how we design our system architectures in 
order to most efficiently and effectively integrate with external systems.  EBMS uses SQL Server 
Integration Services (SSIS) to interact with enterprise architecture, both for legacy data migration and 
ongoing data interoperability. EBMS is configured to generate external data files as well as import industry 
standard formatted files required by various department systems. These can be configured to meet the 
County’s needs as required. 
APIs 
EBMS’s loosely coupled architecture allows for quick integration into various components of the County’s 
existing API infrastructure. CITI has experience developing and integrating with both XML-based SOAP 
web services commonly found in older applications as well as JSON-based REST services used by modern 
applications and can easily implement either service type to meet the requirements of each external 
service.  For example, EBMS has several integrations with SOAP-based interfaces including Fire 
Inspections, Early Learning Systems, and County Finance systems while EBMS itself hosts several 
lightweight REST-based services that provide data integration features.  Furthermore, we can expose a 
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single business service as either SOAP or REST by simply changing the endpoint transport protocol so that 
the underlying business logic is coded only once resulting in reduced cost and increased maintainability.  
Due to the modular design EBMS can be easily integrated into the DHS infrastructure.  Each module is 
independent and limited in scope to its purpose.  Altering an EBMS component to interface with any 
applicable infrastructure component should be straight forward and will present limited risks. 
Integration 
EBMS utilizes a loosely-coupled architecture in which individual components do not have any dependency 
on the specific implementation details of any other component that it relies on. This loosely coupled 
architecture is achieved by using the Inversion of Control (IoC) and Dependency Injection (DI) design 
patterns in which dependencies between components are resolved at runtime vs. hard-coded design time 
dependencies. Service components are defined by interfaces that are exposed to consuming client 
components. Multiple implementations of these service interfaces can be created during development. 
At runtime, the specific interface implementation will be resolved with the help of an IoC container. 
The advantages of a loosely-coupled architecture include: 

• Reduce effect of external dependencies on development process  

• Increase isolation of unit tests 

• Increase extensibility by reducing or even eliminating code refactoring when additional service 
interface implementations are added to the solution. 

When interfacing and syncing between various systems the first step is to identify the system of record 
for any give data element.  Although not always possible, driving use case and system design so that a 
specific data component has an established and unambiguous system of record.  For data elements where 
EBMS might not be the primary system of record, the EBMS architecture describe above allows for 
effective modification to the software to interact with the Enterprise Service Bus (ESB).  For data elements 
where EBMS is the system of record, the same approach allows for straight forward promotion of entities 
to the ESB.   
This means that as data elements are identified for Data Warehouse integration, extending the APIs to 
expose or process elements is efficient and consistent.   Business processes and rules will be integrated 
seamlessly into ESB infrastructure. These advantages would greatly benefit the State due to the number 
and complexity of external system interfaces as well as the need to add additional system integrations 
over time for new utility vendors. 
With this design, a data element will be processed by the system or component designed to handle it.  This 
will insure consistency, not only with data integrity, but with the maintenance of business logic, that 
otherwise, all too often get scattered across numerous systems and buried in disparate technologies.    
When exposing the EBMS API to ESB, CITI Team has experience developing and integrating with both XML-
based SOAP web services commonly found in older applications as well as JSON-based REST services used 
by modern applications and can easily implement either service type to meet the requirements of each 
external service.  For example, EBMS has several integrations with SOAP-based interfaces while EBMS 
itself hosts several lightweight REST-based services that provide data integration features.  Furthermore, 
we can expose a single business service as either SOAP or REST by simply changing the endpoint transport 
protocol so that the underlying business logic is coded only once resulting in reduced cost and increased 
maintainability. 

 
6. Describe your experience in user interface design, user experience design, usability and information 

architecture and provide examples.  
CITI Response:  
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CITI has built EBMS to ensure that a case worker can do their work most effectively. To achieve this, 
User Interface and Experience becomes a critical aspect of any application. We have collaborated with 
subject matter experts and users to ensure that we provide an intuitive, efficient and user-friendly 
experience. We followed 5 core principals when designing the UI for EBMS.  
 

Figure 6.1 – UI Core principals 

 
UI acceptance heavily depends on the simplicity, mobility and clean layouts. Adhering to the same 
principals, we have designed EBMS by providing our customer the satisfaction of a simple application with 
powerful customization, accessibility on wide range of devices and layouts that do justice to the data 
being represented.  
Customer engagement with the application is key for UI acceptance, and we have achieved this success 
with all our Federal and State clients. 
User Interface Design 
EBMS is designed on the mantra of ‘minimalism’ – clean lines, contrasting colors and bold typography, 
with a strong focus on multi-device platforms and page-loading time. Our UI designs feature responsive 
design, helpful accents and custom color palettes to draw the user’s focus on the most critical elements, 
helping reduce cognitive overload.  
EBMS User Interface is designed to address the challenges of a case workers when working with data. The 
UI design significantly reduces the number of page hops that a case worker traverse daily and instead 
containerizes that same information on a single page. Containerization makes data on screen viewable on 
different platforms and across multiple devices. With dynamic containers, users can view information 
which they are looking for while the other information remains on the screen hidden in other containers. 
Business Logic that exists have conditions associated with them and only requested information is shown 
depending on certain option. All containers in EBMS are collapsible which makes the application easier 
and provide better data presentation.  
Along with smart dynamic containers all data presented on the screen are marked with effective 
validators. Validators help users with a visual cue on the screen for mandatory fields which lets the user 
enter appropriate information to save a page.  
CITI brings extensive experience in implementing user centric design applications for all our Federal and 
State customers and is widely accepted due to ease of use and reliability. EBMS also has out of the box UI 
features like smart dropdowns, quick access menu, auto address validator, dynamic workflow, dynamic 
forms. EBMS quick access menu provides quick access to functions like notes, audit tracking, and 
document management. EBMS is specifically designed to cater to all program needs of  Health and Human 
Services agencies by addressing needs relevant to every requirement, while maintaining the basic rules of 
simplicity.  
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Each Page designed in EBMS follows the following pattern 

• Application level Design 

• EBMS provides the entire application with a structured and consistent approach of well-defined 
screen design. This helps in the user adoption of the application and makes easier for navigation.  

• Each application has the modules listed on the top while the social accounts like notification, 
user accounts and other icons are listed on the top right. 

• Roles and permission define user access in the system and staff gets to see only those modules 
which they have access to in the system. This helps in providing clear information to the staff 
accessing the system and also protects the integrity of data. 

• Bottom row provides the communication feature along with the application version number and 
any disclaimers.  

• Page Level Design  

• Analytical reports such as eye tracking heatmaps, conversion funnel reports show the various 
sections of user behavior on the screen. Keeping those into consideration pages in EBMS are 
designed in 3 main sections  
o Center focus  

▪ Each center of the entire screen is designed with providing dynamic and detailed forms. 
These forms are the main focus of the application as most of the decision-making 
parameters are defined on the page. We took this section a step further and introduced 
containerized forms.  

▪ Containerized Forms  
o These are the data forms grouped by containers to provide specific group of 

information and can be collapsed, hidden and expanded as per the user discretion 
of the information. e.g. demographics will contain fields associated with the 
demographics of a case. 

o Selective presentation of data helps in focusing on the main content. 
o Top half 

▪ A section which is not actively used as much as the center focus of the page but is 
considered as the good section of a heat map. Mildly used top portion can act as a good 
conductor of workflows and frequently used items. Considering all these factors we 
included the following on the Top half of the page  
o Navigation style 

o Icon based Horizontal menu 
o Vertical Hamburger menu  

o Quick Access Menu  
o Provides a quick slide down access to the frequently used functions such as 

Notes, Alerts, Document Upload/download, Case Timeline, Family Network, 
Print and Email. 

o Badge icon 
o Provides the Name of the person, unique ID in the system and the current active 

status of the case.  
o Color coding is included on the status field for staff to be aware of their 

operations on a case. E.g. Red for closed cases helps understand the staff the 
case is closed without trying to read into the status. 

o Bottom Half 
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▪ User Accessibility or readability is very low in this section but definitely serves the 
purpose of showing disclaimer, application version or other feature like chat box, which 
is a use case of selective use, meaning we use only when we need it.  

 
User Experience Design 
In collaboration with case workers, subject matter experts and IT admins and other stakeholders, EBMS 
places a high value on ‘user experience’. At CITI, across all products we follow a ‘user-centric’ design 
approach based on the needs and wants of our users. Our firm belief is that Context precedes Content and 
we endeavor to create products that provide meaningful and relevant experiences to users. EBMS page 
design has evolved through multiple iterations with various users, to provide a simple yet detailed and 
powerful product. The dynamic content of EBMS lets the user create their own navigation and forms 
which provides efficiency in adjusting to the new needs and less time in designing contents. Each page is 
designed in a way where it follows the three clicks rule and users have the information, they are searching 
for within a case. The enriched user experience is also put to test against 508, W3C and other compliance 
standards to provide a seamless experience within the application. We have performed different user 
testing to enhance our applications.  EBMS’s layouts follow the case-client segregation menus which 
separates each client’s personal file from the case and at the same time provides all the information 
needed for that case file.  
EBMS also has a powerful Roles and Permissions module, which is configured separately for each role in 
the system. Configuring Roles and permission in the system provides a customized access for each role 
in the system. Any user under a specific role will get content specific to their roles and responsibility in 
the organization. This helps in providing a detail-oriented job specific setup for each user in the system. 
Roles and permissions can be configured in the system using the exceptionally powerful admin module 
and any change in the system for access level is instant in the system. 
Usability 
EBMS is highly dynamic and has a user-friendly design which makes the product unique. Usability of 
EBMS follows ease-of-use, locality of content and accomplishment of goal for all business functions.  
EBMS allows incremental data upload, as the case progresses from each module to the next the users 
can add more information as needed. This segregation lets the users focus on their section and not skip 
through blank pages just because the information is not valid in that respective stage of that case.  
Features like Speech to text help in reducing typing incorrect information and the system allows the 
case worker to capture data which can later be modified. 
EBMS also has enhanced usability features including as shown in the diagram below 
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Figure 6.2 – EBMS Usability Features 

 
Information Architecture 
We realize that Information Architecture (IA) is all about helping users find what they are looking for in 
the shortest possible time. When we design the IA for EBMS, we focused on creating an environment 
where external factors like the navigation, hierarchy, data grouping would cause a minimal impact as 
possible and provide users with a rich and engaging experience. EBMS has a well balance of information 
translation by using iconization in the system, along with our traditional menus.  
Every screen in EBMS provides the user has a complete understanding of where they are, what are they 
looking at and what to expect. EBMS combines the three main interdependent factors i.e. nature of 
user, context and content to provide a simple but powerful tool that enables users with right 
information to make the right decisions at key moments. 

 
7. Describe the proposed Solution’s technical support capabilities (e.g., event logging, audit capability, 

production support, high availability). 
CITI Response:  
Audit Capability 
The Audit Log Module supports the generation and storage of audit logs records detailing modification 
(creation, deletion, and edit) of data stored in the EBMS database. The EBMS web applications have an 
Audit Log Viewer page that display the audit log records for a specific entity which can be filtered to 
facilitate viewing specific types of data log records. Each audit log record includes: 

• Transaction ID 

• Timestamp 

• User 

• Action 

• Parent Entity Type and ID 

• Target Entity Type, ID, and Property 

• Before and After values 

• User friendly audit log message. 
The Audit Log Module has a deep integration with the Entity Framework ORM technology used in the Data 
Access Layer. As a user performs edit operations using the EBMS framework, the Entity Framework 



RFP Response Form 

Client Management Information System 

 

33 

Change Tracker manages all of the changes that need to be persisted to the EBMS database including the 
action (insert, update, or delete) and before and after values. The Audit Log Module leverages the change 
tracking capability of Entity Framework to create the detailed Audit Log entries. As the raw change 
tracking data contains system IDs that are standard in relational data represent foreign key relationships, 
the Audit Log Module maps system IDs to textual values and creates user friendly audit log messages.  
 
Production Support 
CITI follows an ITIL Framework for Production Support which includes best practices for helpdesk 
management. CITI will provide technical help desk support for the end users using a toll-free number (1-
888-970-2484). This support line will be available to the users 24 hours a day and 7 days a week. 
Additionally, a 24x7 Web based Ticketing and Support site will be available to the system users for raising 
tickets related to system issues and support. A support representative will be notified of the tickets and 
issues via both the above-mentioned means. If additional support is needed to provide help desk person 
available CITI will be able to provide Help Desk and support personnel for additional cost. We propose 
using the Service Desk Plus tool to assists in ticket submissions, web-based collection, analysis, reporting 
and the administration of passwords and user accounts.  
Our Project Manager will be in charge of Operations & Maintenance, and will establish a clear 
communication channel with customer stakeholders to track performance, review, and adjust goals as 
necessary. Based on the assigned priority, support tickets will be resolved within support service hours 
according to the performance levels listed in the table below: 

Priority 
Assigned 

Expected 
Response Time 

Expected Resolution Time Expected Performance Level 

High 
15 Minutes 2 Hours 80% within RT, 95% within 8 

hours, 100% within 2 days 

Medium 
1 Hour 8 Hours 80% within RT, 95% within 2 

days, 100% within 1 week 

Normal 

4 Hours 3 Days for Application Support Centers 
(ASCs) located within the Continental 
United States 
4 Days for ASCs located in Puerto Rico, 
U.S. Virgin Islands 
5 Days for ASCs located in Hawaii, and 
Alaska 
10 Days for ASCs located in Guam and 
Saipan 

80% within RT, 95% within 1 
week, 100% within 2 weeks 

Table 7-1. Typical Resolution Time for the Service Requests 

A centralized support center will be deployed offering the following levels of support: 

• Level 1: The first level of support involves initial user interaction/user facing and is the first line of 
technical support. An Incident Management Process (ISO/IEC 20000 and ITILv3 framework or 
equivalent) will be implemented at this level. Under this process, Help Desk functions will be 
implemented. Help Desk will provide the first level support and the responsibilities will include 
logging, categorizing, prioritizing, diagnosing and resolving incidents within the boundaries of their 
training and permissions. The purpose of the Help Desk is to interact with the customer (user facing) 
and solve the user’s problems and to interact with the service owner (internally facing) and to ensure 
service availability and performance. 
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• Level 2: This level will be responsible for End-to-End service monitoring and taking actions to resolve 
the incident and recover the services impacted. A specialist for technical support will be deployed 
who will carry out incident investigation and diagnosis. This level will manage partially, back-end 
activities including the backup/restore/disaster recovery. The support services for level 2 will entail 
implementing a problem management process in accordance with the ISO/IEC 20000 and ITIL 
framework or equivalent. 

• Level 3: In this level, CITI will make development changes to the solution (e.g. fix, repair, replace, 
patch, or release), test the solution and deliver and deploy the solution. A specialist for service and 
resource support for individual services and systems will be deployed.  

Customer Service Process 
The Customer Service Process consists of the following steps as shown in the figure below. 

 
Figure 7-2. Customer Service Process 

First, the ticket is categorized based on classification criteria and assigned to appropriate team. Then, the 
database of possible solutions is searched to match the case and identify a solution. After the solution to 
the problem is identified it is applied within the expected response time. If the solution fails, the case is 
rerouted to the ‘Identify Solution’ step again. If the solution fails further, then the case is escalated to the 
next level. 
 

 
8. Describe the proposed Solution’s capability to support users in the field. 
CITI Response:  
Users in the field 
The EBMS framework also includes a Mobile Assessment feature which is a platform independent, 
lightweight mobile application which serves as an investigation tool to allow caseworkers to conduct field 
investigations with a mobile device.  
Utilization of the EBMS mobile application can be used for gathering and transmittal of case data, to and 
from case workers, and for continuous monitoring and communication with clients. 
How does it work?  
The EBMS Mobile Assessment feature integrates data collection, transmission, storage and retrieval. Data 
is collected via interface for data input and transmission; data is transferred which dictates how the 
entered information is transmitted from the mobile phone to a central server for storage, retrieval and 
analysis; and server components receive and store the data, and allow users to display and manage the 
database 
Using mobile devices, workers can access the data depending on their role and permissions established 
by the Department. The EBMS mobile system enables collaboration between local offices and workers in 
the field on families (‘cases’).  
 The diagram below showcases the various capabilities that can be of immense value to users in the field 
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Figure 8-1. Mobile Assessment Features 

 

User Training: 
CITI will develop a customized training program that addresses the training requirements of all the 
customer’s users/roles. CITI has developed customized train-the-trainer programs and has experience 
with web-based and interactive training systems.  
We will work with stakeholders, support personnel, and identified end-users to create a comprehensive 
training program and conduct training classes/courses as required that supports the implementation, 
operation, usage, and support of the proposed product. This can include: 

• Instructor-led, Computer Based Training and Webinar for each user type/role.  

• The number of hours of training for each user type.  

• Training syllabus/curriculum outlines.  

• Training materials in the form of presentations, handouts, user guides will be provided  

• We will also provide Quick-start guides, user guides, how-to documentation, and FAQs, along with 
online, context sensitive and field level help within the System. 

We will provide a training syllabus along with training materials for all the users. This will include 
presentations, handouts, and user guides to help the users understand the system. CITI will conduct in-
person Train-the- Trainer sessions in consultation with the Project Manager. Our trainers will be available 
to help the new trainers for additional training any time as long as the additional sessions are scheduled. 
CITI will ensure that all the training material is kept up-to-date with all product updates/upgrades and 
releases. 

 
IT Governance & Delivery Methodology (20 points) 
 
9. Describe how you would assist DHS in governing how the proposed Solution will be managed across 

various different use cases and stakeholders in a way that retains the Solution’s value. 
CITI Response: EBMS has the capability to address requirements for large programs like Child Welfare, 
Child Care subsidy program, TANF, SNAP, Early Head Start and other human services programs. As a result, 
it has the capability to be used across different use cases such as Referral, Intake, Client Management, 
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Assessment, and others. CITI understands the key to a successful project is effective governance and 
communication, and we will therefore assist the Department in managing the solution across the several 
use cases. CITI’s management team will work with the Department to develop a joint IT governance 
committee that outlines the channels to be used in addressing various stakeholders. The project will be 
organized to facilitate effective and efficient communications at all levels and ensure information flow 
both horizontally and vertically. We will structure these lines of communication to achieve high levels of 
program performance and collaboration among all stakeholders, which can scale up and scale down, as 
the Department requires. Our governance model is based on cooperation and open communication with 
customers which includes periodic reviews with management, active and frequent oversight from 
corporate leadership, continuous communications within CITI and customer project teams. Continued 
commitment to the governance and risk management process improves the quality and timeliness of 
delivery. We identify risks as early as possible, document them in a risk register, and communicate them 
in status reports and meetings to minimize potential impact. We will develop a comprehensive Quality 
Control Plan (QCP) and audit process to manage our governance of performance measures preferred by 
the County. The Technical Manager provides status reports to include updates to the risk register, team 
performance metrics, updates to the schedule, service desk ticket metrics and other project status. A 
significant issue may be at a program or project level and may impede progress, quality or compliance 
with the protocol, regulations, or impact contractually agreed upon timelines, resources or budget. It is 
expected that most issues will be handled at the primary contact level. If the issue cannot be resolved at 
the primary contact point, the issue will be communicated and immediately escalated to the next 
management level at both CITI and the Department using contact information provided in the 
Communication Plan. Our Account Manager will be available at any time to help expedite and resolve 
escalated issues. Depicted in the below Figure 9-1 is our typical governance and escalation structure. We 
will work with the County to accommodate the relevant stakeholders required in the governance 
structure.    
 

                      
Figure 9-1. CITI’s IT Governance and Escalation Structure  
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10. Describe how you have used governance and delivery methodology to empower other clients to 
achieve transparency and flexibility in changes to the proposed Solution. 

CITI Response: CITI has governed and successfully delivered several projects with the services similar to 
that in scope of this RFP. Our governance and delivery structure, described in Question 9, is based on Agile 
principles and ensures team meetings once in every two weeks, thereby providing transparency to all the 
stakeholders. Apart from these fortnightly team meetings, we also hold monthly meetings with the senior 
management and a half yearly review meeting. This helps to monitor the health of the project as well as 
extends the project’s transparency to the senior management. The scrum meetings and fortnightly 
meetings also render the team the flexibility by allowing review of the project direction and requirements, 
and to make amendments to the processes as required. CITI also has a change management process that 
caters to system changes. We implement a Change Control Board (CCB) to ensure that all the change 
requests are aligned with customer's business objectives and constraints. When a change is required, our 
team provides all relevant information and context from the service request ticket. We coordinate with 
the customer's CCB on the proposed regulatory changes and assist with its scheduling, tracking, testing 
and deployment, using tools such as MS SharePoint and JIRA. CITI provides near real time situational 
awareness of requests to the customers. At the end of each phase, CITI walks the Steering Committee 
through all the deliverables. The value of the Steering Committee is enhanced by the diversity of the 
stakeholder members.   
Additionally, CITI’s EBMS team also has a short term and long-term roadmap for the EBMS solution using 
which the team constantly works to improve the solution. CITI involves customer stakeholders in the 
roadmap discussions and includes additional customer requirements in its EBMS roadmap, as applicable.  
 

 
11. Describe your capability in supporting tight feedback loops between proposed Solution changes and 

positive impacts to end users. 
CITI Response: CITI uses industry best practices such as the Agile principles to deliver solution changes 
and customizations in iterative and incremental chunks. This promotes adaptive planning, evolutionary 
development and delivery, a time-boxed iterative approach, and will encourage rapid and flexible 
response to change. We will utilize SAFe principles of inspect and adapt, where the current state of the 
solution is evaluated by the team to identify improvement backlog items by conducting workshops 
involving the end users. The metrics collected as part of our auditing process will be used as feedback on 
which the team works on to tune and adjust the solution accordingly.  
Our Agile approach includes customer stakeholders at the center of the process. Feedback from the 
customer stakeholders are solicited and changes are prioritized and executed based on the requirements. 
Changes are delivered by our Agile Team in iterative sprints with daily Scrum meetings to monitor progress 
and identify issues or blockers and resolve them quickly per the timeline. Our Agile methodology is 
realized through four enabling practices: Continuous Exploration; Continuous Integration; Testing; 
Continuous Deployment; and Continuous Monitoring.  
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Figure 11-1. Agile Product Cycle Feedback Loop 

  

• Continuous Exploration will ensure exploration of features that need to be addressed and defining a 
roadmap.  

• Continuous Integration will ensure that each committed change fits with all previously committed 
changes. Tools such as Git and Jenkins provide real-time source code management and build 
management.  

• Testing that will ensure that each build of the software meets all functional expectations. Tools such 
as jUnit, SeleniumHQ, and TestNG, provide extensible functional and data-driven testing of each 
software build. 

• Continuous Deployment ensures each successful build is automatically and deployed in quarterly 
releases. Tools such as Chef and NuGet may be used to automate the deployment of the build. 

• Continuous Monitoring (CM) ensures that operational expectations are met by both the software and 
environment. CITI Team leverages service level agreements (SLA’s) to identify non-compliant 
operation of the system and alert the operations team to correct the problem(s) encountered. 
Feedback from the customer stakeholders are taken, prioritized and are fed to the first stage of the 
cycle which explores the features that can satisfy customer needs.  
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Financial Management and Budget (25 points) 
 
12. Attach a detailed start-up budget and annualized budget that clearly outlines the costs associated 

with implementing and maintaining the Client Management Solution.  
 
In addition to the cost of implementing the initial baseline solution, please refer to the information 
in Appendices C-N regarding the Re-Entry program and provide a detailed cost estimate for 
implementing a configured Instance of the Solution for the Re-Entry program, as well a cost 
estimate to maintain and enhance this Re-Entry Program on an annual basis (a “Total Cost of 
Ownership” estimate). We are hoping to use this estimate to understand the true implementation 
costs of spinning up business/program needs, as well as ongoing costs of ownership of these 
instance spin ups. If the cost of a Solution Instance configured specifically for the Re-Entry program 
would differ significantly from your typical per-Instance cost, please explain. 
CITI Response: 
CITI is providing a detailed start-up budget and annualized budget for the implementation of the 
EBMS platform for a Client Management Information System.  
 
The attached document (CITI-Allegheny County CMIS-Financial Management and Budget.PDF) also 
details the cost of implementing the re-entry program. 
 



 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 



 

 
 

        
 

 

 
 

 

 
 

 
 

 
 

  

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
  

  
 

 
 

 



 

 

 

 

 

 

 

 





 

 

 


