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based on our experience with public sector human service organizations with similar needs for flexibility, 
configurability, and low total cost of ownership. To retain flexibility and value over time, we bring our 
proven  

, designed for a product environment.  Based on our deep understanding of your people and 
systems, we believe  is the best fit to deliver your business objectives, and we look 
forward to continuing our partnership with you. 

 
CERTIFICATION 
 
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   
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In this section, (in response to RFP Question 1), we describe how Deloitte Digital brings a depth of 
understanding of technology and human services delivery, which we use to assist clients with assessing 
the best way to achieve our business objectives through our solutions. To assist our clients to assess the 
best way to implement, measure, and manage changes to our solution to achieve business objectives, 
we consider the product  capabilities, COTS platform (Salesforce) capabilities, client 
culture, best practices in Health and Human Services (HHS) delivery, and governance structures required 
to achieve sustainable long-term business outcomes. For DHS, we bring this broad and deep experience, 
as well as our unique understanding of your programs, systems, IT processes and stakeholders, and 
history of collaboration with you, as depicted in Figure 1. 

OUR PUBLIC 
SECTOR CRM 
EXPERIENCE 
In implementing our product-based 
solutions, including , 
we leverage our abilities as a Salesforce 
global strategic alliance partner and 
our deep understanding of the Health 
and Human Services (HHS) domain to 
partner with our clients to achieve 
their HHS business objectives. 

Salesforce Global Strategic Alliance 
Partner - As Salesforce’s top Global 
Strategic Alliance Systems Integration 
Partner, we have delivered over 1,000 
successful Salesforce implementations 
to clients worldwide. Independent 
third-party analysts have recognized 
Deloitte Digital as the leading 

 
Figure 2. Our CRM Implementation Experience. 
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CASE STUDIES 
We have selected the following three recent  Health and Human Services (HHS) case 
studies that illustrate how we have helped clients achieve outcomes through   

Client:   
Project:   
Date Implemented:  
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Client:   
Project:   
Date Implemented:  
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Client:  
  

Project:   
Date Implemented:  

LOOKING AHEAD 
Our experience includes implementing solutions across the county and state health and human services 
spectrum, defining creative yet achievable implementation approaches, and complying with federal, 
state and local policies, and regulations. Our dedication and commitment to our clients enables us to 
bring a proven case management product, experienced and knowledgeable staff, thought leadership 
and continual innovation, and time-tested approaches and methodologies to DHS. In looking ahead to 
the future and innovation of our solution and services, we continuously work with you to evaluate and 
partner as new business needs arise and to provide the support necessary to meet your needs. Making 
this investment together into your business and technology enables the lowest cost of ownership for 
DHS, and greater returns that constantly meet the needs of DHS. 
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which can be mailed manually. also supports integration with third party products to 
meet mobile texting requirements. 

ASSESSMENT ( R F P  R E F E R E N C E  3 . 4 )   
The 

 
 

 

 

SERVICE PLANNING ( R F P  R E F E R E N C E  3 . 5 )   
The  

 

 
 

 

SERVICES ( R F P  R E F E R E N C E  3 . 6 )   
The Services module in  

 
 

 
 

 
 
 

 
  

In addition to recording direct worker/client interactions and other services related details,  
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WORKFLOW MANAGEMENT ( R F P  R E F E R E N C E  3 . 1 0 )   
We understand the important role that Workflow Management plays at DHS. Service delivery to 
constituent populations is a time sensitive process which demands that information and tasks be routed 
to the correct personnel empowered to make decisions. The Workflow Management capabilities native 
to the  allow for easily configurable, drag and drop workflow definitions that 
meet the requirements outlined by DHS. Through Process Builder, a workflow management feature 
native to the Salesforce platform, administrators can define workflow assignment and transfer rules to 
facilitate an automated flow of information and cases from the onset to appropriate users. Not only 
does this encourage confidence that no client’s case is getting overlooked, but the ability to trigger 
alerts based on task completion and due dates, may drastically reduce the administrative burden of DHS 
staff. This will grant more time to the more strategic facets of their work. Features such as time-based 
notifications can also be configured as additional guardrails for common processes to enforce worker 
action for time sensitive tasks which need to meet defined SLAs. 

 
  

We understand that no two client service episodes are identical. The journey that any given client goes 
through in receiving services from DHS depends greatly on their unique situation. There can be many 
complex permutations of a client service episode, each interacting  

. For example, some clients may qualify for programs offering immediate 
service delivery, and as such may move from referral straight to service delivery

 

 

 
 

 
 

 
  

FORMS AND REPORTING ( R F P  R E F E R E N C E  3 . 1 1 )   
Many out of the box reporting capabilities native to the  empowers both DHS 
and Provider users with the information they need to drive informed decision making and improve the 
quality of their service delivery.  

 Users can configure personal Ad-Hoc reports 
from the tool by dragging and dropping data fields, group by conditions, and filter criteria directly in the 
report wizard UI. Any new fields which are configured in the CMIS solution are also available for 
reporting. The  shallow learning curve encourages programs and providers to own, 
manage and evaluate their own data and use it to make data-informed decisions about improving 
quality and approaches. Pre-configured reports can also be created in the  for 
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The proposed  comprises of the technical and functional features and 
components that align closely with the capabilities required in the CMIS. The features and functional 
components provide the building blocks to configure and implement programs such as Jail Re-Entry 
program requested by DHS. The detailed mapping of the functional features and components is 
described in the Functional Requirements section. 

The technical components of the proposed solution allow us to implement the security controls and 
provide the necessary monitoring and support required to manage and maintain the solution. In the 
following section we have mapped the technical components of our proposed solution to the non-
functional and technical considerations identified by DHS.  

Our proposed solution provides the ability to control, monitor and protect the data that will be managed 
within CMIS. The following figure outlines our approach to data access, privacy and protection, hosting, 
documentation, data quality and support reporting capabilities. 

Non-Functional and Technical 
Considerations 

Technology/Module Our Approach 

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.  

  
  

 
 
 
 

 
 

 
 
 

 
 

 

Data Privacy and Protection: DHS 
is a HIPAA Covered Entity. Thus, any 
proposed Solution must provide 
proof of compliance with HIPAA’s 
required data privacy safeguards and 
controls.   

  
  
  

 
 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 

Data Hosting: The Solution should 
be compatible with Microsoft Azure 
Cloud in anticipation of a future 
move to cloud hosting.  
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Non-Functional and Technical 
Considerations 

Technology/Module Our Approach 

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.  

  
  

 
 

 
. 

Data Quality Tools: The Solution 
should provide tools to monitor data 
quality and support improving data 
quality.  

  
  
  

 

 

 
  
 

 
 

Support Reporting Capabilities: 
The Solution must provide reporting 
capability so that Client Management 
data can be analyzed and shared 
with other data reporting platforms. 
DHS is interested in learning how 
Proposers will provide support tools 
to provide these reporting 
capabilities when the CMIS is 
inherently flexible and configurable. 
In addition, users should be able to 
analyze the underlying data within 
the Solution to manage and monitor 
clients, programs, etc.  

  
  
  

 
 

 

 

 
 

Figure 10. Data Access, Privacy and Hosting. 
 

5. Describe how the proposed Solution enables a high level of interoperability and integration. 

Our solution supports Open API and these APIs support the integration of external systems making sure 
you get the most out of your current IT investments. Delivering a flexible integration model, DHS can re-
use native connectors, middleware, pre-integrated apps (Salesforce AppExchange),  

 
 

 
 
 

The Open API separates the data and isolates integration 
complexities from business logic and the actual data repositories, simplifying the communication 
process, without interfering with the overall system functionality. 

Salesforce has a strong API foundation that supports JSON, XML and Custom data formats for both 
Synchronous and Asynchronous communications. The following figure shows the API and integration 
protocol options available for reference. 
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Deloitte Digital understands 
 

 
 
 

 
 

 
 

 
  

Our approach consists of 
 

 
 
 

 
. While most of the activities related to data conversion processes are technical in 

nature, it also requires a close working involvement from business owners early and frequently to 
deliver accurate and complete data in the system.  
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Deloitte Digital has deployed many solutions for our clients that require migrating data between existing 
solutions and Salesforce applications.  

 
  

The Non-Functional and Technical Considerations and its mapping to our solution component/s and our 
high-level approach are represented in the following figure. 

Non-Functional and Technical 
Considerations 

Technology/Module Our Approach 

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.  

  

 
 

 

Figure 15. Non-functional and Technical Considerations. 
 

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

DHS is seeking a partner with experience configuring solutions that are user-friendly and highly intuitive 
to encourage ownership and adoption among DHS staff and contracted providers. 

Our team helps clients see what is possible, identify what is valuable, and deliver 
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7. Describe the proposed Solution’s technical support capabilities (e.g., event logging, audit capability, 

production support, high availability). 
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We understand that the support for the entire solution including the Salesforce platform, 
 and the programs that will be configured is paramount for the overall success of this 

application. 

 that provides a wide range of tools and capabilities 
to provide the necessary technical support to manage and maintain the application. Event monitoring is 
one of many tools that Salesforce provides to help keep the data secure and Auditing tools provide 
information about use of the system, which can be critical in diagnosing potential or real security issues. 
Salesforce uses https://trust.salesforce.com as the platform community's home for real-time 
information on system performance and security. The status sites listed on this page provide 
transparency around service availability and performance of the platform. Every Salesforce Organization 
is assigned an Instance of the Server, and every component of the Organization can be monitored real-
time. Any support related to the Salesforce platform will be provided by Salesforce using their tier 2 help 
desk.  

 
 

 

 
 

Non-Functional and Technical 
Considerations 

Technology/Module Our Approach 

Event Tracking/Audit Log: 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.  

 
 

 
 

 

 
 

  
  
  
  
  
  
  
  
  
  
  

 
  
   
  

 
  
  
  
  
  

High Availability: The Solution 
should have an uptime of 99% or 
higher in order to provide critical 
business processes at all times  

Salesforce Trust Salesforce maintains a 99.9% uptime SLA and 
https://trust.salesforce.com site provides real 
time updates on the server performance and 
uptime.  
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Non-Functional and Technical 
Considerations 

Technology/Module Our Approach 

Solution Production Technical 
Support: Proposers may include 
possible technical production support 
(e.g., Tier 2, Tier 3, etc.) in their 
Proposal  

 
 

 

 
 

 
 

 
 

Figure 18. Non-functional and Technical Considerations. 
 

The following tables represents a sample SLA for program support that would be implemented using the 
. The final set of SLAs will be mutually agreed upon between DHS and Deloitte Digital 

at the time of contract finalization for the program. 

 
8. Describe the proposed Solution’s capability to support users in the field. 

We understand that DHS will have users in the field who will be using this solution and will require 
support for the same.  

. In 
addition, our  

When DHS defines the requirements for a program to be configured, we will analyze 
the requirements and  given program.  

 The GoCase mobile application is primarily designed for case workers who perform field work. It has 
features that are unique to mobile devices such as GPS location tracking, Maps, ability to capture 
pictures and attach to a case and use text to speech to capture notes. Furthermore, the application 
includes safety features that allows case workers to make SOS calls if they feel unsafe or have an 
emergency situation.   
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Non-Functional and 
Technical Considerations 

Technology/Module Our Approach 

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.  

  

 
 

Figure 22. Non-functional and Technical Considerations. 
 

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

various use cases and stakeholders in a way that retains the Solution’s value. 

Deloitte Digital understands that tight governance and management of the solution in a collaborative 
and transparent manner is paramount to meeting DHS objectives. Delivering a solution within the 
confines of configuration and a set of agreed upon program standards allows for process changes at the 
speed of business and in turn ease of programmatic growth through legislation and policy changes, 
business capability needs or other driving  
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GOVERNANCE AND DELIVERY METHODOLOGY  
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. 

TAILORED GOVERNANCE APPROACH 
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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. 

Having transparency and flexibility in the governance and delivery methodology will empower DHS to 
track outcomes and prioritize and direct the solution evolution over time. 

To maintain collaboration and transparency throughout all the phases of a programs delivery, we bring 
our
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11. Describe your capability in supporting tight feedback loops between proposed Solution changes and 

positive impacts to end users. 

 
 

 

OUTCOME MEASUREMENT  
 

 
 

 

  

  

  

  
 

FACILITATING SELF-SUFFICIENCY 
 

 

  

  

  

 
 

 
 

 
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.  
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C O N S I D E R A T I O N S  &  A S S U M P T I O N S  

  
 

  
 

  

 
 

OUR CO ST ESTIMATES SUPPORT THE PROPOSED DURATION AND 
SCOPED ACTIVIT IES   
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C O N S I D E R A T I O N S  &  A S S U M P T I O N S  
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OUR CO ST ESTIMATES FOR  
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C O N S I D E R A T I O N S  &  A S S U M P T I O N S  

  
 

 
 

  
  
  
  

 
  

 
  

 

 
 

  

OUR CO ST ESTIMATES SUPPORT THE PROPOSED DURATION 
 

 

 

C O N S I D E R A T I O N S  &  A S S U M P T I O N S  
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GENERAL CONSIDERATIONS AND ASSUMPTIONS  
  

 
 

  
  
  
  

 
  

  
 
  

  
  

TERMS AND CONDITIONS 
 

 
 

 
 

 
 

 
 

 




