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OPTION 4: NEW OFFICE BUILDING

Figure IV.B.2.9-4. This new office building is a possible location for the Michigan Facility

The office building in Figure 1V.B.2.9-4, located on Allegan and Town-
send in Lansing, MI is a Class-A Office Building which is currently under
construction in downtown Lansing. Large plate size spots ate available at
15,570 SE. There is a retail area on the lst floor with restaurants and
stores., This building is centrally located in downtown Lansing near the
Capital Building and other governmental offices with easy access to 1-96
and 1-496.

OPTiON # 5 CLARK CORNERS

Clark Corners is conveniently located at the intersections of Interstate
69 & Business 27 in Dewitt, Michigan. This property includes 1,675
parking spaces, which are all free of charge, and is near the Greater Lans-
ing Market area, which has had a recent surge in residential growth and

includes a population of approximately 500,000,

SDU Facility Layout

Tier has significant experience in the design and developxﬁent of child
support remittance processing facilities. Over the previous 6 years, Tier
has designed and developed eight facilities similar to the one we are pro-

posing for the MiSDU, Based on this experience, Tier is able to propose a
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Figure IV.B.2.9-5, The Tier Sample Floor Plan illustrates the operational space for Tier.
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All phases of the operation (i.e., mail opening/imaging/encoding, pay-
ment processing, research, EFT processing, QA, Customer Service, and
adjustments) are located within the operational suite of the facility to pro-
mote efficiency and a team approach to the operation. In addition, first-
line and second-line supervisory and management staff are also housed
within the operational areas of the facility to ensure active, hands-on man-
agement participation and oversight throughout all facets of the operation.
A storage room will be included to house source documents until they are
shredded,

Tier believes that a pleasant work environment begins with'space plan- .
ning. An open, airy feel characterizes our operations. Our standard cubicle
is 7 ft x 7 i, which is an appropriate size for payment processing and cus-
tomer service operations. We employ low partitions in payment processing
for security purposes and to enhance space perception. When the building
floor plan enables us to do so, we plan for 48-inch pathways and allow for
ample perimeter space. Providing a pleasant work environment for staff is
one of our foremost concerns when we select office space. Tier’s opera-
tions do not have a “sweatshop” appearance. A detail picture of a pay-
ment-processing cubicle from Tier’s Kentucky SDU operation can be seen
in Figure 1V.B.2.9-6.
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Figure IV.B.2.9-6. Payment Processing Cubicle

The MiSDU facility will be complete with state of the art security. En-
trances to the building and various rooms will be outfitted with Iris Scan
Technology, video surveillance, and 1 hour fire proof safes to protect files
and other valuable MiSDU materials. Plcase refer to Section IV-D, Secu-
rity, of this proposal, for a detailed discussion of Tier’s customized Secu-
rity Plan for the MiSDU,

2, MiSDU State Staff

As required by the ITB, MiSDU State staff will be allowed access to
the MiSDU 24 hours daily, 7 days a week for the State MiSDU director,
and 6:00 AM to 9:00 PM daily for other State staff assigned to the MiSDU
within areas of the MiSDU based on functional responsibility.

3. Relocation of Non-MiSDU State staff

Tier will also provide an additional 15,000 square fect separately bill-
able to the State for relocation of Non-MiSDU State staff supporting the
MiCSES and OCS. Access for that staff will be limited to their functional
areas. The physical areas occupied by this State staft' will have separate

secured access,

Tier/04-0039-PRP
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Days of Operation [ITB I1.C.4.b]

Tier recognizes the importance of providing MiSDU staffing, as re-
quired by this ITB, and will go above and beyond these requirements by
operating the MiSDU 7 days a week. The States’ clients rely on the SDU
for information that many use to make basic decisions such as when to pay
their rent. Realizing the importance of SDU access, Tier will take meas-
ures to ensures that MiSDU customer services will be accessible from at
least 7:30 AM to 6:00 PM Monday through Friday. In observance of offi-
cial State holidays, Tier will make arrangements with the State to close the
SDU.

In order to ensure that we can meet the State’s requirements for receipt-
ing, validating, and transmission to MiCSES for posting, Tier will also
transmit files to MiCSES Monday through Saturday except on the days the
U.8. Post Office is closed and mail is not available. Tier understands that
Saturday is not considered a business day for reporting purposes, but Tier
will still transmit files to MiCSES on Saturdays.

Transaction research and suspense management will be performed on
all State workdays, except when MiCSES is not available on State holi-
days. The hours of operation will be from 7:30 AM to 6:00 PM,

Tier understands that the work we are entrusted with is crucial to custo-
dial parents and Michigan’s children, As in our other SDU operations, to
ensute same day processing Tier’s staff will work until each day’s pay-
ments are processed and within confract requircmeﬁts. Tier will coordi-

nate with MiCSES if there is a need for off-hours access to MiCSES.

Billing Methods and Timeliness [ITB {l.C.4.c]
In accordance with the 1TB, service billings will be sent.in a timely
manner so that they are received by Michigan no later than fifteen days

following the close of each month.
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Operations Incident Report [ITB 11.C.4.d]

Tier understands that on occasion events or occurrences may ensue that
interfere with the functioning of the MiSDU and the accomplishment of its
performance requirements. When such situation occurs it will be reported

to the State as soon as possible after discovery to assure State awareness.

Problem Tracking and Resolution {ITB Il.C.4.e]

Tier’s Project Methodology ensures accurate and continuous visibility
into the project throughout the project life cycle. Establishing a compre-
hensive system made up of a series of project management and project
lifecycle metrics accomplishes our goal to measure everything. These in-
sttuments promote rigorous tracking of issues and action items, project
cost management, plan variance analysis, requirements traceability across
the project lifecycle, as well as deliverable and milestone tracking.

Another component of our approach to project tracking and oversight is
comprehensive project status reporting and pre-defined project reviews.
The project reviews are linked fo key milestones in the project lifecycle,
project deliverables, and identifiable risks. The reviews establish key pro-
ject baselines, which are a critical component to our overall scope man-
agement approach. Supported by the communications plan, Tier’s ap-
proach to project tracking and oversight is the distribution of pertinent
information to the right people at the right time.

Tier’s approach to project tracking and oversight provides a Problem
Tracking and Resolution system which focuses all problems to a single
point where they can be identified, logged, managed, and status reported
until closure.

Tier will implement corrective action plans that meet the requitements
set forth in this ITB, They will be prepared as illustrated in Figure
IV.b.2.9-7.

Tier/04-0038-PRP
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PROBLEM TRACKING CORRECTIVE ACTION PLAN
Technical/Data Reporting Problems Within four business days
Financial Management Problems Within two business days
Customer Service Problems Within four business days

Figure IV.B.2.9-7. Tier's Corrective Action Plans meet the requirements sof forth in the ITB.

Plecase see the Section 1V.B.2.2 Functional Requirements of this pro-
posal for a detailed description of Tier’s problem tacking and corrective

action plan for each respective set of potential issues as mentioned above,

Escalation of Issues [ITB [1.C.4.f]

Tier’s experience in working with the Child Support community is ex-
tensive. Our experience of operating seven SDUs as a prime contractor
has strengthened our ability to address and successfully handle any issue
or problem condition—large or small—in a timely and professional man-
ner.

Tier’s confidence in its ability to handle these issues comes from Tier’s
experience and attitude. When setting up scrvices in a state, Tier creates a
partnership with that state. It is critical to the end-user, calling for infor-
mation, that there be a seamless and invisible partnership and interface be-
tween the State and Tier, Tier’s goal is the same as the state’s goal: to pro-
vide accurate information, in a timely fashion, conveyed with the utmost
professionalism. Tier’s SDU professionals promote a customer-centric
atmosphere with quality assurance (QA) guidelines focusin;g on methods
and results.

Tier’s Customer Service Representatives (CSRs) are trained in handling
customers from frustrated to irate. Tier uses the following series of
proven techniques to resolve these matters:
¢ Professional opening — An upbeat professional voice answers the call

and expresses a willingness to help
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¢ Empathy not Sympathy — “That sounds like a challenging situation, Ms.
King. We can research this topic and find a resolution for you. May [
gather some information concerning this?”

¢ We vs. They - Tier, MiSDU, and other agencies are not “They.” Ticr’s
CSRs address the Customer Service Center, DHS and all related agen-
cies (FOC, MiSDU, OCS, and MiCSES) as “We.” Whether the prob-
lem started within the service center or outside of the vendor’s realm,
Tier’s CSRs have ownership of cach problem they encounter.

¢ Professional “Warm Transfers” when available. One of the most frus-
trating situations for callers is explaining their problem and then having
to explain the problem over again after being transferred. Tier strives
to implement warm transfers whenever possible. This allows for a
partnership between departments and the scamless transition between
groups.

¢ Information - During each call that reaches a CSR, Tier will inquire if
the caller has a PIN for the automated information line, this will ensure

that the caller has access to information 24 hours a day.

Tier understands the importance of quickly addressing complaints to
maintain the child suppott customer’s faith in the Customer Service com-
ponent of the Child Support program. Tier’s proven training and call
management practices will be utilized by the MiSDU employee; however,
if the employee is unable to respond to the complaint it will be referred to
the lead or to the supervisor until the call is successfully resolved. With
this notion firmly in place, formal complaints against Tier, DHS, a local
child support office, or another DHS Contractor will be submitted for re-
view by Don Atwell, our Project Director. These issues will be handled
prudently and with care. Tier believes that its training and managing prac-
tices will address and resolve most challenging calls before they escalate;
however, if a formal complaint is logged, Tier will capture all relevant in-

formation in the Customer Relation Manager (CRM) application and a
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Complaint Log will be generated for the Project Director’s review. Once
the director review of the complaint is completed, Tier will provide a copy
of the response within the required 24 hour period. Tier will submit the
complaint and a schedule to resolve the issue. This Complaint Log will
outline which department has ownership of the resolution and the expecta-
tion set for resolution.

Tier believes that resolving complaints in a timely manner provides not
only the opportunity to satisfy a single caller, but more importantly allows
us to identify or correct shoticomings in processes ot procedures, which

initiaied the call.

Systems, Processes, Reports, and Files [ITB 11.C.4.¢]

Tier will maintain a documentation library that will be accessible by the
State that contains all vendor-MiSDU policies, processes, practices, re-
poris, and systems. Please refer to the “Methods and Procedures” section
of this proposal for a detailed description of the documentation library of
policies, business rules, and practices that Tier will maintain, The library

will be accessible by the State of Michigan.

Escrowed Operations Software [ITB 11.C.4.h]

1. Tier will use D.S.1. as its independent third party for the MiSDU func-
tions that need to be escrowed. ‘

2. The State will use the software and operate the MiSDU if the vendor
operations are aborted due to work stoppage, contract cancellation for

cause, or other event.

IV.B.2.10 Disaster Recovery Plan [ITB 11.C.4.i]
Continuation of Business — Site and Infrastructure Still Usable -
Same Day Recovery

Tier understands the importance of providing near-seamless system op-
erations during an unexpected system disruption, Contingency considcra-

tions and business continuity planning are important if key system compo-
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nents and infrastructure become unavailable due to a natural disaster or
other unforeseen circumstances. As Tier’s standard practice and as part of
our contingency planning, back-up files of databases and image files are
stored off-site daily. As detailed below, we ensure that under circum-
stances of system disruption, due to a natural disaster or other unforeseen
circumstances, Tiet has the appropriate accommodations to facilitate same
day recovery to the State of Michigan’s SDU operations and plans are in
place for retrieval, installation, and reinitiating of full operations within

one hour following restoration of power or occupancy of the building,

Backup Procedures

Tier understands the need to retain data that is received at our facility,
transmitted to the server, and transmitted to Michigan. Tier has a great
deal of experience in providing back-up requirements not only for our cli-
ents but also for our self, as a corporation, Each Tier facility follows strict
guidelines for performing backups of all data. Table IV.B.2.10-1 displays

the standard backup requirements followed at each Tier site.

Table IV.B.2,10-1. Tier Standard Backup Procedures

Frequency Retention Period

Daily Backups One week
Weekly Backups One month
Monthly Backups One year

Tier will adhere to the above guidelines in performing backups of all
electronic data received and/or er{tered at our Michigan SDU facility.
Strict adherence to scheduled backups and testing the recovery of those
backups is the key to ensuring Tier meets this commitment. Tier does as-
sume backups of the MiCSES system will continue to be completed by
Michigan or the MiCSES vendor.

File transmissions made to Michigan will be periodically copied to an

additional media, such as CD-ROM. After contract award, Tier will estab-
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lish the frequency and schedule for ‘%uming” these transmissions. Daily
backups will be stored onsite, while weekly and monthly backups will be

stored in a fire-proof safe located in our backup facility.

Restoration of Operations Within One Hour After a Power Outage

Tier’s strategy is to minimize system downtime while providing pro-
gressively greater levels of services as component or infrastructure failures
are addressed. Kidslst can support anticipated changes in component
availability due to known failures (e.g., storage or server component fail-
ures, network communication disruption, etc.) through fail-over capabili-
ties inherent in the application design (e.g., server redundancy, off-line
data entry, delayed processing, etc.).

As a first step in preparing for a disaster, Tier develops detailed Disas-

ter Recovery Plans (DRP) for each of our operations.

Disaster Backup and Recovery Procedures

There are several facets of the Michigan SDU operation that must be
considered when drafting the DRP, including Tier’s ability to:
Enter and retrieve information online from MiCSES
Transmit payment information electronically to Michigan
Process payments using Kidsist
Image all incoming financial instruments and documents
Provide disbursement functions

Provide live customer service

* * > >+ > > »

Provide outreach.

The focus of any DRP must be fo provide uninterrupted service and no
loss of data. With this said, it is imperative that Tier’s management take
part in the disaster recovery operations. Management must include on-site
management as well as Tier’s corporate management. It is through a suc-

cessful communication system that recovery operations can be thoroughly
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and conclusively fulfilled. Tier management will keep staff and Michigan

informed of the recovery progress.

The objective of the DRP is to provide:

No interruption of service or loss of data

Protection against accidental loss

Routine back-up of regularly scheduled data and any necessary restora-
tion of data

Ability to back out any incorrectly loaded data

Storage of purged data on removable media

Synchronization of data with interfacing systems upon restoration after
failure

Off-site installation of systems

Restoration of service

Business continuity during downtime.

Tier understands the need for a DRP that ensures uninterrupted service

and no loss of data during the duration of the contract.

Components of the Disaster Recovery Plan Strategy

Ticr will, during the transition period of the contract, finalize a DRP

that not only addresses system recovery, but also includes business conti-

nuity issues in order to provide a complete avenue for recovery from

catastrophic failure. Tier will consider five components during the con-
struction of the DRP:

]

Disaster recovery — Plans for orderly restoration of computing and tele-
communications services after a disruptive event

Business resumption — Workaround procedures for business processes,
used until the processes are recovered .

Business recovery — Plans for complete recovery of business processes,
including the people, workspace, non-1T equipment, and facilities

Contingency planning — Plans for responses to various external events

Tler/04-0039-PRP
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¢ Crisis management -- The overall coordination of an organization's re-
sponse to a crisis to aveid or minimize damage to profitability, reputa-

tion, or ability to operate,

These five items can be integrated with agency- and State business con-
tinuity plans to ensurc standards and technology requirements are met.
Thus, the plans will reflect the unique operating characteristics of the
MiSDU applications and processes in the context of state-wide response
plans.

Historically the data processing function alone has been assigned the
responsibility for providing contingency planning. Frequently this has led
to the development of recovery plans to restore computer resources in a
mannet that is not fully responsive to the needs of the business supported
by those resources. Contingency planning is a business issue rather than a
data processing issue. In today’s environment, long-term operations out-,
age could have a catastrophic impact. The development of a viable recov-
ety strategy must, therefore, be a product not only of the providers of the
organization’s data processing, communications, and operations center
services, but also the users of those services and management personnel

who have responsibility for the protection of the organization’s assets.

Proposed Mechanisms
The goals of the DRP should be to:

+ Identify weaknesses in the opcerational, computing, and communication
environments and implement a disaster prevention program

¢ Minimize the duration of a serious disruption to business operations

+ Facilitate effective coordination of recovery tasks

¢ Outline business continuity process

¢ Reduce the complexity of the recovery effort.

Tier’s methodology for developing a DRP consists of a number of steps

or phases as described below.
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Phase 1 - Pre-Planning Activities (Project Initiation)

Phase 1 is used to gain an understanding of the MiSDU existing and
projected operational environment. The Project Director should finalize
the detailed work plan and develop interview schedules with unit supervi-
sors for conducting the Security Assessment and the Business Impact
Analysis.

Phase 2 - Vulnerability Assessment and General Definition of
Requirements

Security and control within an organization is a continuing concern.
From an economic and business strategy perspective, it is preferable to
concentrate on activities that have the effect of reducing the possibility of
disaster occurrence rather than concentrating primarily on minimizing
impact of an actual disaster. This phase addresses measures to reduce the
probability of occurrence.

Phase 2 will include the following key tasks:

+ A thorough Security Assessment of the computing and communications
environment inchuding personnel practices, physical security, operating
procedures, backup and contingency planning, systems development
and maintenance, database security, data and voice communications se-
curity, systems and access control software security, insurance, security
planning and administration, application controls, and personal com-
puters.

¢ Based on the Sccurity Assessment, the project team will improve any
existing emergency plans and disaster prevention measures and imple-
ment required emergency plans and disaster prevention measures where
none exist.

¢ Present findings and recommendations resulting from the activities of
the Security Assessment to management so that corrective actions can
be initiated in a timely manner. |

¢ Define the scope of the planning effort.

Tler/04-0039-PRP
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¢ Analyze, recommend, and purchase recovery planning and maintenance
software required to support the development of the plans and fo main-
tain the current plans following implementation.

¢ Develop a Plan Framework.

¢ Assemble a Project Team and conduct awareness sessions.

Phase 3 - Business Impact Assessment
A Business Impact Assessment {BIA) of all business unifs that are part

of the business environment enables the project team to:

¢ Identify critical systems, processes, and functions (e.g., mail delivery,
processing payments, bank deposit, file transmission, print and mail
checks, and answer customer service calls).

¢ Assess the economic impact of incidents and disasters that result in a
denial of access to systems services and other services and facilities.

¢ Assess the "pain threshold" -- the length of time business units can sur-
vive without access to systems, setvices, and facilities,

The BIA Report should be presented to management for review, This
report identifies critical service functions and the timeframes in which
these functions must be recovered after interruption. The reviewed BIA
Report should be used as a basis for identifying systems and resources re-
quired to support the critical services provided by information processing

and other services and facilities.

Phase 4 - Detailed Definition of Reguirenients

During this phase, a profile of recovery requirements is developed. This
profile can become a basis for analyzing alternative recovery strategies.
The profile is developed by identifying resources required to support criti-
cal functions identified in Phase 3. This profile should include hardware
(mainframe, data and voice communications, and personal computers),
software (vendor supplied, in-house developed, etc.), documentation (DP,
user, procedures), outside support (public networks, DP services, etc.), fa-

cilities (office space, office equipment, etc.), and personnel for each busi-
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ness wunit (critical function). Recovery Strategies will be based on short
term, intermediate term, and long term outages.
Another key deliverable of this phase is the definition of the plan scope,

objectives, and assumptions.

Phase 5 - Plan Development

During this phase, recovery plan components are defined and are
documented. ‘This phase also includes the implementation of changes to
user procedures, upgrading of exisﬁng data processing operating proce-
dures required to support selected recovery strategies and alternatives,
vendor contract ncgotiations (with suppliers of recovery services), and the
definition of Recovery Teams, including their roles and responsibilities.

Recovery standards are also developed during this phase.

Phase 6 - Testing/Exercising Program

The plan Testing/Exercising Program is developed during this phasc.
Testing/Exercising goals are established and alternative testing strategies
are evaluated. Testing strategies tailored to the environment should be se-

lected and an ongoing testing program should be established.

Phase 7 - Maintenance Program

Maintenance of the plans is critical to the success of an actual recovery.
The plans must reflect changes to the environments that are suppotrted by
the plans. Tt is critical that existing change management processes are re-
vised to take recovery plan maintenance into account. In areas where
change management does not exist, change management procedures will
be recommended and implemented, Many recovery software products take

this requirement into account.

Phase 8 - Initial Plan Testing and Implementation

Once plans are developed, initial tests of the plans are conducted and
any necessary modifications to the plans are made based on an analysis of

the test results.

Tier/04-0039-PRP
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Specific activitics of this phase include the following:
¢ Déﬁning the test purpose/approach
¢ ldentifying the test team
4 Structuring the test
+ Conducting the test
¢ Analyzing test results

+ Modifying the plans, as appropriate.

The approach taken to test the plans depends, in large part, on the re-
covery strategies selected to meet the recovery requirements of the organi-
zation, As the recovery strategics are defined, specific testing procedures
should be developed to ensure that the written plans are comprehensive
and accurate.

To ensure each phase of the Disaster Recovery Plan can be completed,

a Disaster Recovery Team must be designated.

Project Team
The composition of the DRP Team may vary depending on the envi-

ronments and business units for which plans are developed and should in-

-clude Michigan SDU staff for input, It is important to note that the manag-

ers of environments and business units for which plans are developed will
be responsible for the maintenance and testing of their respective plans.
However, the person/unit responsible for recovery/continuity planning
should retain the role of co-coordinator of testing activities, major plan re-
vigions, and maintainer of the Master Plan.

The Michigan Core Project Team is automatically patt of other project

teams.

Suggested Core Project Team Composition
1. Project Director

2. Deputy Project Director

3. Applications Manager
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Facilities Manager
Technical Manager
Telco Providers
USPS Liaison

NS e

Suggested Information Systems/Technology Suppovt Team Composition
1. Database Administration
Information Systems Security

2

3. Operations
4. Network Support
5

Network Implementation

In implementing Tier’s DRP for the MISDU, we plan to utilize existing .

infrastructure and procedures.

Corporate Oversight Team

This team is responsibie on the Tier corporate level for general over-
sight and status of the recovery efforts. They will also handle company
communications with fhe press/media and additional resource allocation.
Mr. Don Atwell, Vice-President Business Process Outsourcing, heads up
this team and, in his role as the MiSDU project director, will be responsi-

ble for this function at our Lansing facility.

Testing of the DRP

Tier will provide a final detailed disaster plan for approval by Michigan
within the first 90 days of the transition period. Tier’s approach to testing
out DRP is a process that will encompass a number of different disaster
scenarios and provide a mechanism for improving on the plan itself. Haz-
ards such as fire, smoke, ﬂood, water damage from sprinklers, storm, tor-
nado, and other natural or unanticipated disasters are accounted for under

this recovery plan.
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2. Hard Disaster — Site Not Usable — Requires Relocation of Operations

Proposed Backup Facility

In order to be successful a DRP must support the recovery of each ma-
jor function within the operation. For the MiSDU, this includes the fol-
lowing functional areas:
+ Payment Processing
¢ Disbursements

¢ Customer Service

Tier has developed a comprehensive backup strategy to support each of
these functions, which will be fully detailed in the final DRP provided to
the State within the first 90 days of the transition period.

Payment Processing Operations — Recovery of the payment processing
operations requires a number of discreet components including, at the
highest level, infrastructure — physical and technical; access to the incom-
ing payments whether mailed or sent through EFT; staff; the ability to de-
posit the processed payments; and finally, the ability to transfer the pay-
ment file to MiCSES.

Physical Infrastructure — Tier has sclected our Nashville, Tennessec fa-
cility as the hot site to meet the MiSDU disaster recovery requirements re-
lated to payment processing. The Tennessee facility will include the same
hardware and software solution used to process payments in our Lansing
facility. Tier will utilize the Tennessee infrastructure from 6 pm each day,
when the TN operations end, to 7 am the following day to process the
Michigan child support payments. Processing the payments overnight en-
sures that there is no chance that payments from the Tennessee operation
are commingled with payments forwarded from the Michigan project.

The mail will be rerouted to the backup facility through coordination
with the USPS or by taking delivery of the mail in Lansing and forwarding
by overnight mail to our recovery site in Nashville, Tennessee. Processing

EFT payments requires only that we are able to download the file from
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Fifth Third Bank. We will coordinate with the Bank to determine the most
effective method of accessing the file remotely from the Tenncssee facil-
ity.

Once the method for moving the Michigan payments has been identi-
fied, the means for ensuring staff are available to process the payments is
the next major hurdle in implementing a successful DRP. Understanding
that the Tennessee staff cannot be expected to work all day processing the
Tennessee payments and all night processing Michigan payments, Tier
will arrange transportation of the required Michigan staff from Lansing to
Nashville. Additionally, selcct staff from Tiet’s Tennessee, Kentucky,
and Alabama operations will be madc able to supplement the Michigan
disaster recovery efforts in Tennessec. Unlike other smaller vendors,
Tier’s existing child support operations can provide staff to support any
recovery efforts. Moreover, two of our existing SDU operations, Alabama
and Kentucky, arc within approximately four hours of the Nashville facil-
ity. The proximity of the Alabama and Kentucky operations ensures near-
by supplemental staff, trained in SDU operations that can support any re-
covery efforts.

The final two steps of our disaster recovery solution require that we be
able to transfer the payment file to the MiCSES each day and that we be
able deposit the checks into our Fifth Third account. Tier will work with
the State to determine the most pragmatic method for the payment file
transfer from the Nashville facility to Lansing. Possible solutions include
the use of FTP to a secure site, email of an encrypted and zipped file, VPN
to the MiCSES network, or dialing up directly to the MiCSES network.
Tier has used a number of these methods successfully in other operations
and believes that they provide a reliable and secure method for effectively
transferring the file each day.

Ensuring that we are able to deposit the checks into our Fifth Third ac-

count, is not difficult as Tier’s remittance processing solution includes tak-
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ing advantage of the Check 21 law, which allows us to simply deposit im-
ages as opposed to physical checks. In depositing the images, the only re-
quirement to successfully make the deposit each day is a reliable and se-
cure fransmission facility. Tier will work with the bank and the State to
ensure that all parties are comfortable with the transmission method finally
selected to support the DRP deposit process.

Tier believes that the SDU infrastructure in Nashville provides the most
realistic disaster recovery solution to the remittance processing function.
Both the Nashville and Lansing facilities use the same type of equipment;
therefore, additional training would not be required for Michigan staff and
they could immediately begin processing payments. Moreover, our solu-
tions reliance on the capacity of an existing SDU operation reduces the
overall cost of our MiSDU bid by leveraging equipment across multiple
operations. Finally, the solution includes enough capacity to ensure that
Michigan’s constituenis are not overly impacted by any disaster at the
Lansing facility.

The Tennessee facility will be operational within 48 hours of any disas-
ter and Tier will be capable of providing services that meet the perform-
ance standards sct forth in this contract. Tier understands that should a
catastrophic disaster affect the operation of the Michigan SDU site, our
backup facility may be required to continue operations for a long duration,
perhaps 90 days or more. We will work with Michigan to determine the
most appropriate time to resume operations at the original facility or relo-
cate to a new permanent facility in Lansing if needed. We understand that
Michigan reserves the right to reject Tier’s proposed backup facility plan.
In such an event, we have scveral other options available to us and Michi-
gan.

Disbursement Operations — In the DRP, the disbursement function will
be outsourced to Allsion Payment Systems (APS), a vendor that will also

provide the coupon printing function during normal SDU operations. The
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Michigan SDU check disbursement file will be transmitted to the APS fa-
cility in Indianapolis, They will then print and mail the checks from this
facility. They will prepare and print the checks using the same specifica-
tions outlined in our Disbursement Solution (Section 1V.B.2.4) in this pro-
posal, including the use of PAVE and CASS processing to ensure the low-
est possible postal rates. A l-week supply of check stock will be
maintained at the APS facility to ensure that printing operations can begin
immediately. Additional check stock will be transported to APS after the
disaster declaration to cnsure a sufficient quantity is available to meet the
printing requirements during the entire period of the disaster recovery. In
addition to being a proven printing partner with the infrastructure to sup-
port printing the disbursements for Michigan, the proximity of the APS fa-
cility in Indianapolis to Miqhigan and APS’ standing as the second largest
postal customer in the Indianapolis, helps ensure the Michigan’s child
support payments will be received by the State’s constituents as quickly as
possible, even in the event of a disaster.

Customer Service Operations — Based on Tier’s proposed Customer
Service telephony solution, transferring calls to the backup site will be
relatively simple. Our telecommunications support staff will make the
necessary modifications to our system so that calls can be rerouted to the
backup “facility” almost immediately. Call centers can often be the most
difficult function to adequately recover in the event of a disaster. While
the technical infrastructure to process the calls is expensive to duplicate,
being able to have staff that understand the Michigan child support pro-
gram available to take calls can be the biggest challenge. Relying on the
advanced technical functionality of the 13 Customer Interaction Center
platform, Tier has developed a comprehensive backup solution that allows
our Michigan CSRs to continue take calls from anywhere a phone is avail-
able.

Tler/04-0039-PRP
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Contact Center Delivery and Service

In describing the ability of the contact center’s technology systems to
maintain call center functions in a disaster, it is necessary to first examine
the inherent features of the systems proposed that make them reliable, se-
cure, and quickly returned to service, and second, to propose the Hosted
Disaster Recovery Center (HDRC) be used in the event of a disaster.
While the recovery options within the systems are important, they are not
enough in the cvent of a hard disaster that prohibits Tier from inhabiting

the call center. For that reason, a HDRC is recommended.

Technology Recovery Features

The proposed Customer Interaction Center® (CIC) system has a number
of features that work to ensure that the system recovers quickly from a
power outage or disaster. For example, the CIC automatically restarts af-
ter power failure. CIC is installed as a service to start up automatically
when the server boots up. Logon to host applications are part of either the
start up process or as a developed application script.

In addition, there is a sub-process running in the CIC operating envi-
ronment that monitors all other processes and will restart, if need be, a
failed process. This is a defensive mechanism intended to increase avail-
ability of the system. All incidents are reported to the Windows applica~
tion event log; optional custom applications may be created to notify ap-
propriate personnel based upon the State’s directions. If the system is part
of an optional N+1 redundant configuration, the backup server would take
over operation in the event of primary system failure. Reliability is one of
the primary design features of CIC. In fact, many organizations world-
wide have replaced their existing phone systems, call distributors, and
other legacy telecom devices with CIC servers. For the maximum in reli-
ability, CIC can be developed in a multi-node cluster so that if one server

fails, another takes over operation within a few seconds.
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CIC and its core technology — the Interaction Center Platform® — allow
organizations fo eliminate older, less dependable proprietary pieces of te-
lephony equipment — thereby offering a dramatic departure from the cur-
rent ad-hoc approach toward communications. Subsequently, CIC lets or-
ganizations eliminate the boundarics between ACD, IVR and other
applications to enable truc cnd-to-end system reporting, and offer them the
ability to monitor all interaction management facilities using standard,
more reliable network management tools and techniques. Rather then
having multiple “links” in the communications “chain” with the potential
for any link to fail, CIC provides more functionality with fewer moving
partts, thus eliminating a lot of failure-prone chain links. By reducing the
components in delivering a complete communications solution, CIC sim-
plifies disaster recovery planning dramatically while reducing overall
costs.

In addition to the system component redundancy that has been builf in,
the solution has been configured to take advantage of the existing Tennes-
see SDU site and a Hosted Disaster Recovery Center (HDRC) for addi-
tional redundancy and fail-over capacity as described in the next section
(Figure IV.B.2,10-1).

Tier/04-0039-PRP
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Figure 1V.B.2.10-1. Normal Operations Conflguration of the MiSDU and the HDRC

Hosted Disaster Recovery Center

Although measures have been taken to cnsure that the proposed sys-
tems are rcliable, fault-tolerant, and can be quickly returned to service in
the event of a failure, it may be to provide services that allow the State to
continue to handle communications and conduct the business of child sup-
port outside of the MiSDU. With the proposed HDRC, the State can con-
tinue to take care of business (Figure TV.B.2.10-2).
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Figure IV.B.2.10-2. The HDRC will provide uniterrupted support and communications.

The proposed HDRC will protect and support MiSDU’s business-
critical communications by re-routing calls and essential communications
to CSRs who can assist stakeholders. As a first Hne of defense, initiated
immediately after the primary site becomes disabled, the HDRC will no-
tify the telecom service provider to route calls to a secondary contact cen-
ter, such as the Tennessee SDU. As CSRs for the MiSDU are able to re-
group and connect with the HDRC, they will be able to assist callers.

The HDRC location will include the systems (i.e., CIC, CRM, SQL
Server Database, ctc.) to allow CSRs to continue to handle transactions via
phone and email as well as have access to the transaction for all but the
current business day. The same set of CIC features (i.e., mulfimedia
ACD, remote access with a telephone and Internet connection, first-

in/first-out/longest available queuing, IVR, call recording, conferencing,

Tier/04-0039-PRP IV-B-492
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and supervisor options) are available to the available CSRs, By including
the CRM software at the HDRC site and synchronizing with MiSDUs
CRM system daily, the HDRC will have a record of the transactions from
previous days to use in providing customer service,

In addition to the systems required, the HDRC will have dedicated
voice trunks, redundant Internet access, 24/7 facility monitoring, and ac-
cess to an experienced set of engineers. This combination will ensure a
highly reliable, highly available disaster recovery solution for the State,

As shown in Figure 1V.B.2.10-3, during the initial recovery from the
disaster, calls are transferred to a secondary call center site (Tennessee
SDU) seamlessly. The stakeholder will likely not be aware that the center
is operating in disaster recovery mode because there is no interruption to

service.

Phase 1: Initial Recovery —

800 TN sEU

All calls immediately roxted-
10 secondlary call center slte

133UBD AJBn00aY J31SESIC PAISOH

Figure IV.B.2.10-3. Hlustration of Phase One of the recovery
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Immediately after the primary site goes off-line, both the secondary call
center site and the HDRC will be available to stakeholders. Further, once
MiSDU regroups or begins working from alternate locations, they can
connect to the HDRC and resume their tasks with minimal interruption.
Calls, CRM data, and email, likewise, can be fransferred to CSRs at home
or an alternate site via the HDRC. Figure IV.B.2.10-4 illustrates the frans-

fer to the CSRs/agents at their remote locations.

Phase 2: Primary Agent Recovery .. cu
Tennesses SDU Slte 800 TN 50U

Calls routed fo remota agen®s
athome or almate site via . -
Hosted Dlsaster Recovery Center

s Wk Diatobass

SS90 ALBn0oay J8I5esI] PRISOH

2406

Figure IV.B.2.10-4. Phase Two of the Disaster Recovery via the HDRC

Functional Experience

Because the HDRC will have the same applications, auto attendant, and
“yoice” of the MiSDU, the caller’s experience will be indisﬁnguishable
from normal operations, The HDRC will perform the same as the primary

site and stakeholders will be able to receive assistance as normal.

Tier/04-0039-PRP IV-B-494
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Personnel, likewise, maintain functionality during the disaster recovery
period. CSRs with PC access maintain the ability to set their status and
receive a screen pop or a tone through their PC to alert them of a new in-
teraction. They will also maintain the ability to manage and track cases
through the CRM package and will have access to the transactions for all
days except the current day, and can update the system during the stake-
holder’s call as they would normally do. Supervisors can remotely listen
in on CSRs calls and record them if desired. Al of the CIC and CRM
functionality that they are accustomed to will be provided through the
HDRC.

Shifting Operations to the HDRC

Viability and usefulness of the HDRC depends on the regular exchange
of information between the State’s systems and HDRC systems. Daily file
transfers and updates to the CRM package will be used to synchronize the

HDRC. Likewise, customizations, upgrades, and fixes will be maintained

for both sites. Personnel designated as available during a disaster recovery

must have their remote systems monitored for compliance as well.
In the event that it becomes necessary to shift business communication
to the HDRC, the following steps will be taken:

1. Using SS7 based signaling and the SS7 Pre-call Director, the HDRC
will direct the State’s Telco to re-route calls to the designated HDRC
DID or toll-free phone numbers for alternate contact centers, such as
the Tennessee SDU,

2. As CSR from Michigan become available and connect to the HDRC,
they will be added to the pool of CSRs accepting calls for the State of
Michigan stakeholders.

3. The State will determine the number of Disaster Recover.y Personnel
required to maintain business communication during the disaster pe-

riod. Additional CSRs may be added at any time,

IV-B-495 Tierf04-0039-PRP
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a. Personnel expected to be available for disaster recovery operations
must be equipped as follows:
i. Locally installed Remote Interaction Client, which provides a
soft phone to provide agent functionality
ii. Locally installed CRM Client
iii, Have an Internet connection
iv. Have a DID (direct inward dial) telephone number
v. PC with one of the following minimal requirements:
¢ Microsoft Windows 98, Pentium 166 with 34 MB RAM
o Windows NT, Pentium II 300 with 64MB RAM
e Windows 2000, Pentium TI 300 with 64MB RAM
e Windows ME, Pentium 11T 400 with 128 MB RAM.
b. Personnel who are not able to regain Internet access may utilize the
telephone-only vérsion of the client during the emergency situa-

tion.

During any time of disaster, limitations to conducting business are ex-
pected. However, by utilizing the proposed HDRC, disruptions are dimin-
ished and important communication lines are kept open between the
State’s child support division and the stakeholders., Additional benefits to
the State’s SDU include:
¢ Reduce or avoid revenue losses and stakeholder losses
¢ Reduced employee downtime
¢ Remove the need for buying, installing, integrating, and maintaining a

back-up communications infrastructure
¢ Eliminate the need for a Hot Site; personnel can work from home

¢ Maintain continuity by supporting your existing telephone numbers,
both local and toll free.

Tier’s Disaster Recovery Experience
Tier has successfully implemented business continuity or DRPs for

other operations, including its Kentucky Payment Processing Center, New

Tier/04-0039-PRP
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Jersey Payment Processing Center, and Maryland Payment Processing
Center. For example, our Kentucky Payment Processing Center, located in
Lexington, Kentucky, experienced a severe ice storm in February of 2003,
The ice storm interrupted electrical power in most of the city for 5-7 days.
On Monday we relocated and were in operation on Tuesday morning in
the backup location. On the following Monday evening, we were able to
move back into our office without any further interruption of service to the
Commonwealth of Kentucky.

Our DRP includes vital, yet seemingly obvious, information. It is this
information that each of our staff members becomes familiar with to allow
operations to confinue to run smoothly. While all of our DRPs follow a
similar format, they are each specific to a particular site. Table 1V.B.2.10-
1 below outlines the necessary information that wiil to be included in the
MiSDU DRP. Additional items may be included after discussions with the
State of Michigan. | |

Table IV.B.2.10-1. Necessary information to be included in the Michigan SDU DRP

Topic i Brief Description
Purpose Discuss purpose of DRP

Impact Analysis

Discuss the typical thres levels of impact assigned to disas-
ters, provide estimated times to recover, and discuss possible
solutions.

Disaster Recovery Teams Detail the appropriate teams, providing names, contact infor-

Resumption Coordination Team Includes the core team members and SMEs to faciiitate coor-

Emergency Finance Team This team’s responsibiiities include implementing insurance

Information: System and Technical Support | Handles all server configurations, telecommunications modifi-
team

Personnel Team

mation, and roles and responsibilities.

dinating all DRP teams and maintain communication with
Michigan. Contacts vendors with the backup location address
{a.g., mail courier and bank courier).

claims and bonds, implementing rapid Purchase Orders. It will
be this teams priorily to ensure that all required purchases can
be made quickly. '

calions, testing of interfaces, and final resumplion of all auto-
mated processes at backup site.

Handles ensuring safety of all siaff, contacting staff with
backup location, and assisting staff in locating transportation to
the backup site.

1V.B-497 Tier/04-0039-PRP
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Topic | Brief Description

Supply Team Ensures adequate office supplies on are hand. Also verifies an
adequate supply of check stock is on hand,

Testing, Reviews and Changes Discuss schedule of performing DRP tests and test resuits.

Backup Procedures and Testing Detail required back-up procedures and on-site and off-site
storage of backups.

Priority Equipment and Services Lis‘t priority equipment, vendor, and estimated time {o reac-
quire,

Mon-Priority Equipment and Services Lisit priority equipment, vendor, and estimated time to reac-
quire.

Vendors and Important Contacts Provide vendors and their contact information.

Disaster Simulation Provide details as to the types of disaslers that will be simu-
tated to ensure the success of this DRP.

Michigan Contact List Provide Michigan contact names and contact information.

Tier Corporate Contact List Provide Tier corporate contact names and contact information.

Office Checklist Provide a list of office supplies required to complete daily tasks
at the Michigan SDU.

Server Configuration Detail the configuration of the servers so that they can be re-

generated using step-by-siep screen captures of the neces-
sary procedures.

Michigan SDU Workstation Network Detail the configuration of the workstations so that they can be

Configuration regenerated using step-by-step screen captures of the neces-
sary procedures.

Sign-in Sheet Provide a hard-copy sign-in sheet for staff.

First-Aid Kit Include a listing of standard first-aid supplies that should be on
hand along with a listing of "speclal medical” needs of required
personnel.

Alternate Locations Detaii the alternate locations which can be used to temporarily

house the Michigan SDU along with contact information used
far locating a permanent facility, if needed.

Plan Expansion and Implementation

The DRP will be updated semi-annually for specific information such
as exact names, references to bond numbers, insurance policy numbets,
local addresses, changes in team participation, and changes in local ven-
dors.

Afier contract initiation, Tier will conduct a more thorough evaluation
of the following disaster scenatios that are site specific:

A. Location Hazards
1. Proximity to Airport
2. Multi-level Building

Tter/04-0039-PRP 1V-B-408
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Nearby Multi-level Building
Congestion Areca
Industrial Park
Proximity to Chemical Factory
Proximity to Chemical Laboratories
Proximity to Natural Gas

9. Proximity to Railway

10. Power Supply Problems

11. Lightning
B. Low-lying Area
C. Large Bodies of Water
D. Proximity to Military Exercise Area
E. Major Construction Equipment
F
G
H
i

e

. Terrorist Activity
. Virus Contamination
. Sabotage
Intrusion by unauthorized personnel
This will have to be performed after an actual location is established,
because the exact location of the Michigan SDU facility will drive this

portion of the DRP,

. Work Stoppage or Contract Cancellation

Tier understands that in the event that Tier is not able to continue op-
erations due to work stoppage or contract cancellation, that Michigan may
continue operations for an interim period until the end of the contract pe-
riod. Tier recognizes that there is a contractual responsibility on the part
of the vendor to provide the services for the duration of the contract resulf-
ing from this ITB. Under these conditions, Michigan may occupy and
staff the MiSDU facility using the existing hardware, software, and con-
nectivity at Tier’s cost. However, Tier has never had a work stoppage is-

sue since we began providing privatized SDU services.

. Performance and Penalties

Tier notes that as required by the ITB, all performance and penalty te-
quirements are identified in Attachment B -- Supporting Documents, Per-

formance, Metrics and Reporting,

1V-B-499 Tier/04-0039-PRP
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5.

Change Requests

Tier will interact with Michigan in a timely manner when Michigan re-
quests a system or process change. If Michigan requests that an assess-
ment be performed at the MiSDU facility, Tier’s Project Director will re-
spond either in person, by telephone, or by cmail as soon as possible to
that request and will complete such request within a week from the date of
the request, unless Tier has requested and received an authorization from

Michigan to take a longer period of time to complete the assessment.
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SECTION IV-C
MANAGEMENT SUMMARY

IV.C.1 NARRATIVE [ITB I1.D]

Tier understands the problems presented by this procurement, because
State Disbursement Units (SDUs) are a significant part of what Tier is as a
corporation. We understand because we have been in the trenches imple-
menting SDU operations since 1998. Over the last 6 years while imple-
menting either directly or indirectly 11 SDUSs, Tier has determined how to
avoid the very problems posed by the MiSDU project.

Specifically, we believe the problems posed by the MiSDU project can
be divided into four major components:
¢ Risk mitigation
4 Program effectiveness and transition to an e-commerce environment
¢ Customer service excellence

¢ Cost reduction

Tier’s MiSDU proposal provides a comprehensive solution to each of
these challenges by integrating our understanding of the SDU environment
with the information in the State’s Invitation to Bid (ITB).

Risks to the project as a whole are significant if the collections function
fails to maintain timely and quality collection services. As the first stage
in the SDU operation, the collections process ensures that the appropriate
data are quickly and accurately captured for presentation to MiCSES and
subsequent identification to a child support case. Any impact on the accu-
racy or timeliness of this process negatively affects Michigan’s child sup-
port clients, Tier believes the risk factors for coliections can be separated
into three major components:
¢ Loss of financial controls
4 Technical and staffing solution not scalable to Michigan volumes

4 Low accuracy rates

Tier/04-0039-PRP
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Each of these risks, without proper mitigation, could have a negative ef-
fect on the SDU operation and the child support program project as a
whole. Fortunately, Michigan can safely rely on Tier’s experience in ad-
dressing each of these risks, not only in multiple high—volumé remittance
processing operations, but more specifically in multiple SDU operations

processing billions of dollars in child support collections each year.

Risk - Loss of Financial Controls

The MiSDU is one the largest SDU operation in the United States,
processing over $1.6 billion each year. These dollars represent support for
Michigan’s children. The financial controls used to account for these
funds must be robust, comprehensive, and in compliance with all applica-
ble federal, State, and Generally Accepted Accounting Principles (GAAP)
audit requirements.

Loss of financial controls can take a number of forms at a SDU. First,
there can be actual theft, fraud, or other breach of trust crimes at the SDU.
Criminal activity at any financial operation is unacceptable; however,
when it takes support from a Michigan family, it can also have damaging
financial repercussions for the family affected. Moreover, the negative
publicity at the level of either the constituent or the public brings into
question the SDU’s ability to adequately account for the public funds with
which the SDU has been entrusted. Second, a loss of financial controls
can lead to discrepancies in the accounting controls used to reconcile tﬁe
operation. So, while all the funds for which the SDU is responsible may
be where they belong, they cannot be adequately accounted for. Again
this situation brings into question the ability of the SDU vendor to meet its
fiduciary responsibilities to the State. Finally, the establishment of inade-
quate controls or the inadequate implementation and enforcement of

proper controls may result in a negative audit finding,

Tler/04-0039-PRP
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Risk - Solution Scalability

The size of the MiSDU provides oppottunities for economics of scale
not found in most other SDU operations. However, the same volumes that
provide economies can also be risks if not properly identified. The vul-
nerability of an SDU operation based on size raises two major questions:
Will the staffing model support the transaction volume within the required
timeframes? Will the technical infrastructure support the processing of in-
formation without difficulty? |

The MiSDU must be scaled to not only meet the volume requirements
on Day 1 of the contract, but also to account for a complex formula of
processing lhet1ics that includes not only the actual number of transactions
to be processed, but also the percentage of payments received through
electronic funds transfer (EFT), the expected percentage of unidentified
payments requiring additional research, and the length of the processing
window every day for the next 5 years. Only through a thorough under-
standing of these metrics, based on actual SDU operational experience,
can a proper staffing model be buiit that ensures compliance with the same
day processing requirement found in the ITB.

Without understanding the variance in payment volumes by day of the
week and week of the month, an SDU operation can easily be over-
whelmed by payment volomes that cannot be processed within the day of
receipt window. Unfortunately, a failure to complete processing today can
escalate to a situation where some percentage of today’s payments must be
completed tomorrow before processing of tomorrow’s payments can begin
and then tomorrow’s payments are not completed cither. This situation
can quickly deteriorate to a point where the SDU can be a number of days
behind in processing. Since the physical infrastructure to support the
processing functions is finite, it can be difficult to recover once a large

backlog is created without additional outside assistance.

IV-C-3 Tier/04-0039-PRP
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This type of backlog can have a number of distinct risks associated with
it. First, the 48-hour federal disbursement requirement will be missed.
Missing this important federal requirement can lead to sanctions against
the State. Second, payment backlogs always generate additional scrutiny
and contact from the project stakeholders, advocacy groups, the Legisla-
ture, and the State’s clients. Responding to these additional contacts exac-
erbates fhe resource issues as resources that could be processing payments
are now responding to the additional requests for information about the
backlog and questions about whether “my” payment is waiting to be
processed.

Similarly, if the architecture or capacity of the technical infrastructure
is insufficient to support the SDU’s volumes, a backlog of payments can
quickly form. Whether or not the project has enough staff is irrelevant if
the payment processor has to wait 60 seconds for each payment image to
be displayed, It is imperative that the technical solution be based on a
sound design that has been fully tested to support payment volumes in ex-
cess of those actually anticipated. Again, if the technical solution fails, the
SDU will suffer from the same risks associated with inadequate staffing as

described above.

Risk - LLow Accuracy Rates
Accuracy must be the hallmatk of any SDU operation. Each incorrect
payment has a significant negative affect on multiple project stakeholders:
¢ Custodial Parent (CP) who should have received the funds, but did not
+ CP who should not have received the funds, but did
4 Child whom the funds were really meant to support.
¢ Non-Custodial Parent (NCP) who is questioned about why a payment
was not made
+ Employer who is questioned about why a payment was not made
¢ Customer Service Representative (CSR) who takes the call reporting

the missing or extra payment

Tier/04-0039-PRP
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¢ Friends of the Court (FOC) worker who takes the call reporting the
missing or exftra payment
¢ SDU research specialist who does the research to determine what actu-

ally happened with the payment in question

Each of these parties must spend time responding to a single misposted
payment. The effect of a large number of misposted payments on the
overall effectiveness of the SDU and ultimately Michigan’s child support
program could be disastrous. Thercfore, Tier believes that this service

area represents a significant risk to the overall success of the project.

Collections Risk Mitigation Strategies

Catalbguing and understanding the risks that may occur within an SDU
environment arc the first steps in mitigating these risks. We have cata-
logued the possible risks associated with the MiSDU in each of our previ-
ous SDU implementations. The following section of this proposal de-
scribes our risk mitigation strategy. Tier has developed a comprehensive
risk mitigation strategy based on the experience that can only be gained
through the implementation of multiple SDUs. More importantly, we
have developed a risk mitigation strategy that addresses risks unique to
Michigan in order to minimize their impact on the Child Support Program
project stakeholders, especially Michigan’s families.

One of the most significant impacts to the SDU project would be the
failure of the service provider to ensure the implementation of, and adher-
ence to, the proper financial controls. I.oss of financial controls at the
SDU places billions of child support dollars and the families they support
at risk, To mitigate this risk, Tier has a complete package of accounting
controls, audit trails, checks and balatces, and corporate oversight. Most
importantly, as detailed in Section IV.B.2.7 Banking and Account Recon-
ciliationof this proposal, Tier’s solution provides for numerous reconcilia-
tion points supported by proven accounting controls and audit trails. A

summary of these control and reconciliation points appears below.
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SDU origination of Automated Clearinghouse (ACH) debits
ACH debit return items

Invoice-Derived Billing (IDB) collections

Credit card collections

Credit card disputed items

Issue checks

Check clearing

Originate ACH credits

ACH credit returns

Electronic Payment Cards (loaded value)

Electronic Payment Card Exceptions

Electronic Benefits Transfer (EBT) (benefit availability/funding)
EBT {card usage)

EBT exceptions

Voiding checks

Stop Payments

> S * 4 S 4 4 4 9+ 4 4+ b +

Stale-Dating

Moreover, not willing to rely on the standard financial controls that
should be in place in all SDU opetations, Tier’s solution includes a num-
ber of additional value-added controls designed to protect Michigan’s
child support funds. One of the most significant of these value-added con-
trols is inherent in our use of the Opex AS 3600i, Unlike most high-speed
remittance processing operations, the use of the 3600i allows Tier to estab-
lish the initial point of reccipt for every financial instrument as early in the
1'e_mittance process as possible. In fact, our solution allows us to uniquely
assign a transaction number to each financial instrument received at the
time it is removed from its envelope. Other high-speed remittance proc-
essing operations must first sort, batch, and orient the financial instru-

ments received and then move them to another room for imaging prior to

Tier/04-0038-PRP
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the assignment of a unique {ransactions number. Since the majority of all
stolen items at an SDU take place in the mailroom, it is important that
cach item is accounted for as eatly as possible in the operation. Addition-
ally, financial instruments are better ensured of not being lost in the opera-
tion if the financial instrument and supporting documents are individually
removed at the image capture point. Other vendors who use traditional
high-speed fransports lose this control of the financial instrument. For ex-
ample, if the instrument is upside-down or backwards during the checks’
high-speed capture process, the checks will be co-mingled with stubs.

In addition, since theft in financial operations does take place in the
mailroom, Tier’s facility enjoys a number of physical security controls as
well. These controls include limited access through the use of Iris scan
technology to the mailroom by only those staff who work there and cam-
eras recording the activity in the mailroom throughout the day. Further-
more, our procedures preclude an individual being in the mailroom alone,.
and a supervisor must be in the mailroom any time any staff are in the fa-
cility.

Supplementing our accounting controls and physical security, Tier also
works to ensure that the personnel assigned to the project are trustworthy.
To this end, we require a background check on each individual employed
by the SDU. The background check looks for criminal activity, especially
that involving breach of trust crimes, and individuals with poor credit rat-
ings who are not working to rectify their past debt problems. We feel that
by not hiring individuals who have previously committed a crime or those
who have an large outstanding debt and history of failing to pay, we di-
minish the chances that we will employ someone who might eventually
steal from the operation. '

Moreover, we also require individuals coming to work in our operations
to disclose whether they have an active child suppoit case. This informa-

tion is not part of the individual’s personnel file, but instead is used by the

IvV-C-7 Tier/04-0039-PRP
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project’s senior management to audit individual cases for suspicious activ-
ity. Inno way does an individual’s having a child support case, regardless
of its status, affect the individual’s chances of working at the SDU. How-
ever, we feel that it provides the final control in ensuring that each child

support payment received at the SDU makes it to the intended recipient.

Scalability

As noted above, Tier brings to Michigan a positive solution to ensuring
our fiduciary responsibility to the State and its clients. However, this solu-
tion mitigates only one of the risks at the SDU. Another significant risk at
any SDU, and especially an SDU the size of Michigan’s, is the ability of
the operation’s staff and associated equipment to adequately handle the
project’s payment volumes. To understand the staffing component of the
operation, Tier uses a sophisticated model based on an understanding of a
number of important SDU metrics including the following:
¢ Payment volumes
¢ Percentage of EFT
¢ Percentage of payments received by day of the week
¢ Percentage of payments requiring additional research
¢ Processing rate for each major function
¢ Number of hours available each work day
¢ Productivity percentage for staff, knowing they are not working 100%

of the time they are in the office

Each of the metrics is used in our model to determine the average and
maximum number of staff in full-time equivalencies (FTEs) required by
day of the week to suppott the operation. An understanding of the opera-
tional requirements at this level can only be obtained by an intimate
knowledge of SDU operations. Tier has included a preliminary staffing

model for all components of our MiSDU operations later in this proposal.

Tier/04-0039-PRP
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The staffing model for an SDU operation must take into account a
number of significant metrics. These metrics are only available to vendors
that have experience operating an SDU. By understanding the variances
in payment volumes and the significant impact the number of unidentified
or research items has on the operation, Tier is able to properly staff our
MiSDU operation and mitigate the risk that payments will not be proc-
essed due to a lack of trained staff,

Tier designed the Kidslst® architecture to be highly scalable and to
have the ability to handle a large load of incoming documents. Scaling of
the scanning and processing stations is quite straightforward and achieved
just by adding the new station and registering it in the system. Knowing
average throughputs of these stations, it is easy to determine the total
number of machines in these modules. The same can be said for the data-
base (not only for the main KidsIst database, but also for the databases in
the imaging part of the system). Kids 1st uses MS SQL Server Enterprise
Edition, which is clustered in a pair of active-active databases. For the ex-
ternal applications this cluster looks like a single machine. In reality it is a
combination of the two databases with highly available shared storage and
fail-over mechanisms between them, The projected database configuration
is capable of handling much higher loads than that projected for Kidslst at
any time during the operation; however, given the system architecture, we
can easily add more servers into the cluster as required.

Tier has developed a robust SDU solution proven in multiple projects
over the last 6 years. Moreover, Tier’s solution has continued to evolve
during this period to take advantage of many of the latest technology of-
ferings in the remittance processing and call center environmenis. We
take pride in our operations and look forward to moving Michigan and its

families to our SDU solution as seamiessly as is possible.
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Program Effectiveness and eCommerce Initiatives

As noted above, Tier’s SDU solution continues to improve as we dis-
cover new technologies and processes. Many of these improvements di-
rectly enhance the effectiveness of the not only the SDU, but in many
cases will make a significant impact on the child support program overall.

One of the most noteworthy of these enhancements is Tier’s ability
through our OnBase partner to make images of the payments and dis-
bursements processed by our MiSDU opcration available directly from
MiCSES. Imagine a caseworker not having to look up a payment transac-
tion in MiCSES and then using that transaction data in another application
to display the payment image. Our proposcd solution would allow the
caseworker simply click on the transaction in MiCSES and the associated
image will display immediately in a new window. Tier is excited about
working with the State to implement this amazing technology.

Additionally, Tier understands the c-commerce will continue to im-
prove the remiitance processing and disbursement functions in SDU op-
erations. Tier not only anticipates an increasc in incoming EFT as well as
outgoing direct deposit and electronic payment card transactions, but we
have also included a proactive outreach program to increase the adoption
rates of clectronic payments and disbursements. However, while elec-
tronic transactions benefit the child support recipients by reducing the time
required to receive, process, and disburse a payment, Tier also realizes that
it is more difficult for the other projcct stakeholders, especially the case-
workers, research, and call center staff, to casily understand the electronic
transaction data. Therefore, Tier has developed a process whereby all in-
coming BFT and outgoing ditect deposit and electronic payment card
transactions will be displayed in our image archive. Designed to look like
the checks they are replacing, the e-commerce images provide the data in

a format which people are used to seeing,.

Tier/04-0039-PRP
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With Tier’s solution, the .caseworker or customer servicg‘:: agent will
have no question about how to read a flat file, because such workers can
look at the payment or dishursement “image” directly. Moreover, since
images can now be made available directly from MiCSES, these e-
commerce images really do look no different, except for a heading on the
image, than any other transaction. We again believe that providing data to
the individuals who need them in a format they understand and as directly
as possible can only provide increased efficiencies to the child support

program overall.

‘Customer Service Excellence

Tier understands that the interaction between our MiSDU call center
and the other project stakeholders including the child support profession-
als, employers, and CPs and NCPs must be fast and efficient, providing
nﬁultiple communication channels. Tier is proposing a comprehensive
communications suite based on technology designed to support each of the
customer service functions required at the SDU. The proposed telephony
solution provides the technical tools our SDU operation needs to operate
effectively.

However, more important than any technical solution, the success of
Tier’s customer service operations are based on the individual CSRs and
the training they are provided. Tier understands that it is imperative that
CSRs receive comprehensive training prior to answering their first call.
Moreovet, it is just as important that each CSR receive continuous training
throughout the life of the project. To be effective, Tier determines the
specific training required to address any weakness in our CSRs’ abilities.
Ongoing training for each CSR is developed based on his or, her evalua-
tions during quality assurance audits, monitored calls, and caller surveys.
By understanding where a CSR may be weak, we are able to develop spe-

cific training courses for cach individual, Understanding the importance
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of training, Tier is proposing a fully furnished training room and dedicated
training department,

While some vendors may discount the impact the customer service staff
have on an operation, Tier realizes that in many cases our CSRs are the
only voice of the child support program. It is imperative that our CSRs
provide every caller with the requested information effectively, accurately,
and always in a professionai manner, We take this responsibility as a ba-
sic principle of our call center operations and look forward to providing
each Michigan caller with exemplary scrvice of which Tier and the State

can both be proud.

Cost Effectiveness

With the impending budget deficit in the State of Michigan in both FY
04 and FY 05, Tier has endeavored to provide the State a robust SDU so-
lution at a reasonable cost. In spite of cost constraints Tier has proposed
an SDU that meets not only the requirements of the ITB, but which pro-
vides targeted value-added features as well. These features include e-
commerce functions such as Electronic Bill Presentment (EBP), images of
electronic transéctions, and image accessibility from MiCSES,

In addition, Tier’s solution is designed to make caseworkers more ef-
fective and to allow them more time fo focus on the real child support en-
forcement functions while Tier operates the SDU and associated call cen-
ter. By allowing image access from MICSES, Tier believe that each
worker will have more time to establish another paternity case or locate
another NCP, Moreover, Tier’s call center is designed to ensure first-call
resolution to a maximum number of calls and to reduce calls going to the

child support professionals. Tier understands that budget constraints

~ means fewer staff must handle an ever-increasing caseload. One of our

responsibilities as the SDU vendor is to ensure that every action associated
with an incoming payment, outgoing disbursement, or client interaction is

perfect and requires minimal if any input for the caseworker. We believe

Tier/04-0039-PRP
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our solution provides the right technical solution, supported by the right
processes, and staffed by highly trained individuals who care about

Michigan’s clients to provide an efficient and cost effective solution.

Subcontractors

As required by the ITB, Tier’s banking partner Fifth Third Bank will be
a subcontractor on this project. Fifth Third Bancorp is a diversified finan-
cial services company headquartered in Cincinnati, Ohio. Fifth Third op-
erates 17 affiliates with 952 full-service locations in Michigan, Ohio, Ken-
tucky, Indiana, Illinois, Florida, West Virginia, and Tennessee, They serve
5.7 million customers through their affiliate banking network with West-
ern Michigan being the second largest affiliate in the Fifth Third network.
This infrastructure and focus on the State of Michigan provides the State’s
constituents with a proven banking partner. With approximately $91 bil-
lion in assets, Fifth Third is among the 15 largest bank holding companies
in the United States, and its market capitalization of $33 billion places it
among the 10 largest bank holding companies in the United States. More-
over, Fifth Third handled 9.0 billion automated teller machine (ATM),
point-of-sale, and e-commerce transactions in 2003, a 10% increase com-
pared to 8.2 billion in 2002, and Fifth Third’s world-class capabilities as a
transaction processor position the company to continue to take advantage
of the opportunities of e-commerce including the direct deposit function
they will provide to the MiSDU. Fifth Third is both willing and capable of
carrying out all of the banking functions defined in the State’s RFP and
Tier’s associated proposal. Fifth Third’s business information is included

in Sections IV.A.2 and IV.C.5 and in of this proposal.

Summary

Tier believes that the MiSDU solution we are proposing provides the
definitive balance of technology, processes, and people to ensure the suc-

cess of the project. We have brought together a highly qualified imple-
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mentations and operations team to support the project. This project will
have available to it a number of technological enhancements recently
made available to the remittance processing world including the OPEX
AS3600i, e-commerce initiatives designed to increase adoption rates and
promote worker effectiveness, and Tier’s commitment shared by all our
tearn members to provide highly trained staff who will operate a cost-

effective SDU that will be onc of the best in the country.

IV.C.2 WORK PLAN [ITB 11.D]

IV.C.2.1 Business Approaches and Methodologies

The State of Michigan seeks assurance that the project’s organizational
structure and approach ensures delivery of an efficient and operationally
compliant State Disbursement Unit (SDU).  Tier understands these con-
cerns and has developed a project team and approach that easily meets the-
State’s goals and objectives. Based on Tier’s experience gained operating
SDUs since 1998, the State can be assured that Ticr understands what is

required to implement and manage a successful SDU operation.

Approach to Project Management

There are two aspects to managing the engagement for the MiSDU,
namely the project management methodology (PMM) that Tier follows to
implement new systems and processes and the management practices that
Tier uses to manage ongoing operational processes. As one would expect,
these management disciplines overlap as effective project management
approaches are essential in the successful ongoing management of an op-
cration.

We recognize that to be successful, we must incorporate sound man-
agement practices into the management of each engagement. We will put
into place appropriate project controls o provide a clear picture of the en-

gagement’s status throughout its life, as well as use appropriate project

Tier/04-0039-PRP
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management techniques to ensure that objectives are met within the de-
sired timeframes.

Tier recognizes that during this engagement we must follow the guide-
lines laid down in the Michigan PMM, We have reviewed the Michigan
PMM — Department of Management and Budget (DMB) Administrative
Guide Procedure 1380.02. We find that the Michigan PMM is very similar
to the project management approaches which we engage during our as-
signments, which also follow the Project Management Body of Knowl-
edge (PMBOK) approaches. Tier will follow the Michigan PMM and use
the templates dictated therein. We understand the five phases of project
management that the Michigan PMM describes:

1. Initiation

2. Planning

3. Execution

4. Control

"5, Closing/Complction

Tier has numerous procedures, templates, checklists, and tools to assist
in managing projects although we understand that we will follow the prac-
tices laid down in the Michigan PMM (see Figure 1V.C.2.1-1).

As is pointed out in the Michigan PMM, information technology (IT)
projects will use these five phascs but they are integrated with more de-
tailed software development lifecycle (SDLC) processes, and this is ex-
actly the approach that Tier uses in implementing IT projects. We recog-
nize that even though there are technical aspects to the fulfillment of the
SDLC, the management concepts and deliverables cannot be ignored and

should be integrated tightly around this lifecycle.
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Figure IV.C.2.1-1.

Initiation Planning Execution Control Closing

" Checkiists .

Tools.

Tier understands the five phases of project management that the Michigan
PMM describes and has experience using several general mechanisms
Intertwined with the phases to assist in project management,

In the sections below we describe our approaches for the initial startup,
planning, and execution of the project, which center around the setting up
of the infrastructure, systems, and personnel required for the start of op-
eration of the SDU. We then move on to describe the use of the various
project management processes for the successful ongoing operation of the
SDU.

As a systems integrator and process outsourcer, Tier has provided a
multitude of systems to state agencies across the nation. These agencies
operate in different environments with different objectives and different
staff who have varying levels of familiarity with IT projects. Tier has been
successful in these implementations because we use established, proven
methodologies for both project management and development control. Our
project methodology is based on the Project Management Institute’s (PMI)
PMBOK. The PMBOK has proven itself as a worldwide standard, ac-
cepted by the Software Engineering Institute (SEI) and IS‘O—QOOO, for
achieving results in project planning and execution. Tier’s PMM is based
on a repository of disciplined processes developed through previous and

current project engagements, which yield consistently predictable results,

Tier/04-0039-PRP
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Key aspects of the Tier PMM include these critical components:

¢ Project Planning (scope, Work Breakdown Structure [WBS], schedule,
constraints, dependencies, resources, security, and deliverables)

+ Project Tracking and Oversight (status, metrics, visibility, risks, issues,
communications, and reporting)

+ Issue Management {(potential risks and processes)

+ Risk Management (scope, time, firancial, or quality constraints)

+ Change Control/Configuration Management (project hardware/software
baseline control, version control for critical project documentation, and

quality assurance [QA])

These five components cover the eight key process areas of managing
the schedule, requiremcnts, scope; issues, change, risk, revision, and qual-
ity. Properly managed, the process areas ensure the success of the overall
project (sce Figure IV.C.2.1-2). It is clear from our review that our stan-
dard approach melds with the PMM guidelines. In order to discuss the
main areas of project management, we will first outline Tier’s standard
SDLC, so that we can then explain how the two meld together, Tier rec-
ognizes that Michigan may have slightly different steps or terminology in
its SDLC but we believe the similarity is such that, should the State so de-
sire it, project plans can be modified during the planning stage of the pro-
ject according to the State’s terminology and practices, without affecting

the essence or content of the delivery.
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Continuous Improvemen

The Project Management Phases

Figure IV.C.2.1-2. Tier's Project Management Methodology relies on a project organization

featuring distinct phases and a repository of disciplined processes that interact
to produce continuous improvement throughout the project’s lifecycle.

Figure IV.C.2.1-3 shows nine ateas of focus in the context of their ac-
companying activitics. Each of these nine focus areas is implemented
throughout the project lifecycle, each area integrated with the other. This
nine-area focus complies with standardé issued by the American National
Standards Institute (ANSI) and the Institute of Electronic and Electrical
Engineers (IEEE). The Body of Knowledge upon which the ninc-area fo-
cus is based is the only methodology that has been certified as compliant
with ISO-9001.

Tier/04-0039-PRP

IV-C-18



Vi SDU

3,

% Lier

Expect A Lot

 Project Intigration -

Project Scape

. l;roj&:'Tiﬁie:'

Developrment”

Con Conm!

5 Project Phan Exeqution
_+ Overali Change Control

" Project Cost

\rlanxgemt + Mansgement . ¢ Mamagement
", Project ian L rniatien | + Activity Detinitlon” "

=+ Seope Definitlon

T Stopecmnge
27 Conteol

“vSeope Planniey T 4 | Activiey Sequencing

-7 Estumsting B

s ‘-Sch«lu[eDweiopmm[
-0 .0 Schedube Control: - -

SSeopuVerification. . .

« Activity Dumbon ’

roject Quabity . “Project Humxo Resouros

Manegeneat - Management . Management 1.
17 % Resource Flahslng » Guakify Panning -5 = Osganizatiooal.”
"« Cost Estionstiog” .2 Plasning - -
= Cost, &ssgwng T ---Stam\cqumn

| Project Communication N

Management T \‘lzmgmem Manazonent. ' H

- il : : L ]

" ¥ Commenication - Rn'.k ideatifiention -« Procurcenent Planoiog .

. Plansing Rsstuannﬁmmn » Solldtation Planning - !
* v Infacoiation: * Risk Response . ™ « Selieitatton - 7o 7 0 T
“Distribution; 27 Developmeat: - : wSourdeSekmon‘___ ST

- 7 Performanct Regérting ¢ . -
.* Administrative Closure. © 1.

Project Procurcoal . i

* Tetor Development " -

-;‘ N Risk Response Coolrot

"« Contraet Closeout

« Coptract Adiin

Figure IV.C.2.1-3. Tier's nine-area focus for project management complies with ANSI and IEEE

standards and the body of knowledge on which it is based is the only
methodology that has been certified as compHant with 1S0-9001.

Backing up the PMM is a broad and robust suite of documented proc-
esses and procedures in accordance with the SEI’s Capability Maturity
Model (CMM) used to assess contractor capabilities. This suite of sophis-
ticated processes are designed to ensure that management processes of
projects are themselves well managed, focusing on Project Planning, Pro-
ject Tracking and Oversight, Software Configuration Management, Qual-

ity Assurance, and Change Management.

Overview of SDLC

Tier strongly believes that successful projects result from the appropri-
ate use of project management tools and practices. We have taken our
overall project management approach and tailored it to produce a method-
ology for managing, adapting, and implementing packaged software solu-

tions and the associated operations, which involves a structured frame-
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work with tasks, techniques, examples, templates, best practices, and other
information to provide consistency and measurability. This methodology,
called the Tailored Solution Implementation (T'SI) and depicted in Figure
IV.C.2.1-4, has been used successfully on a large number of projects. Tier
uses this standard methodology for each system project but maps it against
the project’s unique needs. For Michigan, part of the customized mapping

would involve modifying our process to use Michigan’s templates.

f Schedule Management. } L
( Requlremams Managemenl VN
ﬁcope Management NN

Issue Management

{ changa Management

( Risk Managemont

( Ravislon Management

f_ ualllyManagement

\\
Project Retjulrements So!ulion System Solution
\__..-—-—— in!lialion alysls Deslgn and Integration Implementation
— V.— Configuration Testing Rollout

Figure IV.C.2.1-4. Tier customizes the Tailored Solution implementation to accommodate each

project’s unigua needs.

Tier has chosen to use the TSI methodology, because this stepped ap-

proach is particularly well suited to implementing business solutions with

the following elements:

¢ Process redesign

4 Organizational change

¢ Software packages or templates
+ Custom-developed software

¢ Integration with existing systems

+ Knowledge transfer,

The TSI methodology blends the elements of our pi'oject management
methodology with the components of our standard lifecycle and then adds

the other project tasks to encompass the project as a whole. Our field-
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proven approach is the result of a depth of experience in implementing and

integrating complex I'T projects.

Each phase of the methodology produces set outcomes or deliverables
that the State can review and approve, Continually keeping the State in-
volved in the process means that we will present no surprises when we
implement the MiSDU.

Each stage of our lifecycle has activities associated with it:
¢ Project Initiation. Tier and the client define and organize the project.
¢ Requirements Analysis. We probe the requirements deeply and deter-

mine any necessary modifications or construction options. We assess
current processes and envision the way that things “Could-Be” via dia-
gram and white board techniques. Tier also designs the “To-Be” future
based on these possibilities and develops functional and technical speci-
fications for the modification and configuration of the software pack-
age.

+ Solution Design and Configuration. Tier develops the “To-Be” fu-
ture, tailors and configures the software package, builds the links be-
tween new and existing systems, and creates all other add-ons required
to implement the business solution. Conversion software is also built.

¢ System Integration Testing. Testing of the software takes place. This
will cover functional aspects, integration and performance. Testing is
discussed below in Section IV.C.2.3 Technical Work Plan.

4 Solution Implementation Rollout. The team rolls out the live system

and performs any necessary conversion activity.

It is important to note that Tier has a comprehensive management
methodology founded on SEI project management theory and improved
through years of experience to reflect the specific needs of health and hu-
man services clients generally, and child support agencies specifically.
Tier will use this methodology to ensure that Kids 1st® modifications, the

disbursements application, and system interfaces exceed the State’s re-
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quirements and easily meet the proposed schedule. We understand the
importance the provision of SDU setvices has to the State’s citizens, and
we believe our proposal provides the lowest risk solution by presenting
proven transition experience and a proven child support payment process-

ing application.

Integrating the Project Management Methodology and the SDLC

Tier understands that the project engagement spans from Initiation to
Closing, incorporating not only the installation of the various products and
processes that will be requiréd but also the actual execution of the opera-
tional tasks to perform the duties of the SDU. Therefore, incorporated
within the PMM will be the execution of the SDLC to produce the rele-
vant IT components and processes.

The numerous facets of project management, such as issues manage-
ment and risk management, span the life of the project and control ali
phases. The following scctions will explain how we will follow the PMM
to achieve the project goals and utilize the project management processes

to ensure that we do so in an effective, controlled, and timely manner,

Initiation
The project will start with the Tnitiation stage. The overall objective of
this step is to define and organize the project to enable the entire project

team to move forward quickly and efficiently (see Figure IV.C.2.1-5).

Project Charter
Project manager
identiffedlassigned
Canstraints
Assumplions

Ciitical success faotors
Drependencles {other projects

within the argarilzation]

Product desoription

StrateginPlan Experst judgement
Project selection etiteria
Hiztorleal information
Drganizational policles

Other planning outputs

Figure IV.C.2.1-6. The Initiation phase kicks off the project, determining several issues of

definition and organization.
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The following documents will be produced and are normally rolled up
into a single cohesive Project Management Plan (PMP):
¢ The Project Concept Document provides an understanding of what the
project is designed to accomplish or produce.
¢ The Project Charter provides further understanding of the project, its

structure and its organization.

During this petiod we will also perform the following tasks:
Establish project office

+
¢ Agree on roles and project approach
¢ ldentify stakeholders

4+

Review preliminary Project Work Plan and secure consensus

Planning

Effective and comprehensive project planning is the cornerstone of the
Tier PMM. The centerpiece of this function is the ongoing development
and maintenance of the PMP (see Figure IV.C.2.1-6). This plan provides
the clear articulation of the objectives, scope, and strategy associated with
the project effort. It documents the deliverables, and the key constraints,

assumptions, ahd dependencies that frame the project.
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Figure IV.C.2.1-6. The Project Planning phase has ramifications for every aspect of a project
given its role in the development of the PMP.
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The PMP contains the project Work Breakdown Structure (WBS) with
schedule, the project organization, and resource plans. The PMP and its
associated documents is the output of a continuous planning process that
evolves throughout the life of the project. It is updated through the pro-
ject, usually monthly, ensuring effective tracking and communication to
all project stakeholders.

It is clear that thorough planning at the beginning of a project saves a
great deal of time during the execution and control phases of the project.
During this phase we will produce all of the appropriate management
plans and establish the precise, detailed schedule of the project. These
plans will include:
¢ PMP (including detailed project schedule)
¢ Change Management Plan
¢ Issue Management Plan
¢ Communications Management Plan
4 Risk Management Plan
¢ Quality Management Plan

¢ Configuration Management Plan

We will describe the activitics that necd to be performed, deliverables
that nced to be produced, and determine how all these activities will be ac-
complished, as well as define a format for management review and con-
trol.

There are a number of activities that nced to be performed during plan-
ning concerning initiating the setup of the SDU infrastructure such as the
facility, equipment, and the IT and telecom infrastructure. We will also
do the appropriate setup of operational items such as bank accounts, and
courier services.

Tier has noted that in the PMM the State views SDLC activities such as
Requirements and Design as being part of the Planning phase, whereas we

would normally view them as part of Execution. In conforming to the
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State guidelines we will perform the Requirements Analysis and Solution
Design activities of our SDLC during Planning. These activities will en-
compass the following actions:
¢ Requirements Analysis
— Create requirements matrix
— Perform “As Is” business modeling
— Perform “To Be” business modeling
— Conduct software fit/gap analysis
— Define technical architecture
— Define interfaces strategy and architecture
— Define data conversion strategy and architecture
~ Determine Staffing and Training requirements
¢ Solution Design
~ Finalize Kidslst® Detailed Software Design Document (SDD) in-
cluding functional and technical documents
— Develop Detailed Conversion Management Plan (CMP) including
data mapping

Execution

The Execution phase is clearly where the majority of project activities
will occur and where we will ensure that these are carried out in an effec-
tive and efficient way while ensuring that measurements against project
plans, specifications and the requirements continue to be collected, ana-
lyzed and acted upon throughout the project cycle (see Figure 1V.C.2.1-7),
Tier will ensure that the State is kept abreast of all project developments
and status through adherence to the Communications Management Plan
and we will manage risks, issues, change, and quality according to the

procedures laid down.
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Figure IV.C.2.1-7,

The Execution phase involves continual monitoring of project activities
leading to continual improvement.

Execution of SDLC

During the Execution phase, the following activities of the SDLC will
be performed:

Solution Configuration. The core of the solution configuration is the
creation of the “To Be” business and technical process. We will also be
doing all testing activitics such as unit and regression up to system integra-
tion testing (when a module has cleared, it will be moved to system inte-
gration testing):

Configure software system initial global options

Set up process to receive and manage completed code

Code, unif test, and assemble test program units

Carry out functional testing

+
¢
+
+
¢ Walkthrough each functional component
¢ Develop Detailed Training Plan (TP)

+ Develop Detailed Implementation Plan (IP)
4 Devclop Detailed Testing Plan

+

Develop operational support documentation
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System Integration Testing, Once construction activities are com-
pleted, formal integration and system testing is performed:
¢ Data conversion infegration testing
¢ System integration testing
¢ Interface testing

¢ System stress testing

During this phase Tier will fine-tune the system to meet the perform-
ance criteria as identified at the beginning of the project.

The system integration test will use all elements of the system, includ-
ing all processes and subprocesses with their associated modifications and
custom reports; all interfaces between processes; and external interfaces,
including electronic data interchange (EDI) and all batch functions,
whether they be daily, weekly, periodic, or yearly runs. The focus is on
running all systems and components in a “live-like” mode.

Solution Implementation Rollout. Tier will perform the equivalent of
User Acceptance Testing (UAT) in the forin of total operational sys-
tem/procedure testing where we will take a timeframe and during this
validate the complete functioning of all of the systems in conjunction with

the procedures within which they are operated.

Execution of Operations

Ten of our current state operations require a strict adherence to man-
agement objectives and performance measures. As stated previously, the
management activities that occur during transition will ovetlap with those
that occur during the operations and turnover phases of the MiSDU pro-
ject. This includes project scheduling, resource management, issue resolu-
tion and control procedures, QA and security procedures, and risk man-
agement. The management procedures defined during the transition period
for each of these items arc readdressed during operations and updated as

needed, but the major management activities during the operations phase

Tier/04-0039-PRP
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are focused around the operations team, specificaily their daily perform-
ance,

Tier takes pride in the fact that our staff members realize the impor-
tance of the positions they hold, and that their daily efforts can make a dif-
ference in many children’s lives. To employ and retain such an out-
standing team of professionals requires a management style that provides
flexibility to the staff, yet ensures that daily processing is accurate and on
time. Tier’s management approach includes, but is not limited to the fol-
lowing;
¢ Managing performance
¢ Motivating staff
¢ Evaluating staff
¢ Retaining staff

¢ Managing overall contractual and operation performance.

Details on how the above approach will be accomplished are covered in
detail in Section 1V.C.4 Project Staffing of this proposal response. As-
pects of managing the overall contractual and operational performance and
ensuring that we do not deviate from providing only the highest quality
service are explained below in the section entitled “Control.” Further de-
tails regarding how Tier performs activities related to SDU operations are

covered even more extensively in Section [V B Statement of the Problem.

Control

The PMM ensures accurate and continuous visibility into the project
throughout the project life cycle. Establishing a comprehensive series of
project management and project lifecycle metrics accomplishes our goal to
measure everything (see Figure 1V.C.2.1-8). These instruments promote
rigorous tracking of issues and action items, project cost management,
plan variance analysis, requircments traceability across the project lifecy-

cle, and deliverable and milestone tracking.
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Figure IV.C.2.1-8. Tier wields control of a project through its use of a comprehensive series of

performance metrics.

Another component of our approach to project tracking and oversight is
comprehensive project status reporting and pre-defined project reviews.
The project reviews are linked to key milestones in the project lifecycle,
project deliverables, and identifiable risks. They also establish key project
baselines, which are a critical component of our overall scope manage-
ment approach. Supported by the Communications Plan, Tier’s approach.
to project tracking and oversight is the distribution of pertinent informa-
tion to the right people at the right time. We strive to achieve the follow-

ing objectives:

Objective 1: Describe the current status of the project activities. For
eﬁamplc, communicate if all project activates are on schedule, or not.
Some examples of key performance indicators are provide below:
» Track Schedule Variance (SV) on a weekly basis. SV = Actual
hours — Estimated hours.
» Track % Work complete on a weekly basis.
» Track Cost Variance (CV) on a weekly basis. CV = Actual cost -
Estimated cost.
* Track cost to complete the project.
= Track changes to slack time on a weekly basis. Slack time is the
idle time between two activities, and slack time only appcars on

the non-critical path activities.

Tier/04-0039-PRP
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» Track changes to the critical path (¢.g., activities being started late,
completed late, or taking longer than expected).

» Track completion of milestone activities.

» Track the “burn rate,” which indicates how much the project is

costing the organization each week or month.

Objective 2: For project activities that are behind schedule, provide an
explanation why. The explanation should be specific, and focused on

the cause.

Objective 3: For project activities that are behind schedule, communi-

cate how this delay will impact the project.

Objective 4: For project activities that are behind schedule, provide a
recommended resolution plan that keeps the project on course. If that
is not possible, a resolution plan should be communicated that mini-

mizes the impact to the project.

Objective 5: In order to assess the quality of software, track the num-
ber of reworks. Re-works are deliverables that have been sent back to
the developers because they were not ready for testing, Continued
high levels of reworks can indicate that the sofiware development

process is not operating effectively, and adjustments may be required.

Objective 6: Project issues should be communicated during project
status meetings. It is recommended, at a minimum, fhat the project
performance reports include the following information regarding pro-
ject issues:

» The number of new issues added to the Project Issue Log since the
last status meeting, and how many of those issues are high, moder-
ate, and low risk.

= The number of issues resolved since the last status meeting,

* Issuc aging:
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o The number of high-risk issues that has been in the Project Issue
Log for 0-30, 31-60, and more than 90 days.

o The number of moderate risk issucs that has been in the Project
Issue Log for 0-30, 31-60, and more than 90 days.

o The number of low-risk issues that has been in the Project Issue
Log for 030, 31-60, and more than 90 days.

Objective 7: Assurance that the schedule has been optimized. Sched-
ule optimization refers to the effort of reviewing the schedule to de-
termine if any adjustments could be made that improves the utilization

of people, time, and money.

Objective 8: Forecast, or predict, the project status for the next report-

ing period.

Objective 9: Newly identified project risks should be communicated.
Risk Management is a proactive event attempting to prevent project is-
sues. When repoiting project risks, the following information should
be included: A
= Risk description
» Potential impact to the project if the risk becomes a project issue
» Likelihood of occurrence
» Timing—how far out into the future does this risk reside (0-30,
31-60, or 61-90 days)
» Trigger activity that would cause the risk to transform into a pro-
ject issue
» Risk ranking-—High, Medium, or Low risk

* Recommended resolution plan
Objective 10: Information regarding approved change orders, and/or

changes to the scope of the project is reported.

Tier performs comprehensive analysis of the project schedule during

the lifecycle of the project and uses a Project Dashboard to succinctly
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communicate the exact status of activity (see Figures 1V.C.2.1-9 and
1V.C.2.1-10). The Project Plan Progress Analysis and the Project

Dashboard wiil be in continuous use from the Initiation phase to Closing.

]

!

L
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Figure IV.C.21-9. The Project Plan Progress Analysis aids in the communication of the

status of various activities,
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Figure IV.C.2.1-10. Along with the Project Plan Progress Analysis, the Project Dashboard

is in continual use throughout all phases of a project.

Managing Overall Contractual and Operation Performance

Managing the entire operation and the multiple contract requirements
can be a daunting task if the appropriate measures are not defined and
fracked, Requirements will be overlooked or ignored if statistical infor-
mation is not captured and reviewed daily.

A powerful tool used by the management staff of Tier to measure and
track operational and confractual performance each and everyday is the
Daily Production Statistics report. This report provides overall insight to
each operational function of the SDU, Activities such as mail volume,
correspondence receipt, correspondence processing, Kidslst processing
rate, payment processing receipt, payment processing production, dis-

bursement production, payment processing and disbursement quality

Tler/04-0039-PRP
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measures, inventory control of unidentified payment assigned for resolu-
tion to the SDU, compliance with State identification requirements, recon-
ciliation features, and child support system availability that can impact the
operation of the SDU are ail measured for management to maintain a con-
stant check on the pulse of the operation. This report will be provided to
the State to report the performance of Tier’s operation of the MiSDU.
Daily, this report will be emailed to the appropriate contact person in the
State, It provides a full picture of contract compliance and operational
volumes. It can be used to perform a reconciliation of the payment data
transmitted and the payment applied nightly to the MiCSES. This report
provides a day-by-day, week-by-week, and month-by-month picture of the
MiSDU operations that allow Tier’s management to evaluate the resources
needed to operate the SDU and to measure success of operational im-
provement for defined objectives,

The Daily Production Statistics Report will provide an overall opera-'
tional assessment of the MiSDU. Additional management reports will be
made available to the State. Tier will work with the State to determine the
best format or method for receipt of these reports (electronic and/or hard
copy).

Tier utilizes logs for a number of procedures, including .receipt of all
mail items, cash payments, deposits, and check stock inventory. These
logs require multiple signatures. Additionally, as part of the Kidslst solu-
tion, a unique audit trail is assigned fo each piece of mail received at the
SDU. This number provides added assurance that no financial instrument
is lost during processing. The number is also used to link all items that
were received within one physical envelope.

In summary, our project management approach is meant to fulfifl the
State’s request for a fully functioning SDU while adhering to our corpo-

rate philosophy of partnering with our client to produce the best solution
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possible. Specifically, we crafted our solution to achieve several objec-

tives:

¢ Deliver a high level of customer service to all of the program’s stake-
holders. The need to deliver timely, accurate information is essential,
especially in a program such as child support, which can inflame emo-
tions. Children, custodial parents (CPs), non-custodial parents (NCPs),
their new spouses, and other relatives arc all stakeholders in the proc-
ess—and often vocal ones.

¢ Work in close cooperation with the State’s staff. Whether working
with Michigan’s project manager or assisting the Court to resolve in-
quiries from other entities or government officials, Tier understands the
need to develop a productive rclationship with all of the State staff.

¢ A Commtitment to Quality. We pledge our commitment to quality work
products and the delivery of cost-effective solutions focused on the

needs of the State’s child support customers.

Closing

Towards the end of the engagement, Tier will perform the necessary
transition activities to successfully hand over responsibilities to the incom-
ing vendor (see Figure IV,C.2.1-11). We will also perform a vigorous au-

dit of our performance so as to assess the effectiveness of our project ten-

ure.

Formal acceptance and closure

Contract Administration

Contract Contract change controf systam Conespendance
Work results Perforrance reporting Contract changes
Changs requests Payment syslem Payment requssts

Selier invoices

Figure IV.C.2.1-11. Tier has experience with transitioning activities to the client or another

contractor at the end of a contract.
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Approach fo Issues Management

Tier has learned that managing issues ensures communication of poten-
tial risks and controls project processes, Tier’s issues management meth-
odology applies a procedural approach to this important task. These pro-
cedures support risk management, quality control, and change
management,

An issue can be defined as a condition that exists {or may exist) that
could change the assumptions, requirements, or constraints for the project
or that could cause re-evaluation of the project’s processes. Therefore:
¢ Unresolved issues may increase project risk.

$

+ Failing to close issues on a timely basis—"“hoarding”—shortens the
time management has to execute corrective action and gives the condi-
tions that need correction time fo grow. This in turn can geometrically
increase the chances of project failure,

¢ Trends in issue aging and volumes indicate the project’s correctness,

risk, and progress.

Issue management begins when someone suggests a matter should
come to the attention of the project management team. Management may
conclude the matter is not a concern—but will more often decide other-
wise. The matter might be a “real” issue worth monitoring, or may repre-
sent a need to bring change to the project. This procedure is therefore a
method for gathering information at the ﬁ'oﬁt end of the general change
control process. It also allows for the escalation of a risk to a higher level,
ensuring increased project, client, and senior management visibility into
the issue,

Structures to identify and {ransmit matters to project management pro-
mote timely identification and effective tracking of issues. Throughout
the process, both internal and external project management and tcam
members will be consulted fo ensure adequate input is obtained and op-

tions evaluated. Issues can arise internal to the project or as the result of

IV-C-37 Tlar/04-0039-PRP



 liex

Expect A Lot

Mi SbU

external conditions. Many of the issues, especially during both the transi-
tion and operations phases, will be pulled directly from meeting minutes
and status reports. This will promote a streamlined review cycle and
tracking process, while minimizing duplication in transcription. The op-
portunity to add an issue directly will still remain, and mechanisms will be
in place to notify the Project Office of the addition of a new issue to en-
sure appropriate review and escalation when needed. This will also main-
tain the integrity of the issues database throughout the project lifecycle.

Both internal and external factors play a patt in creating issues within
projects. Issues may arise from many sources, but categorically cost,
schedule, staffing, process, quality, customer expectations, and technical
considerations can all generate issues.

Issues not formally reported can be neither managed nor tracked.
Therefore, any discovery of undetlying issues not being reprorted should
be dealt with to ensure that all project team members feel both the abiiityr
and responsibility to report them. Tier has developed TierPASS®, a pro-
prietary tracking system for issues management in a Microsoft Access da-
tabase (Figure IV.C.2.1-12). This application is designed to number, de-
finc, assign, track, and report on issues. Figure IV.C.2.1-13 illustrates the
process flow of issues management within the context of the PMM to be
utilized by the MiSDU team.

Tier/04-0039-PRP
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Figure IV.C.2.1-13. Tier's Issues Management Process Is designed to encourage the formal

reporting of issues so that they can be managed and tracked.

Approach to Risk Management

At Tier, we define risk as any issue, real or potential, that could affect
our ability to meet either the time, financial, or quality requirements of the
project. Some examples include scope creep, multiple technologies,
changing management staff, or changing business strategy. By proac-
tively identifying and addressing these risks throughout the project life cy-
cle, we can anticipate the impact to the success of the project well in ad-
vance, and prepare for any mitigations and contingencies with our client
partners,

The primary vehicie for documenting the risks and the mitigation ap-
proaches is the Risk Management Plan, which is typically updated
monthly. However, given the short timeframe for project implementation,

it will be updated biweekly during the transition phase of the MiSDU pro-
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ject, By using this type of approach, Tier project management can make
decisions on the project before project quality is compromised or the
schedule adversely impacted. Qur risk management methodology consists
of four quantifiable processes:

¢ Risk identification

¢ Risk quantification (probability vs, magnitude)

+ Risk response (mitigation strategy)

¢ Risk response control (lessons lcarned).

The thrust of Tier’s risk management procedure is to reduce the level of
uncertainty by increasing the likelihood that the Project Manager and
stakeholders are aware of all possible outcomes, and then applying ana-
lytical methods that increase the accuracy of the estimates for probability
and impact. This strategy requires identifying the events that could occur,
and then minimizing the effect of the events should they occur with effec-
tive mitigation sirategies.

Specifically, the components of risk management include the following:
¢ Risk Management Planning. Decide how to approach and plan the risk

management activities of a project. Documents and other information to

review would be the project charter, organizations risk management
policies, defined roles and responsibilities, stakeholder risk tolerance,
and the WBS. We will perform interviews as necessaty in order to as-
sess the methods and techniques used in planning.

¢ Risk Identification. Determine which risks might affect a project and
document their characteristics. Tier would look at the Risk Manage-
ment Plan, the project planning outputs, risk categories, and historical
information based on other SDU implementations and then work with
the State to explain the methods used in risk identification, such as
checklists, information gathering techniques, assumptions, analysis, and

S0 011,
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Acknowledged risks for any SDU implementation that Tier can
address up front include:
— Transition — facility not ready; payments are not redirected; prob-
lems establishing interfaces
— Operations — loss of financial controls; a payment processing appli-
cation not appropriately scaled for the MiSDU volumes; low accu-
racy rates; and excessive unidentified rates
— Turnover — less than adequate testing time.
Risk Response Planning. Develop procedures and techniques to en-
hance opportunities and reduce threats to the project objectives. Tier
collects information concerning the Risk Management Plan, prioritized
risks, probabilistic analysis, a risk rating matrix, assumptions, tisk
thresholds, risk owners, and a response list. We will assess risk toler-
ance to determine the risk approaches acceptable to the State (e.g.,
avoidance, transference, mitigation, or acceptance), In addressing the
risks identified above, some of the measures Tier will employ are im-
plementing appropriate security controls, utilizing our proven Kidslst
application, and adhering to strict training of all opcrational staff.
Risk Monitoring and Control. Keep risks within agreed-to bounds,
monitor residual risks, identify new risks, execute risk reduction plans,
and evaluate their effectiveness throughout the project life cydle. We
will look at the Risk Management Plan and the Risk Response Plan,
Project Communication documents and scope changes. We will work
with the Statc to determine how risk has been controlled during the pro-
ject to date, for example, have their been risk reviews periodicaily or
risk response audits? How is the project providing upper management

with adequate visibility into the current state of all identified risks?

During requirements analysis, Tier will assimilate all of the above in-

formation and evaluate it against recognized practices. Tier has been in-

volved in risk management for a number of years and has used numerous

Tierf04-0038-PRP
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models, techniques, and methods. An example of just one such model is
shown below in Figure IV.C.2.1-14,

Manage
Program * Priorilize
Manager * Assign
Level * Control
Analyze
, * Classify
PrOJGCt * Rank AL Status Plan
Manager - Impact S Forecast * Stralegies
Level « Probabilty . Meiaps
* Timeframe i S
_ & N R T
- o
» . b 2 Track
Individval Nominate 2 o - Progress
or Team Identify s « Triggers
Level * Risk ltem S « Stalus
* Context Stalus . Report

« Forecast

007_GV7

Figure IV.C.2.1-14. This Risk Process Flow illustrates Tier's dlsmphned approach to risk

management.

Tier will use our proprietary TierPASS database tool to also record and

monitor information associated with risks (see Figure IV.C.2.1-15). Que-

ries can be launched to gather information of interest, imported to Micro-

soft Excel, and displayed in any number of formats that may be required

by the client.
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Figure IV.C.2.1-15. The TierPASS Risk Assessment application provides disciplined control
to Risks.
Risk Mitigation

As described above Tier has significant experience in defining and
mitigating risks associated with the implementation and operation of IT
projects. Qur experience includes a range of project sizes, from larger
SDU operations such as the State of New Jersey, to smaller operations
such as the State of Tdaho. This experience has led us to recognize, up
front, many of the risks that other vendors may not realize until the risks
have surfaced, Our operational policics and procedures are developed to
address these known risks. During the three operational phases of the
MiSDU project, our knowledgeable staff will be watching for additional

risks that may occur. These risks will be handled as described previously.

Tier/04-0039-PRP
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For instance, an apparent risk associated with any payment processing
operation is the loss of financial controls. Tier can avert the majority of

this risk through stringent security controls.

- Approach tfo Quality Management/Assurance

To Tier, guality means to ensure that the needed and required processes
and procedures exist and to provide confidence that the system conforms
to the documented and approved requirements, as well as the expectations
of the primary stakeholders. If we build a defect-free system, but it does
not do what the client stated in the requirements, we have not met our
quality objectives. Tier’s TSI methodology is designed fo meet those ob-
jectives and is aligned SEIL, Quality Assurance Institute (QAI), IEEE, and
PMI standards.

Quality management is a critical component of the Tier approach to
project management and systems development. The focus of our quality
management strategy is to provide effective quality planning, proactive
quality assurance, and rigorous quality control (see Figure IV.C.2,1-16).
Supporting these objectives are the comprehensive, pragmatic project
management processes and tools we cmploy; and the disciplined systems

development methodology we execute.
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Figure IV.C.2.1-16. The purpose of quality management Is to provide effective planning,
proactive quality assurance, and rigorous control.

During the initiation of project activities, the Quality Management Plan
will be incorporated into the PMP, and will detail how we will integrate
quality through the project lifecycle, and how it will relate to cach of the
key processes used and deliverables produced during the project. As illus-
trated in Figure IV.C.2.1-17, Tier uses four guiding principles in con-
structing the Quality Management Plan.
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Figure IV.C.2.1-17.

Quality Approach

[cReerRcrad

Tier's approach to guality management and assurance involves
requirements management, stakeholder management, documentation
of processes, and structured reviews.

Requirements Management, We understand the client’s requirements
and document the criteria by which key deliverables will be accepted
and who will have the responsibility for their approval.

Stakeholder Analysis and Communication. We make sure we have a
clear understanding of the primary stakeholders on the project, and con-
struct an efficient communication strategy that both promotes effective
management of issues and risks and ensures the expectations of the
State are being addressed.

Documented Project Management and System Development Proc-
esses, We build quality into our processes, because prevention is more
efficient than addressing results of poor quality.

Structured Reviews and Metrics. Project and produce reviews and
timely, relevant metrics for both project management processes and sys-
tem development artifacts facilitate continuous improvement throughout
the life of the project with effective use of structured project and product

reviews.
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Quality Control

Whilc QA focuses on our processes, quality control addresses the integ-
rity of our product. A key component of quality control is defect man-
agement, which will be used to document and control each discrepancy
found during testing of Kidslst. Defect reporting will allow the test team
to create, describe, organize, report on, and closc out problems identified
as a result of test execution. '

Service requests can be associated with requirements, test cases, soft-
ware, documentation, and so on, and adds to visibility into the project that
promotes effective communication, quality, and risk mitigation,

Problems will be categorized into four different severity levels:
¢ Critical. Defects that adversely affect an essential function with no ac-

ceptable workaround. The system resets or ceases operation or critical

data corruption occurs, May also involve less serious or cosmetic flaws
on highly visible, client-sensitive matcrials.

¢ High. EBssential function or featurc of the system is not working as de-
fined in the requirements, and an extensive, complex workaround exists.

¢ Medium. Major function or featurc of the system is not working as de-
fined in the requirements, but an acceptable workaround exists enabling
continued use of the system. Resciting the system is not an acceptable
workaround.

+ Low. Nuisance or cosmetic issues resulting in a user annoyance. No

impact associated with system functionality,

All Service Requests (SRs) shall be reported and tracked. Every at-
tempt will be made to see that the problem report is clearly written, under-
standable, and nonjudgmental. The basic defect tracking workflow for
SRs follows:

1. The SR should be submitted with a short title and detailed description
of the issue, both of which are required fields. Upon submittal of an

SR, the owner should be assigned to the development lead or the indi-

Tier/04-0039-PRP

1IV-C-48



M SDU

e

Expect A Lot

vidual designated by the development lead. The Current State default
setting is “New” and should be left unchanged. The submitter should
objectively assign a severity based on the descriptions listed above.
After further analysis of the issue, the severity may be modified.

If the SR is determined to be valid, the owner shall transition the SR
into the “In-Research,” “In-Dev,” or “Deferred” state, and the owner
shall be reassigned as appropriate. If the SR is determined to be inva-
lid, the SR should be returned to the submitter with a rejection note.
The In-Research state should be used when additional analysis is re-
quited to wnderstand the root cause of the SR. The In-Dev state should
be used to indicate that the SR is being targeted for inclusion in this re-
lease. The Deferred state should be used to indicate that the SR is be-

ing deferred until a subsequent release.

. When the resolution of the SR is implemented and unit tested, the SR

shall be transitioned to the “In-QA” state with an attached resolution
description and the fixed date. The owner of the SR shall be reas-
signed to either the Test Lead or the submitter of the SR for verifica-
tion.

When the SR has been verified as fixed, it shall be transitioned to the
“QA Accepted” state, the Open/Closed setting changed to “Closed,”
and the owner set to “unassigned.” If the SR is not verified as fixed,
the SR shall be reassigned to the development lcad, the resolution field
set to “QA Rejected,” a note added explaining the reason for rejection,

and the current state set to “Assigned.”

Reporting and metrics will provide clear visibility of problem incidents

throughout the testing lifecycle.

Our testing approach, and defect reporting conforms to industry best

practices, We continually review our testing approach for possible im-

provement through our focus on incorporating lessons learned to our
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methodology. A detailed description of the defect tracking and manage-
ment procedures will be described in the System Test Plan,
Management will be involved in review of key testing metrics and test

reports,

Measures of Quality

A number of approaches will be implemented to promote effective
quality control, which will stress efficient measure of stated deliverables
against defined standards and their conformance to attribute, characteris-
tics, and functionatity. These approaches include:

+ Project Management metrics that provide visibility info the effective-
ness of our project management processes including issues and risk
management, change management, and schedule management

¢ System Development metrics that address each stage of the lifecycle
from requirements analysis to UAT

¢ Phase-end checklists documenting compliance with stated objectives
and planned deliverables for each phase in the lifecycle. This checkiist

will be tailored to the specific needs of the MiSDU Project.

Approach to Change Control/Configuration Management

Change control is based on the realization that, in a dynamic business
and regulatory environment, things change. Change control keeps the fo-
cus on delivering the right product, without sacrificing the better ideas that
arise in the evolution from specifications to final deliverables. Change
control is based on the processes involved, and provides a defined analytic
basis to potential changes to initial requirements, facilitating effective and
timely decision-making.

Change control operates in an environment created by cbnﬁguration
management. Configuration management captures every version of the
project’s documentation and software, and then tracks the effects of

change against cach asset. Periodically, and at critical milestones, con-
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figuration management identifies the current versions for related artifacts.
If cumulative deviations reach predefined thresholds, our project teams
must refer change decisions to the Change Control Board (CCB) or execu-
tive management.

This keeps the project from creeping in small stages toward failure and
ensures the potential for overruns stays visible to the people who have the
authority to decide when enhancements justify additional investments.

~Tier’s approach to change control is rigorous, consistent, and continu-
ous (sce Figure IV.C.2.1-18). Experience on many large and small projects
has shown us that controlling change diminishes project risks. This per-
mits a structured approach to systematically reviewing the impact of
needed or desired enhancements that might impact the overall project cost,
schedule, and quality. Effective change control guides the project team
with a thorough understanding of why change control is essential, and how

it is best applied.

Change Control Process

Internal/External
Glient
Project o 3,
Reviows ﬁ_Repor&E& Rejects
Management Client
Reviews Accepts
«|dentifier
Change Date
ldentified *Status w%f
Name
l ::Z:a:::tpﬂon Analyst
Disposition Presents
Entored +Estimates Options Implementation
Into sActions
TierPASS «Owneis
Client
Revlews

Figure IV.C.2.1-18, Tier's Change Control Process reduces risk while providing a
methodical process to incorporate beneficial ideas.

IV-C-51

Tier/04-0039-PRP



% e

P W

ExpnctALm ' . Mi SDU

A key tool in the change control process is TierPASS, our proprietary
database developed to support effective project contfrol and tracking, A
specific module in the application offers a consistent pragmatic approach
to change control, providing the tracking capability and the reporting

structure to allow visibility and follow-up to any changes in the project.

Figure IV.C.2,1-19 presents a Change Request screen shot from the Tier-
PASS database.

Pro;ect Change Request
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Figure IV.C.2.1-19. TierPASS provides tracking features to help manage and organize
suggested project changes.
In addition to the view shown, TierPASS provides for a qualitative and
quantitative analysis to any proposed change. This application provides a
single controlled library for project changes and control, ensuring a uni-
form approach, with the capability to pull standardized metrics for man-

agement review,
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Effective change control is a critical element in Tier’s PMM and en-
sures that we effectively manage scope and facilitate our ability to meet or

exceed our client’s expectations.

IV.C.2.2 Work Plan Summary

The following pages describe Tier’s implementation approach with re-
gard to the work plan, including detailed transition tasks. We have in-
cluded added daily operational tasks and turnover tasks towards the end of
the schedule,

As presented above Tier has a great deal of experience in implementing
State Disbursement Units (SDUs). To date we have been involved in the
implementation of ten SDUs and countless information technology (IT)
implementations. We understand the importance of starting a project off
correctly and are familiar with the complex coordination of transferring
responsibility from one organization to another.

We will provide a detailed Transition Plan for the State of Michigan’s ap-

~proval within 5 days following contract award, as is requested in the Invi-

tation to Bid (ITB). The Transition Plan will include the following ele-

ments at a mintmum:

+ Planned activities and milestones to achieve a fully operational SDU by
February 1, 2005

4 Staffing level plan and identification of key personnel

¢ Schedule of events, graphically depicting dependencies and responsible
actions of the Contractor and the Department of Information Technol-
ogy (DIT)

¢ Checklist of the policies and procedures and deliverables developed for

the transition

Tier will begin transition activities as soon as the contract is awarded
but will defer an actual presence of Tier staff in Michigan until October 1,

2004, so that we can conform to the contractual requirement that services
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begin on this date. Initiating activity with regard to planning as soon as
the contract is awarded will ensure that we make the maximum use of the
available time. From coniract award to October 1, we will communicate
with the State as nceded via telephone and email.

Tier has long-established credentials in providing quality payment
processing operations. We have built a team that will bring unmatched ex-
pertise and resources to the MiSDU. Tier is in the unique positidn of be-
ing able to bring our staff, procedures, methodologics, and lessons learned
in this effort and provide the State with a low-risk solution. Each of our
proposed implementation staff members understands all aspects of child
suppott payment processing and the need for a solid approach.

This proven wealth of experience in successfully operating SDUs
minimizes risk. Although other companics may try to perform these types
of operations, none can match the detailed knowledge of our child support
payment processing professionals and present the State with forward-
thinking solutions for future operational improvements while being sensi-
tive to and helping to balance budgetary issues.

Through our experience, we have demonstrated that we will provide:
¢ An efficient approach to ascertain program compliance |
+ An ability to achieve a high-quality performance

¢ An assurance that Michigan’s goals for child support are satisfied.

We have experience in a number of transition models, and we have
found the use of a pilot and two or three additional transition phases to be
an effective means of ensuring a seamless transition from the current SDU
operation to Tier. We will ensure that our SDU is fully ready for opera-
tion by February 1, 2005 and will work with the State to determine the ap-
propriate go-live scenario whether that is a gradual transition or a full

handover at this date.
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High-Level Work Plan

Figure 1V.C.2.2-1 illustrates the high-level work plan for the engage-
ment. It organizes the project into the phases of Initiation, Planning, Exe-
cution, Control, and Closing. Embedded within these phases are all of the
activities necessary to achieve the entirety of the Scope of Work for Tran-
sition Implementation and the subsequent operational engagement. These
activities will cover those elements of the software development lifecycle
that pertain fo ensuring that we determine detailed requirements, enhance
the design to adhere to these requirements, and then configure and imple-
ment our software and hardware solutions effectively.

The project phases are not entirely sequential in that some activities in
one phase may begin before the previous phase is complete. Such over-
lapping makes maximum use of available time given that some tasks in
Execution, for example, can begin when the predecessor task in Planning
is complete even though all of the tasks in Planning may not yet be satis-
fied.

A number of assumptions and constraints that have been followed in
the development of this plan are detailed in the Technical Work Plan sec-
tion. During the first 5 days following contract award, we will revisit
these assumptions and constraints, along with the overall requirements and
scope of the project and make amendments as necessary in order to ensure
that we deliver to the State a plan that is realistic and achievable. As has
been stated, Tier has implemented a number of SDUs for various states,
and we do this in a manner that promotes full disclosure and involvement
of our clients to the degree with which they feel comfortable and neces-

sary, addressing any concerns with the plan or progress as they may arise.
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Figure IV.C.2.2-1. Our High-Level Work Plan shows the organization of the project into phases.
Embedded within these phases are all of the activities necessary to achieve
the Transition implementation and the subsequent operational engagement.
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Milestones and Deliverables

The milestones and deliverables, as listed in Figure IV.C.2.2-2, will en-

sure that we have firm checkpoints during the transition period and that

the State is well aware of the work being carried out and the decisions be-

ing made. We can guarantee the State that our experience in providing not

only large-scale but smaller scale operations will provide us with the

unique perspective of having addressed each of these requirements before.

Additional milestones can be seen in the project plan but the following are

what Tier considers to be the major checkpoints.

Mi[esto‘ng_‘ .

Deliverable

1 Submit Project Management Plan to 9/23/04 Project Management Plan (including Work
State (including Work Plan) Plan}
PLANNING: 07 o N e e ,
2 Submit Project Procedures to State 10/07/04 Piroject Management Pracedures (Change,
issue, Communications, Risk,
Quality, Configuration)
3 Submit Equipment Requirements for 927104 Equipment Bill of Materials
State Review
4 Certificate of Occupancy 11/11/04 Stale will be given a copy of the Certificate of
Occupancy
5 Training Plan for State Review 11/16/04 Training Plan
6 IT/Telecoms Equipment Received 10/22/04 -
SDU Requirements Document Avail- 10/19/04 SDU Requirements Document
able for State Review
8 SDU Design Documents Avaifable for 11/02/04 | SDU Design Documents
State Review
8 SDU Test Plan Available for State 11/18/04 SDU Test Plan
Review
_|EXECUTION-TRANSITION ' * | © & - L
10 Operational Procedures Available for 11/04/04 Operational Procedures
State Review .
1 IT/Telecoms Equipment Installed 11/24/04 -
12 Environments Setup 11/25/04 -
13 Qutside Services Established 11/16/04 -
14 Core Management Staff Recruited 12/16/04 -
15 Operations Staff Recruited 01/03/65 |-
1V-C-57 Tier/04-0039-PRP
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Mitestone Date | Deliverable
16 Training Materials Complete {avail- 12/08/04 Training Materials
able for State Review if required)
17 Core Team Training Complete 01/11/05 -
18 Operations Staff Training Complete 01/17/05 -
19 Education and Cutreach Strategy 12/03/04 Education and Qutreach Sirategy
Available for State Review
20 Disaster Recovery Plan Available for 12/06/04 Disaster Recovery Plan
State Review
21 Solution Configuration/Development 11/25/04 |-
Compleis
22 System (and Integration) Testing . 12110/04 Systam {and Integration) Testing Report
Complete
23 Operational Systemy/Procedurss 01M0/04 Acceptance Testing Report
Tested {User Acceptance Test)
24 QOperations Transitioned 01/27/04 User Acceptance Test Document
25 Deliverables such as operations and financial

reports will be submitted to the State within
agreed-uponh timeframes.

Weekly Internal Tier Meetings

. | CONTROL STRANSITION: =< w - v Fovif e B
Non-milestone but a checkpoint Waekly Status Report
Weekly Status Meetings with State
27 Non-milestone but a checkpoint Weekly Status Report

_{CONTROL‘.""EXECUT ION

Weekly Status Report

Delivered to State

Non-milesione but a checkpoint
Weekly Status Meetings with State
29 Non-milestone but a checkpoint Woeekly Status Report
Weekly internal Tier Mestings
30 Non-milestone but a checkpoint Qualily Report
Monthly Quallty Rewew Meetings
ot 7 I CLOSING: IR DR I e
31 Fotal Coniract F’erformance Report 08/31/09 Contract Performance Report

Figure IV.C.2.2-2. Having milestones and deliverables ensures that we have firm checkpoints
and good communication with the State during the transition period.
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Tier’s Documentation Development and Management Methodology re-
fers to the production, distribution, monitoring, and maintenance of project
documentation. Many of the critical project deliverables arc represented
in the form of documents. These documents are derived from predefined
templates to ensure uniformity and comprehensiveness in the presentation
of information gathered throughout the project lifecycle. The templates
are then tailored using defined tailoring procedures to meet the specific
needs of the client, Each document will have a unique identifier aligned
with our standard naming and number conversions or a modified version
thereof to support specific standards of the client.

Documents are developed using a standard process to facilitate efficient
utilization of resources and effective review cycles (see Figure
1V.C.2.2-3). This provides another level of validation to ensure the plan-
ning and analysis reflected in project documentation accurately represents
the views of project management and the user community, and the needs
of the organization. Acceptance criteria for the document are established
during the initial review process of the document outline to facilitate effi-
cient document development and effective review processes,

A letter acknowledging the receipt of a document deliverable will be at-
tached when delivered, The review cycle for deliverables will be 5 busi-
ness days, given the short transition period, If this is not acceptable then
Tier will work with the State to arrive at an agreed-upon time period.
Tasks in the plan may begin before documentation is actually approved by
the State in order to be proactive and make best use of the available time,

Some of the written deliverables will have several versions over the
project’s life. These revisions represent the evolution of the deliverable
through each stage of the project. The revisions are noted on the cover
and the enhancements are noted in the revision history section in each de-
liverable document. This allows for casy review of changes by the busi-

ness or technology users.
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Document Development and Review

- QA Checklist

— = A e e

Consfruct
Sample
Section

Figure IV.C,2,2-3,

Document

R o a aaa AS

Slandards
| Unique 1D
Versioning
li QA Checklist

No

7 TierPM
:  Reviews® .

s Document Delverable
1 Letler of Acknewledgement
i

Tier's Documentation Review Process ensures the planning and analysis
reflected in project documentation accurately represents the views of project
management and the user community and the needs of the organization.
Documents may also include those that are not specific project deliver-
ables, but still constitute important sources of information, facilitate the ef-
fective and efficient management of the project, or in many cases provide
the foundation for project deliverables. These documents are stored in se-
cure locations on the network to ensure cffective backup and facilitate in-

formation sharing between team members.
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The primary objectives of our document management approach in-

cludes:

Promoting consistency across project deliverable documents
Providing comprehensive document tracking and availability
Facilitating effective l’{nowledge transfer

Support process documentation and improvement
Improving team efficiency and resource utilization
Maintaining rigorous version controf

Ensuring consistency in the document revision and release approach

The principal scope of the document management process is:
File structure and maintenance
Document tracking matrix

Formatting approach and guidelines

Document production and distribution

Versioning, release, and archiving approach
Library maintenance and reporting

Security structure and policies

Technology and Equipment

Tier has great familiarity with all of the varying equipment and tech-

nology requirements of an undertaking such as the MiSDU. Details of the

major equipment components can be seen in Section IV.B.2.8. During the

Planning phaée of the project we will assemble a final “Bill of Materials”

and pass this to the State for review, so that it can be ensured that all of the

procured equipment conforms to State guidelines, although we will ensure

that the latter has been and will be in constant appreciation of activity dur-

ing this exercise,
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IV.C.2.3 Technical Work Plan

The full detailed work plan has been included in this proposal, in both

hard copy and soft copy format.

Assumptions and Constraints

1.

Tier has assumed a contract award date of September 17, 2005. We
will begin working remotely on the project immediately by reviewing
the high-level requirements, raising questions where necessaty and en-
suring that we dcliver a final Work Plan within 5 days.

Tier has assumed that our staff cannot meet with State staff in person
onsite in Michigan until the contractual start of services on October 1,
2005,

Due to the need for expeditious use of resources and the initiation of
tasks to meet the timelines, Tier will begin work on tasks even though
some dependent documents are still in State review. If any changes
are necessary to these deliverables that affect subsequent activity, then
Tier will accommodate such changes. We will mitigate this risk by
cnsuring that the State is well aware of the work being done during the
deliverable creation process.

Tier has assumed that the State will wish to review a range of deliver-
ables during the transition period. If the State does not wish to review
all those listed in Work Plan Summary section, we will amend the
Work Plan during the Initiation phase.

Tier has assumed that State staff will be available for requirements
meetings, input to the design and to review deliverables. Further, we
understand it is the State’s wish to be involved with the acceptance
testing of the solution. Tier views this as a collaborative involvement
where we will work together to ensure that the whole solution is re-
viewed and tested to ensure that it meets all State requirements.

Tier will perform a large amount of the configuration, development,

and testing offsite at other Tier locations. We have excellent facilifies

Tier/04-0039-PRP
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available and have used this approach on other State Disbursement
Unit (SDU) implementations, where software and hardware are con-
figured offsite in an “SDU lab” environment before they are deployed
to the SDU site. This strategy will ensure that installation and further
testing of the total system at the SDU site will go smoothly.

7. While the plan we submit to the State during Initiation is a final time-
line, Tier views it as a “living” document and will produce a baseline

and then make updates to the plan during the project life.

Work Plan Tasks

A large number of tasks need to be executed in order to achieve the im-
plementatioﬁ of the SDU and its subsequent operation through the contract
petiod. Currently the Work Plan has resources allocated at the summary
task level but during the Initiation phasc we will revisit the plan and allo-
cate resources fo the detail task if that reflects a more accurate representa-
tion of resource utilization, task tracking, and task responsibility. For pro-
ject management staff (Project Director, Project Deputy Director,
Implementation Manager, PA), we have allocated all of their time to pro-
ject management tasks such as tracking and control. In order to make
maximum use of their knowledge in SDU implementations, however, in
actuality some of the Project Management staff’s time will be spent on the
project tasks themselves. A detailed breakdown of project staffing and
hours utilization can be found in the staffing section of this proposal re-
sponse, The hours in the project workplan may not currently exactly
match the project staffing spreadsheet. This is due to some smoothing
and lower level resourcing that will be done to the workplan during Tnitia-
tion.

Figure IV.C.2.3-1 illustrates our estimated resource hours by task.
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INITIATION

Contract 0 Hours are not accommodated for con-
fract negotiation

Project Kick-Cff Meslings 48

Project Management Plan 216

Miscellaneous Startup Activities 16

PLANNING {DEFINITION)

Project Planning 0 Hours for Project Planning are derived
from Control hours

Finalize Equipment Requirements 112

Faclilties 120

Security Systems Acquisition 32

ITfTelecoms/Equipment Acquisliion 250

Training Plan 48

Operational Procedure Analysis 196

Requirements Analysis 704

Solution Design (Enhancements) 1080

Develop Test Plans 633

Bank Account implementation Plan 418

EXECUTION ~ TRANSITION

Qperational Procedure Development/Customization 748

IT/Telecom/Equipment Installation 268

Install Security Equipment 12

Other Equipment Procurement and instaliation 58

Quigide Services 348

Staffing and Training 17014

Qutreach 248

Disaster Recovery Plan 110

Quality Assurance Procedures (Operations) 248

Sclution Conflguration/Development 2250

System (and Integration) Testing 2120

System Implementation Rollout 3332

Operations Transition 524

EXECUTION — OPERATIONS Ops hours not included. These can be
seen in the Plan

CONTROL — TRANSITION Control — Ops hours not included

Project Management 2793 | Hours for PMfadmin have been totaled
here but staff can be expected to also
assist on the deliverable tasks

Woeekly Status Mestings with State 0 Hrs from PM

VWaeekly Internal Tier Meelings 0 Hrs from PM

Systems Support 680

CLOSING

Total Hours 34256

Figure IV.C.2.3-1. During initiation, Tier will finalize estimates of resource hours by task group.
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The following narrative breaks down the major tasks involved in the
project, providing a description of how Tier will successfully complete
that task. Some of these items may have been covered at various points in
this proposal but this discussion will place these items in the context of an
explanation of how Tier can and will accomplish the SDU implementation

within the desired timeframe.

Initiation

During the Initiation phase Tier will ensure that the contractual needs of
the engagement are mutually satisfiable and agreed upon, leading to the
signed agreement. We will produce a final Project Work Plan within 5
days of contract award and then conduct kick-off meetings both with the
State and with internal staff, Miscellaneous initial tasks such as system
access, security requirements, role clarification, and the like will occour in

this phase.
Planning

Project Procedures and Planning

Tier possesses a Project Planning Library where we house templates
and past deliverables from other projects. The library’s holdings cover the
entire spectrum of project management focal areas such as Communica-
tions Management and Issues Management. At the outset of the Planning
phase we will take these templates and tailor them to the needs of the
MiSDU implementation, Because of our document library we can
quickly, within 10 days, produce an entire library of project guidelines and

procedures.

Equipment Requirements and Acquisition N

The implementation of eight SDU projects has validated our company’s
purchasing procedures. Tier has continually proven our ability to pur-
chase and install the “right” equipment. This means the cquipment is the

correct size, and an appropriate quantity of each piece of equipment is in-
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cluded to handle maximum anticipated processing volumes. Upon con-
tract award, Tier’s Applications and Technology teams will review re-
quirements with the State and begin negotiating contracts to obtain the re-
quired network equipment, computers, telephone equipment, and printing
equipment, In all of our SDU operations, we make maximum use of state-
of-the art technology. We will deliver a “Bill of Materials™ to the State for
its review.

A major focus of any SDU opei'ation is its security features, both physi-
cal as well as the controls that must be put in place throughout the opera-
tion. Physical security used for MiSDU will include Retinal Scan access to
operational areas and video monitoring, The “Bill of Materials” will in-
clude all security equipment that will be procured.

Equipment will be delivered to offsite Tier locations, where the equipment
will be tested and configured so that when it is eventually installed at the

SDU location, the equipment will be gnaranteed to function.

Facilities

Tier understands the Invitation to Bid (ITB) requirements and will Jo-
cate the SDU facility within those parameters. Tier is analyzing several ar-
cas within the proposed area. In each of the sites under evaluation, our fa-
cilities management staff will look for a location that 1) complies with the
Americans with Disabilities Act (ADA), 2) is served by public transporta-
tion, 3) presents a building floor plate which is compatible with our de-
sired floor plan, and 4) offers nearby services and amenities available to
our employees who staff the operation, As no site is ever perfect, the loca-
tion and facility that offers the best fit will be selected and submitted to the
State of Michigan for approval.

Tier has significant experience in the design and developnient of child
support remittance processing facilities. Over the previous 6 years, Tier
has designed and developed eight facilities similar to the one we are pro-

posing for the MiSDU. Based on this experience, Tier is able to propose a

Tier/04-0039-PRP
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facility that meets all of the operational requirements, as well as the pro-

posed implementation schedule.

Operational Procedure Analysis

It is important that Tier understands the current (“as-is”) SDU envi-
ronment so that we can ascertain its effectiveness, recommend improve-
ments, and assess how Tier SDU practices may impact and hopefuily im-
prové current operational metrics, We will spend time to work with the

State and the current vendor (review sessions, questionnaires, etc.) to re-

view performance statistics and procedures so that we are well positioned

to develop the “to-be” operational procedures during the Execution phase.

Requirements Analysis

Although Kids1st® was designed specifically for child support payment
processing, cach state has certain business rules that are specific to that
state. Thercfore, requirements analysis will immediately begin in order to
detail the specific modifications that necd to be incorporated into Kidslst
in order to accommodate the State of Michigan’s requirements.
We will determine the specific requirements for the Customer Service
Unit (CSU) with regard to the Interactive Voice Response (IVR) system
implementation so that we implement a call system that is in line with

State requirements and integrates as necessary with the MiCSES IVR.

Solution Design (Enhancements)

Given the specific requirements for the MiSDU, we will design the
specifics of how that requirement will be satisfied. In the case of Kidslst,
this will entail a “gap analysis” of the current software functions versus
what is required for the Statc, leading to design enhancements that will de-
liver a fully functioning system that exactly conforms to what is required
for operational processing at the SDU. Design specifics for the IVR, such

as call flow and dial plan, will be laid out in preparation for configuration.
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Test Plans

Tier will prepare a detailed Test Plan, which will be submitted to the
State. The plan will include cach of the test phases described in the Solu-
tion Configuration/Development section below. The Test Plan will in-
clude tests on Kidslst, the disbursement module, and all interfaces. Tier
will work with the State to determine how many DIT resources will be
required to assist with the User Acceptance Testing (UAT) done as part of
the Total Systems Operability Test in the Execution phase.

Execution — Transition

Ope:'ational Procedure Development

Critical to Tier’s procedure training will be the Operations Procedure
manual. It is this document that will describe the day-to-day operating
procedures that staff will be expected to follow. Tier will create the Op-
erations Procedure manual and submit it to the State for approval. The
manual will include administrative coordination and planning. At a mini-
mum, the manual will include detailed procedures for the following:
¢ Mailroom procedures
¢ Payment processing procedures for paper and electronic payments
¢ Disbursement processing procedures for paper and electronic disburse-
ments
Monthly statements of account activity
Non-IV-D payment processing on all non-IV-D cases
Customer Service

Banking services

*> * > > <

Outreach and orientation to custodial parents (CPs), non-custodial par-
ents (NCPs), other states, and employers on the new SDU procedures as
they apply to these audiences

+ Administration

¢ Audits

Tier/04-0039-PRP
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¢ Operational and other reports

4 Disaster plan and backup facility

4 Turnover plan

+ Responsibilities of, and interaction with, other entities, such as Office
of Child Support (OCS), the Friends of the Court (FOC), the selected
bank, the U.S. Postal Services (USPS), and Temporary Assistance for
Needy Families (TANF) agencies

We understand that the operating procedures and related administrative
functions must be approved by the State prior to their implementation and
the operation of the SDU. As the Operations Procedure manual is a vital
piece of Tier’s training program, the manual will be updated at regular in-
tervals. The updates will reflect changes in operational procedures during
the contract period (e.g., procedures for disseminating Value Added or
Stored Value/Dcbit cards to payees). We will also ensure the manual is
updated to reflect any changes in federal or State guidelines, regulations,

and audif requirements.

IT/Telecoms Equipment Installation
Tier has the technical staff to implement the procured equipment at the
SDU site. Some configuration and testing will have already been done

and so the setup should be expeditious and encounter few issucs.

QOutside Services

Mail Services — Based on our experience operating other SDUs, we
know that multiple P.O. boxes are required to efficiently manage the op-
erations mailing functions. We will take over the previous vendor’s mail-
boxes.

Banking Services — During transition, Tier will work with the State and
our proposed banker, U.S, Bank, to establish the required bank accounts

and set up the appropriate interfaces, We will do this via an Account Im-
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plementation Plan that will ensure that transition activities in this regard
are well organized and correct. |

Other Services ~ Tier locates local vendors to perform mail delivery, mail
pickup, and bank deposit services. Additional office services may be es-
tablished following transition, such as cleaning services. We will require

bonded couriers for all mail and banking scrvices.

Staffing and Training

Effective staffing is a cornerstone of SDU operation. Tier will ensure
that its staffing activities are rigorous and thorough so that we recruit ex-
cellent personnel for our various positions. Tier’s own Human Resources
team will lead the recruiting efforts and will be backed up by the Opera-
tions leadership. First we will recruit a core operations team, which will
consist of the operations management and supervisors and then follow this
with a recruitment of all other staff. This measure will allow the core
group to be already trained in MiSDU operations when the bulk of staff
joins the engagement, so that they may best assist in the Operations staft
training,

Tier will perform training for cach of the main SDU functions and tai-
lor the training courses to the particular needs of those functions.

Tier’s approach for developing training materials is not only to make
the materials usable during the training sessions, but also to ensure staff
'menibers have the materials that will assist them once training has been
completed, A portion of the materials will become a Desk Guide that is
role-specific for each staff member. The desk guide will include the fol-
lowing:

+ General routine daily tasks

+ Step-by-step daily best procedural practices

¢ Most commonly used business practices from the State’s Business
Practice Manual

¢ Checklists for most commonly performed tasks or functions

Tier/04-0039-PRP
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The Desk Guide will be used after training to set uniform patterns of
workflow to be used by similar employees to ensure consistency in the
services being delivered. Tier will then be able to more easily establish

and monitor performance standards, identify training deficiencies, and

evaluate innovative approaches to improve delivery on contract services,

Tier is a nationally recognized leader in the development and delivery
of tréining for human services agencies, especially chifd support agencies.
Tier’s skills in providing training to human services and child support per-
sonnel has evolved over the years to respond to our customers’ needs re-
lated to ever-changing federal and state requirements.

Since Tier’s inception, the demand for training has centered on pro-
grammatic and management {raining, which we often provide in conjunc-
tion with management consulting services. Tier offers training on vitrtu-
ally every aspect of child support enforcement, including child support
payment processing systems. We will continue to Ering these same train-
ing skills and experience to this project.

We further understand that Tier will continue to be responsible for on-

going training of existing staff and initial training of new staff.

Outreach

Qutreach plays an important role in a successful transition. Tier will be
responsible for coordinating all efforts related to educating and contacting
related patties during transition and outreach efforts will be ongoing after
the transition period.

A well-designed outreach campaign informs child support payers and
employers of the new payment address and new payment methods avail-
able. In addition, recipients are informed of the new methods available to
receive their payments, Other state agencies are also notified of the new
payment address and of the availability of electronic funds transfer (EFT).
Tier's Transition Plan includes outreach to notify CPs, NCPs, employers,

other states, and recipients of the new SDU.
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Tier has successfully utilized outreach in more than 25 states with our
SDU and Financial Institution Data Match (FIDM) operations. Our ex-

perience will assist us in tailoring the right program for Michigan based on

‘the need to increase electronic remittances and the use of electronic means

for access to child support payments. Outreach efforts will consist of the
initial campaign, ongoing outreach efforts, and special initiatives (ad hoc
notices).
Most important we know who are the customers to be served:
+ Employerts and payroll agencies, payors and payees
+ Financial institutions
¢ Court clerks, Judges Magisirates, City Council members, and attorneys
¢ Mortgage companics, automobile dealers, realtors, financial institu-
tions, and title searchers

¢ And of course Michigan Child Suppori.

The initial task, and perhaps the most important to a successful transi-
tion, is reaching out to CPs, NCPs, and employers. It is our recommenda-
tion that CPs be notified of the change in location of the SDU through use
of a message on the check stub. This can be placed on the check stub for a
period of 45 days after implementation. We also realize it is important
that those CPs receiving a check understand why they are receiving a dif-
ferent type of check. NCPs, employers, and other state or county SDUs
will be notified by letter within an appropriate number of days prior to the
transfer of the payment operations to the contractor.

Tier’s outreach campaign will be used to disseminate information about
new remittance procedures, assist employcrs with the transition to the
MiSDU, and offer encouragement to use electronic banking. Other statcs
will also be notified by mail during the transition period, alerting them to
impending changes in the address to which payments will be mailed or
EET payments will be submitted. Pre-notification materials announcing

new and changed processes will be targeted to employer needs, addressing
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their potential questions. A special toll-free line will be established for
employers to reach customer service representatives if they have questions
or problems as payments are converted to the SDU. Additionally, the
MiSDU Internet website will be modified for use by CPs, NCPs, and em-
ployers to provide information on the child support enforcement program
and the available forms for paying and receiving payments electronically.
Tier will work with the State to develop outreach materials to be dis-
tributed to employers, CPs, NCPs, and other states both initially and on an
ongoing basis, including notices about fransition to a debit or pay access
card. Materials will be developed that both motivate the target audience to
respond as desired and creafe a general awarencss that leads to support of
the mission of the SDU to more cfficiently process and disburse child sup-
pott payments. Figure 1V.C.2.3-2 lists Tier’s recommended notification

schedule for transitional outreach,

Customers/Groups : Outreach Method _

First-General Notice — 6 weeks prior to implementation of SDU

Community Groups, Chamber of Commerce, internet {if chosen) — 4 weeks prior

Empioyers {o implementation

Customer Service — available at implementation
Payor Notice 4 weeks prior to implementation of SDU

Customer Service — available at implementation
Payea Notice 4 weeks prior to implementation of SDU

Customer Service - available at implementation
Other State Agencies First General Notice

Customer Service — available at implementation
Court Staff Mestings — wilhin 2 weeks of contract award
City Council Meetings — within 2 weeks af contract award

Financial Institutions

Meetings, Phone contacts - 4 weeks prior to implementation
Customer Service — available at implementation

Mortgage companies,
realfors, auto dealers,
title searchers

Meetings, Phone contacts — 4 weeks prior to implementation

Customer Service — available at implementation

Advocacy Groups

Meetings, Phone conlacts — 4 weeks prior o implementation

Figure IV.C.2.3-2. Tier will work with the State to finalize MiSDU outreach methods and schedule.
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Outreach doesn’t end once the transition is complete. Outreach can be
used throughout the operation to increase use of alternate payment and
disbursement options (e¢.g., EFT, dircct deposit) and the dissemination of

other useful information (e.g., monthly statements).

Disaster Recovery Plan

Tier will, during the transition period of the contract, finalize a Disaster
Recovery Plan (DRP) that not.oniy addresses system recovery, but also in-
cludes business continuity issues in order to provide a complete avenue for
recovery from catastrophic failure. During the initial phases we will iden-
tify disaster recovery procedures to put in place to secure our software en-

vironment leading up to the February 2005 implementation date.

Solution Configuration/Development

During this task Tier will take the State’s requirements gleaned from

Requirements Analysis and make them a reality. Kidlst is a fully func-

tioning application but we recognize that there may be some particular en-
hancements that may be required in order to adhere to Michigan’s particu-
lar rules and procedures. Interfaces are State-specific and so these will be
modified and developed to ensure that our SDU system integrates with all
of the appropriate systems.

We will configure our TVR solution according to the agreed-upon re-
quirements to ensure that the call sequence and process flow is efficient
and integrates with the MiCSES IVR.

Most of the configuration and development tasks will occur offsite at
Tier facilities where we have available a large number of technical re-
sources skilled in technical development and configuration of both soft-
ware and hardware.

'To thoroughly test the system, the Tier team will use a multi-step test-
ing cycle composed of Unit Test, Functional Test, Integration Test, and

System Infegration Test. This lifecycle will be used in all phases of the
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development and implementation effort, Figure IV.C.2.3-3 illustrates how

the testing steps relate to each other,
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Figure IV.C.2,3-3. The Tier Test team will use this sequence of testing steps on the

MiSDU Project to thoroughly test the system.

The phases of Unit, Functional, Integration, and System Integration test
will be performed as part of Solution Configuration/Development and will
take place offsite at a Tier facility, where we will utilize a full SDU testing
lab to ensure all of the software components and hardware perform cor-
rectly.

Unit testing is the first step to be executed in the testing cycle (see Fig-
ure 1V.C.2.3-4). The application or systems developer typically performs
this test on an isolated module and/or piece of functionality. Unit testing is
the mechanism by which standard functionality is validated. It may also be
performed as a direct result of a documented Problem Report, whether it
involves remediation of software coding errors or addition of a new fea-

ture.
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Figure IV.C.2.3-4. The Tier developer will use this repeatable process for Unit Tests, testing
individual models or programs in a stand-alone fashion.

Functional testing is usually performed on a module or set of intetre-

lated modules that represent a specific coherent process. Functional testing

is performed to detect discrepancies between a requirement and the appli-

cation’s actual behavior, This detection is accomplished by analysis of the

inputs and outputs used during the test. Deviations from the expected out-

put given a specific set of inputs usually indicate a behavioral discrepancy.

Once testing is completed from a functional standpoint, the module will

eventually be tested again in the Integration and Systems Integration Tests
(see Figure IV.C.2.3-5).

FUNCTIONAL TEST

i : - [Execute .,
Sfl\jf;v _ g;:it;;?t oot Identify Bocument Make
: 3 . | Changes Changes
Cases {  |&Data . peenarios ¢ Results . g ’
ot Bl e e o A MO s, e e T

Regression
Tes

End

1 Test

Figure IV.C.2.3-5. This repeatable process for Functional Tests is performed to detect
discrepancies between a module’s Use Case Specification and its actual
hehavior,

Once Functional testing is complete, we will begin Integration Tests

(see Figure IV.C.2.3-6). By integrating the modules, we will ensure that

the new functionality does not affect the way the modules interact with

each other.
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Figure 1V.C.2.3-6. The purpose of this repeatable process for Infegration Tests is to ensure that

the new functionality does not affect the way modules interact with one
another,

System (and Integration) Testing

Tier has planned for cdmprehens_ivc testing to take place prior to the so-
lution’s implementation to ensure that the system will perform well in the
production environment. This testing includes a set of System Tests as
well as Security and Performance tests. Ticr has successfully used its test-
ing methodology on many large-scalc projects and is well versed in docu-
menting test results and communicating them to clients.

All components of the MiSDU solution will be tested to verify the
functionalify and stability of the entire system, The goal of this test is to
compare the current product to the objectives of the final release (see Fig-
ure IV.C.2.3-7).

Integration of the individual modules and components into the full set
that makes up the MiSDU solution requires additional testing to ensure
that all modules and components work together, Specifically, the System
Integration Test will verify the following:
¢ All interfaces between modules or submodules
+ The interrelationship of all the modules that make up the MiSDU solu-

tion
+ The fully integrated system’s ability to meet performance and scalabil-

ity requirements.

During this testing step, Tier will also test the new functionality, as de-

termined during Requirements and Design.
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Figure IV.C.2.3-7. The goal of this repeatable process for System Integration Tests is to

compare the current/final product to the objectives of the final release.

Performance testing of applications, like all other types of testing, re-

quires forethought and planning. It is important to realize the following:

¢ Stress tests are performed to make certain that the infrastructure can
handle peak demand without adverse events occurring,

¢ Load tests are performed to make certain that under normal— to high-
user activity the system response falls within the range of acceptable

tolerances.

Fail-over tests are performed to ensure that the system can still respond
to user requests or to notify users of the inability to respond without cer-

tain components in operation.

System Implementation Rollout

User Acceptance Tests will put the new software under the full scrutiny
of the user community (sce Figure 1V.C.2.3-8) and allow the whole solu-
tion to be verified in the SDU operational environment. Test scenatios
will be executed to validate that all requirements and processes that have
been defined and documented in the requirements analysis are satisfied
and meet the needs of the user on a day-to-day basis. The Requirements
Documents and Design Specifications will be the basis for the functional
validation process. Each requirement will be tested and qualified based on
the criteria defined in the test scenario. All input screens will be validated
relative to their usability in support of the business functions. All output
will be validated and compared to a pre-calculated outcome to validate
processing accuracy. During the User Acceptance Testing (UAT), the us-

crs will also be able to perform usability testing. Usability testing is the
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process of attempting to identify discrepancies between the user interfaces

of a product and the human engineering requirements of its potential users.

Testing of the user documentation is an essential component. Usability

testing often involves evaluation of a product’s presentation rather than its

functionality. Some of the characteristics, which can be tested, include the

following;

¢ Accessibility — Can users enter, navigate, and exit with relative ease?

+ Résponsiveness ~ Can users do what they want, when they want, in a
way that is clear?

¢ Efficieney — Can users do what they want in the minimum amount of
steps and time?

¢ Comprehensibility — Do users understand the product structure, its

help system, and the documentation?

USER ACCEPTANCE TEST
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and meet the needs of the user on a day-to-day basis.

The repeatable process for User Acceptance Tests Test scenarios will be
executed to validate that all project requirements and processes are satisfied

In question number 96 of the MI Question Response, it states that UAT
will occur by 12/15/04 and be successfully completed by 1/15/05. In Ap-
pendix C of the ITB document it says that the vendor should perform a
user acceptance test no later than 12/01/04. For the purposes of this
document, Tier has assumed that the clarification offered in the question
response is the guideline and as .such Tier will initiate the conducting of a

User Acceptance Test before 12/15/04. If this is not acceptable to the

Iv-C-79 Tier/04-0038-PRP
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State then the plan will be modified to meet State requirements during the
Initiation period. .

Tier views the UAT period as an opportunity to work collaboratively
with the State to ensure that all systems and procedures are in place so that
operations will progress smoothly when the transition is complete. We
have allocated around a month in the plan for this UAT or Total Operabil-
ity Test period. We feel that this activity can be accomplished weil within
this timeframe but have planned for a month so that we can ensure that we
allow for full acceptance of the systems to take place, along with any
remediation measures to be executed to ensure that the systems and proce-

dures are efficient and can handle expected volumes.

Operations Transition

There are a number of tasks that need to be accomplished that arc spe-
cific to the transfer of operations from the old vendor, over and above the
tasks related to items such as facilities, systems, and staffing. They in-
clude some actual outreach tasks to inform employers, payors, and so forth
of the new vendor, as well as the movement of monies from old to new
accounts. These tasks will mostly be performed towards the end of the

transition period in preparation for the actual transition date.

Execution — Operations
These tasks are the high-level tasks pertaining to the ongoing opera-
tions of the SDU.

Control — Transition

During the transition period a number of control tasks will be per-
formed regularly to frack the progress and ensure the timeline is being
met. Tier will create weekly status reports and meetings will be held
weekly with the State and also internally within Tier to address any issues,
track progress, and mitigate risks. Project Management will be an ongo-
ing task as will Quality Management in order to ensure that deliverables

are of the highest quality and that our processes arc effective,
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Control — Operations

During the operations period a number of control tasks will be per-
formed regularly to track the progress and ensure the timeline is being
met. Tier will create weekly operations summary reports and meetings
will be held weekly with the State and also internally within Tier to ad-
dress any issues, track progress, and mitigate risks. Operations Manage-
ment will be an ongoing task.

Periodic quality reviews will be conducted in order to assess the effec-
tiveness of the SDU operation. Various operations reports will assist in
ensuring that productivity improves and act as a warning meter should
there be any significant deviation from operations norms, so that remedia-
tion measures can be initiated immediately. Tier will perform internal au-
dits throughout the contract period. Our internal system of quality assur-
ance and strict adherence to conforming fo the Generally Accepted
Accounting Principles (GAAP) and the Federal Office of Child Support
(OCSE) Audit Guide has resulted in standards that have withstood state
and local audits.

An example of a control report is pictured below in Figure IV.C.2.3-9.

Closing _

A valuable part of any engagement is to close out involvement effec-
tively, Tier will work with any new vendor during a transifion period to
ensure that they have all the information they need to take takeover the
MiSDU responsibilitics. We will also perform our own analysis of Tier’s
performance during the contract period and discuss this information with
the State so that everyone is clear on how operations have improved or are

apprised of any issues which should be addressed.
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Figure 1V.C.2.3-9. This Daily Production Statistics report is a sample of the control tasks
that will be performed regularly during the operations period in order

to track the project’s progress and ensure that milestones are met.
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Risk Mitigation through the Project Lifecycle

In the Planning phase Tier will have developed a Risk Management
Plan which contain guidelines for the management of risks throughout the
life of the engagement. Issues may arise concerning all manner of items
such as staffing and equipment, but Tier is well equipped to deal with any
issue and will mitigate risks to try and ensure that problems do not occur.
As has been stated before, Tier has implemented numerous SDUs and our
experience alone is a strong mitigating factor to ensure that the plan we

have developed will not deviate.

State Resources

Tier welcomes and values State input duoring the transition process, in
order to ensure that we put together an operation that fully satisfies the
State’s needs. Tier accepts full responsibility for meeting the project
schedule, but in order to do that we recognize that the State plays an im-
portant role in assisting in the clarification of requirements and ensuring
that the systems and architectures do not deviate from State standards. We
recognize that the State will wish to review all of our major deliverables
and take an active role during our Total Operability Test, which can also
be viewed as the User Acceptance period. We have estimated State staff
involvement in the project plan based on their review of deliverables and
involvement in requirements reviews and during the final testing phase,
but State staff participation will need to be revisited during the Initiation
phase so that we can get a clearer indication from the State regarding their
expected involvement. The plan does not currently reflect an involvement
of State project management staff but this can be remedied during Initia-
tion, if so desired.

Based on the constraints listed above, Figure IV.C.2.3-16 lists State

staff resource hours by major task area.
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INITIATION
Contract 0
Project Kick-Off Meetings 80 | Involvement in Kickoff
Project Management Plan 48 | State Deliverable Review
Miscellaneous Starfup Activities 0

PLANNING (DEFINITION)

Project Planning 120 | State Deliverable Review
Finalize Equipment Requiremenis 120 i State Deliverable Review
Faclilities 0

Security Systems Acquisilion 0

IT/Telecoms/Equipment Agquisition 0

Training Plan : 120 | State Deliverable Review
QOperational Procedure Analysis 256 [ lnvolvement in current ops analysis
Requirements Analysis 424 | Invoivement with Requirements
Solution Design {Enhancemenis) 120 | State Deliverable Review
Develop Test Plans 120 | State Deliverable Review

Bank Account Implementation Plan 0

EXECUTION - TRANSITION

Operational Procedure Development/Customization 120 | State Deliverable Review

IT/Telecom/Egquipment Installation 0

Instali Security Equipment 0

Other Equipment Procurement and Insiallation 0

Quiside Services 0

Staffing and Training 120 ] State Deliverable Review

Qutreach ' 120 | State Deliverable Review

Disaster Recovery Plan 120 | State Deliverable Review

Quality Assurance Procedures (Operations) 120 | State Deliverable Review

Solution Configuration/Development o

-System (and Integration} Testing 120 | State Deliverable Review

System Implemsntation Rollout 672 | Involvement in UAT

Operations Transltion 0

EXECUTION - OPERATIONS 0 | Not included possible state involvement
in Ops

CONTROL -~ TRANSITICN Not included State PM Staff

Project Management 0

Weekly Status Meelings with State 0

Weaekly Internal Tier Meetings 0

Systems Support 0

CLOSING

Total Hours 2800

Figure IV.C.2.3-10. We will be working with the State during the Initiation phase to finalize
these estimates of State staff invelvement in the MiSDU project.
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IV.C.2.4 Project Schedule

Tier’s proposed project schedule is presented on the following pages
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