Agreement [number]		         Page 7 of 8
Covered California/[Contractor Name]
	Exhibit A
(Standard Agreement)

SCOPE OF WORK

A.	Purpose

	Contractor shall provide professional services to maintain, configure and improve service center desktop infrastructure. The Contractor shall also provide the day to day service desk operation support. Furthermore, Contractor shall provide first contact daily operation support to Covered California’s email, G and H drive file servers, asset management, SharePoint, printers, PC support, wireless products and phones.

	Contractor shall provide a knowledge transfer plan that documents the processes and procedures of the service desk operation in order to enable State staff to perform the services upon completion of this Agreement.

	Contractor shall also provide additional server support in order to support desktop patching, software updates and desktop upgrades.

B.	Background Clearance 

If Contractor must access any confidential information, this provision must be completed prior to implementing any portion of this scope of work.

Prior to accessing any confidential information, personal identifying information, personal health information, federal tax information, or financial information contained in the information systems and devices of Covered California, or any other information as required by federal and State law or guidance, all staff, including employees, contract or subcontract personnel, vendors or volunteers who perform services under this Agreement must comply with the criminal background check requirements set forth in Government Code section 1043, and its implementing regulations set forth in California Code of Regulations, Title 10, section 6456. Contractor shall bear all costs associated with obtaining clearance for each said employee.

C.	Contract Amendment

Covered California may, at its sole discretion, extend the term of the contract for one (1) year for the same services. If mutually agreed upon by Covered California and the Contractor, this Agreement shall be amended to include additional funding at the same rates provided in the Bidder’s proposal.

C.	General Scope or Tasks

1.	Service Desk Staff. Contractor shall provide service desk staff, who shall perform the following services:

a.	Provide a minimum of two (2) staff to provide service desk services and support for Covered California users and staff in the Rancho Cordova and Fresno service center locations. Support services shall be provided on-site from 8:00 a.m. to 4:30 p.m., Monday through Saturday, excluding federal and State holidays. On-call support shall be provided from 4:30 p.m. to 6:00 p.m. Monday through Saturday, excluding federal and State holidays.

b.	Perform the following duties: 
	
1)	Provide technical assistance and support for incoming questions and issues related to Covered California systems and software.

2)	Respond to questions and issues in person, over the phone, or via email.
 
3)	Work with other members of Covered California IT team to provide sufficient information to diagnose and resolve issues that are not easily resolved.

4)	Assist with on-boarding of new users, including setup and deployment of hardware and software. 

5)	Quickly address user issues, and follow up to ensure that issues are resolved. 

6)	Resolve technical issues with user active directory accounts, network access, and other systems. 

7)	Document internal procedures. 

8)	Provide users guidance and access to internal administrative tools as well as other tools.
 
9)	Install, test, configure, and update new workstations, peripheral equipment and software. 

10)	Maintain inventory of equipment, software, and software licenses.

11)	Provide on-the-job training to State personnel to fully transition work to State personnel prior to the end of the Agreement.

2.	Server Staff. Contractor shall provide server staff, who shall perform the following services:

a.	Install new operating systems, updates/patches, and provide expertise in solving client/server, network, and operating system problems vital to the operation of Covered California Enterprise system. 

b.	Diagnose and remediate complex hardware, software, network and operating system problems as they pertain to the support of Windows infrastructure. 

c.	Resolve technical issues involving Windows server administration. The servers administered support complex and mission critical applications.

d.	Prepare technical documentation, provide walkthroughs, and train and transition the new server environment to State staff prior to the end of the Agreement. 

3.	Reporting, System, and Technical Requirements. Contractor shall adhere to the following requirements when performing duties described in this Agreement:

	SD001
	Reports. Immediately after signing the Agreement, Contractor will provide weekly service desk reports on volume, type, call logging, tracking, resolution, and trending at a weekly status meeting.

	SD002
	Reports. Thirty days after signing the Agreement, Contractor will provide monthly service desk reports on volume, type, call logging, tracking, resolution, and trending. 

	SD003
	Software. Contractor will maintain, update, and deploy operating system images stored within SCCM distribution points to desktop workstations.

	SD004
	Software. Contractor will store the standard desktop and laptop images on the SCCM distribution points at each service center.

	SD005
	Staffing. Contractor will provide and maintain the following number of dedicated staff for desktop support:

a) 	Two (2) service desk staff on-site at each service center location for a total of four (4) during the operational hours of the service center

b) 	One (1) Windows administrator

	SD006
	System Access. Contractor will provision key State staff with administrator-level access to all workstations, servers, network infrastructure, and service center environment within the service center.

	SD007
	System Access. Contractor will provision newly on-boarded staff with system access to needed systems within twenty-four (24) hours of notice.

	SD008
	System Access. Contractor will remove system access for off-boarding staff within twenty-four (24) hours of notice.

	SD009
	Technical Support. Contractor will provide tier 1 and tier 2 technical supports for service center staff.

	SD010
	Technical Support. Contractor will maintain and provide technical support for the hardware used by service center staff, including PCs, monitors, desktop telephones, keyboards, and mouse devices.

	SD011
	Technical Support. Contractor will provide technical support for the software used by service center staff including, but not limited to, Microsoft Service Manager, active directory, Microsoft Software Distribution Manager. 

	SD012
	Technical Support. Contractor will create, triage, track, work, escalate, and close service desk tickets submitted Covered California staff and users with access.

	SD013
	Technical Support. Contractor will triage tickets and assign them to the appropriate teams.  

	SD014
	Technical Support. Contractor will perform asset management functions for all hardware and software used within the service centers.

	SD015
	Technical Support. Contractor will document confirmation of problem resolution from the ticket submitter prior to closing the ticket.

	SD016
	Technical Support. Contractor will support the service center operations by troubleshooting, identifying, resolving, issues related to equipment, network, and software within the scope of the Agreement.

	SD017
	Technical Support. Contractor will manage service interruption notification processes.

	SD018
	Technical Support. Contractor will monitor the interface error logs for situation where alerts and events are not captured by automated tools due to inconsistencies in message formats.




D.	Reporting Headquarters Location

Contractor is required to perform all services under this Agreement on site at Rancho Service Center, providing two (2) desktop support and one (1) server engineer; and Fresno Service Center, providing two (2) desktop support) unless directed otherwise by the project representative listed in this Exhibit. Travel and expenses for reporting to these locations shall not be reimbursed. One to two weeks of training will be held at 1601 Exposition Boulevard, Sacramento.

The Covered California Service Center locations are:

10877 White Rock Road, Rancho Cordova, CA 95670

7201 N Palm Avenue, Fresno, CA 93711

F.	Reassignment of Personnel

1. Contractor shall not reassign personnel assigned to the contract during this Agreement term without prior written approval of Covered California. If a Contractor employee is unable to perform duties due to illness, resignation, or other factors beyond Contractor’s control, Contractor shall make every reasonable effort to provide suitable substitute personnel.

2. Substitute personnel shall not automatically receive the hourly rate of the individual or position being replaced. Covered California and Contractor shall negotiate the hourly rate of any substitute personnel to the contract  The hourly rate negotiated shall be dependent, in part, on the experience and individual skills of the proposed substitute personnel. The negotiated rate cannot exceed the hourly rate stated in this Agreement.

3. Covered California reserves the right to request a Contractor employee be removed from performing any work on the contract and, on written notice to the Contactor, Contractor shall assign a substitute employee.

G.	Contractor’s Roles and Responsibilities

Contractor shall: 

1. Designate a person to whom all project communications may be addressed and who has the authority to act on all aspects of this Agreement. This person will be responsible for the overall project and will be the contact for all invoicing and Contractor staffing issues.

2. Provide written reports for review and approval by Covered California and formally respond to Covered California review findings as necessary.

3. Meet as required with Covered California staff to discuss progress.

4. Make its best efforts to maintain staff continuity throughout the life of the project. If, however, a substitution becomes necessary, Contractor must submit resumes for review, in advance, for all proposed personnel substitutions. All Contractor personnel substitutions must be approved in writing by the Covered California Representative. Failure to receive the required approvals may result in termination of this Agreement.

H.	Covered California’s Roles and Responsibilities

Covered California shall:

1. Designate the Covered California Representative to whom all Contractor communications may be addressed and who has the authority to act on all aspects of the contract. 

2. Provide access to business and technical documents as necessary for Contractor to complete the tasks identified in this Agreement.

3. Ensure appropriate resources are available to perform assigned tasks, attend meetings, and answer questions.

4. Ensure that decisions are made in a timely manner.

5. Provide work areas and meeting rooms as needed. 

6. Identify and provide access to Subject Matter Experts to assist in the development of technical requirements. 

I.	Contract Deliverables

1. Contractor understands that all recommendations and contract deliverables must comply with the Patient Protection and Affordable Care Act of 2010, as well as sections 15438, 15439, and 100501 through 100521 of the Government Code; 1346.2 and 1366.6 of the Health and Safety Code; 10112.3 and 10112.4 of the Insurance Code.

2. Contractor shall provide all deliverables within the timeframe specified and required by Covered California.  

3. Contractor understands and acknowledges that all deliverables must be reviewed, approved and accepted by Covered California.

4. Contractor understands that any Covered California requested revisions to any deliverable shall be incorporated by Contractor within seven (7) calendar days from the date in which Covered California provided its feedback, unless a different timeframe is required and specified by Covered California. 

5. In the event Covered California requires additional refinements and modifications for any deliverable which occurs after that deliverable has been previously accepted by Covered California, Contractor shall be required to make the additional revisions until the revised deliverable is accepted and approved by Covered California.

6. Contractor shall be paid for services rendered under this Agreement in accordance with Exhibit B, Budget Detail and Payment Provisions.

J.	Deliverable Acceptance Criteria

All concluded work must be submitted to Covered California for review and approval or rejection. Payment for all tasks performed under this Agreement will be based on hourly rates. It will be Covered California’s sole determination as to whether any tasks have been successfully completed and are acceptable. 

Throughout this Agreement, Covered California will review and validate services performed. In addition, the Covered California Representative will verify and approve Contractor’s invoices. Signed acceptance is required from the Covered California Representative to approve an invoice for payment.

Deliverable acceptance criteria consist of the following: 

1. Deliverable-specific work was completed as specified and the final deliverable product or service was rendered.

2. Plans, schedules, designs, documentation, digital files, photographs and reports (deliverables) were completed as specified and approved.

3. All deliverable documentation and artifact gathering have been completed.

4. All deliverables are in a format useful to Covered California.

5. If a deliverable is not accepted, Covered California will provide the reason, in writing, within ten (10) business days of receipt of the deliverable.

K.	Project Representatives

The representatives for this project, during the term of this Agreement, shall be:

	Covered California Representative
	Contractor Representative:

	(Representative’s Name)
Covered California
1601 Exposition Blvd.
Sacramento, CA 95815
(916) XXX-XXXX T
(Email Address)
	(Representative’s Name)
(Contractor’s Name)
(Address)
(City, State and Zip)
(916) XXX-XXXX T
(Email Address)
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