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	Exhibit A
(Standard Agreement)

SCOPE OF WORK

A.	Purpose

[bookmark: _Toc400084281]The purpose of this Agreement is for a Contractor to provide a Platform software solution for virtual assistants / Platformchatbots with the capabilities to incorporate cognitive computing (hereinafter referred to as “Platform”).  The Platform must include the ability to develop, implement and maintain one or more of the following:  Chatbots, Digital Personal Assistants, Roboadvisors. Through consumer focus testing, Covered California has determined that the preferred user interface to consumers would consist of a chat-like interface, therefore, we are seeking Covered California seeks a Pplatform that provides for a chat-like user interface to the consumer / end user.  We are aware that the platforms are numerous with varying elements and continually evolving.  With those considerations, Covered California is seeking a bidder with strong experience with the proven solutions that can deploy a bidder with strong experience with the proven solutions that can deploy a flexible and modular Platform that can be easily updated and enhanced to remain aligned with the roadmap as the capabilities to incorporate natural language processing; machine learning, and robotic process automation evolve. 	Comment by Author: Moved to RFP Section 3.2

Covered California desires to improve our consumers’ experience with the use of virtual assistants / Platformschatbots to assist consumers with navigation and transaction completion of tasks including, but not limited to, pPassword rReset, fForms pPrinting, and FAQs.  Covered California also expects to improve the availability of live agents to assist consumers with more complex inquiries such as actual enrollment; while moving transactional contacts into digital channels and to increase self-serve on the web, Interactive Voice Response (IVR) and social media.

B.	Background Clearance 

If the 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 three (3) consecutive years for the same services.  The total number of contract years shall not exceed four (4) years.  If mutually agreed upon by Covered California and the Contractor, this contract shall be amended to include additional funding at the same rates provided in the Bidder’s proposal.

D.	General Scope or Tasks

The scope of the RFP Agreement is to provision, install and maintain a Platform as described in Section A and development, implementation and support for the contract period.  Contractor shall perform the following tasks:

1.	Provide, Configure, Deploy and Maintain Platform

Contractor The bidder shall provide a Platform that will initially support Platformchatbots that allow for manual “training” for specific tasks, but a Platform that is modular and flexible in nature and will support the development of future functional elements and integration points.  Contractor The bidder shall provide a comprehensive concept of operations that outlines the recommended evolution of the platform for Covered California including recommended initial use cases, an overview of how the Platformchatbot / virtual assistant would be “trained”, and how quickly through other features in the platform, the chatbot / virtual assistant could incorporate machine learning, natural language processing, and robotic process automation to enhance the ability to respond to consumer interactions. 

The Platform shall include the following features:

a) The Platform shall include natural language processing, intent engine, have conversation automation, and provide responses through chat windows or messaging apps that emulate human interactions.
b) The Platform must have robust features to support dialogue management and extensive conversational flows, machine learning and be easily updated for corrections, changes and new information.
c) Contractor The bidder must provide all resources tools/software/utilities/hosting/etc. for end to end setup, deployment, and maintenance of the Platform
d) The Platform shall should be reliable, flexible, modular, robust and deployable based on industry best practices.
e) The Platform must be multichannel with the ability to be leveraged across a variety of digital channels such as web, tablets, mobile devices, social media, etc.
f) The Platform must be able to integrate with other systems such as CRM for live chat, websites, other internal systems and come with a range of integrations and plugins.
g) The Platform must allow for a transition or turnover to a live agent in the event the consumer is unsatisfied with the response provided by the Platformchatbot / virtual assistant. 
h) The Platform must be 508 compliant and support International languages.
i) The Platform must have analytic tools or component to perform those functions.
j) The Platform must include an audit log of all interactions
k) The Platform must be able to provide for a survey at the end of each inquiry.
l) The Platform must be able to support the exporting of historic reporting data into Covered California’s internal data warehouse.
m) The Platform shall include language capabilities at a minimum of English and Spanish.  In addition to English and Spanish, Covered California may request that the Platform include one or more of the following languages:  it is preferred that the Platform language capabilities include Arabic, Armenian, Cambodian, Cantonese, Farsi, Hmong, Korean, Lao, Mandarin, Russian, Tagalog, and Vietnamese.
n) Contractor The bidder shall provide all product documentation such as operations manuals, installation manual, user guides.
o) Contractor The bidder must be able to work closely and cooperatively with Covered California IT and their technology partners.
p) Contractor The bidder must provide documentation of the integration points/code for user interface placement on Covered California’s website.
q) Contractor The bidder must specifically identify all tasks and estimated effort for Covered California resources (business and IT).  
r) Contractor The bidder shall begin ongoing maintenance and operation of the Platform immediately upon deployment.
s) Contractor The bidder shall license the Platform and all technology components to Covered California at the subscription rates set forth in Exhibit B.
2.	Additional Scope

a) [bookmark: _GoBack] ContractorThe bidder shall provide a high level Project Plan (implementation and delivery) with key milestones and deliverables for requirements gathering/analysis, configuration, deployment, hosting, testing, and monitoring the Platform and all components.  During the configuration stage, the Contractor bidder will plan and run a pilot using a prototype of a Chatbot / virtual assistant for Covered California that addresses a minimum of one of the problems identified in Section A. The pilot will allow for staff to interact with the PlatformChabot / virtual assistant in a controlled environment before it is deployed to the website.  The interactions will be use cases similar to what a consumer would experience, including conversational flows, questions and answers, how the Platform Chatbot responds when it does not know answers, how the Platform learns, etc. and a survey at the end.
b) Contractor The bidder shall provide a Training Plan to ensure that Covered California personnel are trained on the Chatbot Platform and critical success factors for ongoing operation.  The plan shall include strategies and best practices for education, marketing and communication advice for the Platform’sChatbot deployment to ensure its rapid adoption and success.  The plan shall include a description of the types of participants, training durations, training methodology, types of training, on-site classes, or web-based tutorials., etc.
c) Contractor The bidder shall provide a Test Plan that defines both the platform/applications and user acceptance testing as well as the environment where the testing will occur.  Consumer focus testing shall also be included in the plan.
d) Contractor The bidder shall provide a Change Management Plan that describes their process and timeframe for fixes/changes/upgrades to the Chatbot platform and other technology components
e) Contractor The bidder shall provide a plan to maintain all data related to the performance of this Agreement Chatbot for a duration of ten years in compliance with applicable legal requirements.
f) Contractor The bidder shall provide a Security plan that describes all applicable security and privacy controls in compliance with the current version of Minimum Acceptable Risk Standards for Exchanges (MARS-E) v 2.0 including authentication
g) The bidder shall provide analytics tools to track, measure and report on transactions completed, transactions abandoned, point of abandonment, additional content needs and other inherent outcomes/trends related to the Platform’sChatbot’s performance.  The plan shall include recommendations and best practices for optimizing the Platform’s Chatbot’s success rate for transaction completed and overall accuracy and completeness of responses.  Reports shall be provided on a daily, weekly, monthly schedule.
h) Contractor The bidder shall provide monitoring reports that track page load time for scripts, buttons and other critical components such as response frequency, number of conversations per hour/day/month
i) Contractor The bidder shall provide support and service response timeframes for the following categories:  Level I, Urgent Priority, Level II, Moderate Priority, Level III, General Assistance.  It is anticipated that the Chatbot Pplatform and components shall perform at a 99.9% uptime. Uptime is defined as the time in which the Platform Chatbot and associated content is operating as designed. 
j) Contractor The bidder shall provide data and /metrics on expected measureable benefits of implementing the PlatformVirtual Assistant/ChatBot, ie., the data and metrics shall include: increased self-service, improved customer service, reduced live agent contacts, scalability, cost savings, other.and other data or metrics as requested by Covered California.
k) Contractor The bidder shall provide a roadmap for future applications of the Virtual Assistant/ChatBot Platform in support of Covered California’s goals.

E.	Reporting Headquarters Location

The Contractor is required to perform all services under this Agreement on site at Covered California, unless directed otherwise by the project representative listed in this Exhibit.  The Covered California office is located at 1601 Exposition Boulevard, Sacramento, California, 95815.  Travel and expenses for reporting to this headquarters location shall not be reimbursed.

F.	Reassignment of Personnel

1. The Contractor shall not reassign personnel assigned to the contract during the contract 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 the Contractor’s control, the 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 the 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 the contract.

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, the Contractor shall assign a substitute employee.

G.	Contractor’s Roles and Responsibilities

The 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 the contract. 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, the Contractor must submit resumes for review, in advance, for all proposed personnel substitutions. All Contractor personnel substitutions must be approved in writing by Covered California Representative. Failure to receive the required approvals may result in termination of the contract.

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

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

4. The Contractor understands that any Covered California requested revisions to any deliverable shall be incorporated by the 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, the Contractor shall be required to make the additional revisions until the revised deliverable is accepted and approved by Covered California.

6. The 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 the contract, Covered California will review and validate services performed. In addition, the Covered California Representative will verify and approve the 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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