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COMMISSIONER Erie B. Pierce

EXECUTIVE DIRECTOR Charles R. Mclntyre

May 6, 2024

His Excellency, Governor Christopher T. Sununu

And the Honorable Council

State House

Concord, New Hampshire 03301

REQUESTED ACTION

The New Hampshire Lottery Commission (Lottery) requests authorization to enter into a project
agreement with Tech Mahindra Americas, Inc. (Vendor # 255204) ("Contractor") utilizing the
statewide contract between the Contractor and the New Hampshire Department of

Administrative Services for Salesforce Professional Services originally approved by Governor &
Executive Council on October 13, 2021 (Item # 95) and amended on December 20, 2023 (Item
#5, EE) in an amount not to exceed $420,000, effective upon Governor and Council approval
through December 31, 2026. 100% Lottery Funds.

Funds are available in New Hampshire Lottery Commission account as follows:

Interagency OIT- 06-083-083-830013-20280000-027-582703

EXPLANATION

The Lottery is seeking to implement a full scale customer relationship management solution to
enable online license application and processing, storing data on Charitable Gaming
organizations, customer service management and tracking, online payments, reporting and
analysis, and a mobile app for conducting and tracking inspections, investigations, and auditing
on the Salesforce platform.

Lottery worked with Department of Information Technology and Department of Administrative
Services to issue a Request for Quote ("RFQ") for the delineated services on February 13, 2024.

The RFQ was sent to all vendors who have a Master Services Agreement with the Department of
Administrative Services for Salesforce professional services. Four vendors, MTX, Tech
Mahindra, Slalom, and VTL submitted proposals under the terms of a Master Services

Agreement.

An evaluation committee was formed by Lottery with the following members:

Jay Lau, Director of Salesforce and Data (approx. 6 years of Lottery Experience)

Live Free or Die

New Hampshire Lottery Commission 14 Integra Drive Concord, New Hampshire 03301

TEL 603.271.3391 FAX 603.271.1160 TDD 1.800.735.2964 www.nhlottery.com



Bobbie Mayo, Gaming Licensing Supervisor (approx. 2 years of Lottery Experience)

Amanda Hinton, Lottery Licensing Supervisor (approx. 20 years of Lottery Experience)

Katelyn Laskey, Gaming Licensing Coordinator (approx. 3 years of Lottery Experience)

Following review of the four proposals, the Evaluation Committee arrived at the following
scoring:

Vendor Technical Scoring Price Scoring Total Score

Tech Mahindra 73 25 98

MTX 72 4 76

Slalom 55 2 57

VML 15 6 21

The proposed Contractor had both the highest technical and price scoring. A full bid summary is

attached detailing the scoring of the RPQ.

Based on the foregoing, Lottery requests approval of this project agreement with Tech Mahindra
Americas, Inc.

Respectfully submitted,

7

Mclntyre

Execuiive Director

Live Free or Die

New Hampshire Loltery Commission

TEL 603.271.3391 FAX 603.271.1160

14 Integra Drive Concord, New Hampshire 03301

TOO 1.800.735.2964 www.nhlottery.com



STATE OF NEW HAMPSHIRE

DEPARTMENT OF INFORMATION TECHNOLOGY

27 Hazen Dr., Concord, NH 03301

Fax; 603-271-1516 TDD Access: 1-800-735-2964

www.nh.gov/doit

Denis Goulet

Commissioner

May 2,2024

Charles Mclntyre, Executive Director
NH Lottery Commission
State of New Hampshire
14 Integra Drive
Concord, NH 03301

Dear Director Mclntyre:

This letter represents formal notification that the Department of Information Technology (DoIT)
has approved your agency's request to enter a contract with Tech Mahindra Americas, Inc., as described
below and referenced as DoIT No. 2024-073.

The purpose of this request is for the development of a Lottery Commission Customer
Relationship Management System as part of the Statewide Salesforce enterprise
environment.

The Total Price Limitation will be $420,000, effective upon Governor and Council
approval through December 31,2026.

A copy of this letter must accompany the Lottery Commission's submission to the Governor
and Executive Council for approval.

Sincerely,

Denis Goulet

DG/jd
DoIT #2024-073

cc: Michael O'Neil, Director BRMD

"Innovative Technologies Today for New Hampshire's Tomorrow"



DATE: May 2, 2024

FROM: Jay Lau, Director of Salesforce and Data

SUBJECT: RFQ 412-24 (2024-073) NH Lottery Commission CRM Project

TO: Charlie Mclntyre, Executive Director

Kelley-Jaye Cleland, Chief Product & Program Officer

Memorandum

The Memorandum transmits scoring methodology for the RFQ 412-24 (2024-073) NH Lottery

Commission CRM Project and recommends Tech Mahindra for $420,000. The RFQ Technical Scoring

Committee consisted of the following individuals:

•  Jay Lau, Director of Salesforce and Data

•  Amanda HInton, Lottery Operations Supervisor

•  Bobbie Mayo, Licensing Supervisor

•  Katelyn Laskey, Licensing Coordinator

The RFQ Pricing Scoring was done by the following individuals:

•  Claudia Roy, Senior Purchasing Agent

•  Abigail Joy, Purchasing Agent

Technical scoring was based on the following criteria:

CATEGORIES TOTAL POINTS

Experience and Background 30

Project Planning and Roadmap 30

Support After Deployment 15

References
Not Scored



Pricing scoring was based on the following criteria and worth a total of 25 points.

PRICING PROPOSAL

Activity Not to Exceed Cost

Pre-Planning and Consultation $

Configuration and Deployment S

Telephony Integration (will not be used in pricing proposal scoring if we

do not get approval to go forward with this)

$

Customization (if deemed necessary) $

Data Migration $

Interface Development (if deemed necessary s

Please itemize a cost for each interface identified by the Contractor $

Integration $

User Training $

After Launch Support - this is pricing (if not included) for limited time,

post-deployment support for issues that may come up during initial use

and need to be addressed

$

Total Not to Exceed Cost (provide one cost with Telephony Integration

included and one without)

s

Methodology

All vendors submitted their technical and price proposals to Purchasing. The pricing proposals were not

shared with the New Hampshire Lottery by Purchasing. Purchasing took the lead in scoring the pricing

proposals outside of the technical evaluation and scoring done by the Lottery's RFQ Committee. The

proposed cost from each bidder was not known or shared until after the final technical scoring process

was completed.

Tech Mahindra obtained the highest technical score and was also the lowest cost bidder. References

were contacted and Tech Mahindra's previous/current customers gave positive reviews of their work and

working with their team. DolT also gave positive feedback for Tech Mahindra's work with other agencies

in the State of New Hampshire. The full scoring summary is listed below:



FINAL RFQ TEAM AND PURCHASING TEAM TECHNICAL AND PRICE SCORING

CATEGORIES ' TOTAL

POINTS

VML Tech

Mahindra

MTX Slalom

Experience and Background 30 5 30 30 25

Project Planning and Roadmap 30 5 28 27 15

Support After Deployment 15 5 15 15 15

References Not

Scored

N/A N/A N/A N/A

TOTAL TECHNICAL EVALUATION POINTS 75 15 73 72 55

TOTAL PRICE EVALUATION POINTS 25 6 25 4 2

TOTAL POTENTIAL POINTS AWARD (TECHNICAL +

PRICING)

100 21 98 76 57
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Tech Mahindra's Response to

QUOTE # 412-24 (2024-073) for NH Lottery Commission Customer
Relationship Management (CRM) Project

Submitted to

State of New Hampshire Lottery Commission (NHLC)

Due on 03/15/2024, 4PM EST
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STATE OF NEW HAllfPSHIRE TR.\NSMmAL LETTER

03-15-2024

Tech Mahindra Americas Inc.

5700 Democracy Or Suite 2000, Piano, TX 75024

To: Poi&t of CaBacn CtaoAa Rot
TeiqilKM: (6Dj)-271-2202
Emiil: yH.Pnrck«aag<i<ii^ "fc

B£: Bid Inr^Mkn Nane: NH Lotterr Cobbuswb Cvvteatr RriitiaBskip VlanagntBt (CRM) Project
Qdok Koraber. 412-24 (2024^^)
QooM Posted Dite (on or by): I''14j'2024
Qdok ClosiBS D«e tnd Time: 4;bb PM (E5T)
DeuCIanJiaJtoy,

[losat nooe pfsiEnorT^rpit ShasUI oobghalf of Mahindra Amencas nboiitimg qooie
(coUecdveJy refescd to ts '^'codorT bereby sobmits in oficj u coonined in d» vntten <tQote sidmined berewiib C'Quor^) to the StMi of New
Hnqpsbiie in Kspoue to QUOTE # 412-24 (2024-0TJ) for NH Lattery Caounissioa Customer Rebtionshii} Muagcmeat (CS&{) Project ai die
pcko(s> qootad baein in complete iccordince oriib dm Bid.

Vador attests to die &ct dun

1. The Vendor has rgviewed and agreed to be bound by die Qtrnte.
2. Hm VandorhmacK almndw^ ofttaelanpugc or other pcOTiaontcoBninedin the Qoomdocnnunt.
3. The Qtwte is efbcm-e for a period of oca hondred md eighty (180) days from the Qnote Ctoting due as indicattd abos-e.
4. The prices Vei¥lor has quoted in die ()aote were fsnUished widtinn coOoskn wnb odier iWDdors.
3. The Vendor has read aod fill!}-trnderstinds this Qnote.
6. Fnitber, m accotdance wnhRSA2I-I:ll-c, thenndtfsieaed Voidor certificsttaatneitber the Vendtwaorany ofitt subsidieies,affih«e$or
pcinc^ tifhcers (pnacipal offices refers to iodtviduils with managemail ret^tmsibility for the eatrty or associatitn)'.

i. Has, widiiB the past two (2) years, been con-tcled d( or pleaded gnihs-to, isiolanoDofRSA 356:2, RSA 350:4, oraay state or federal law
or county or mnnkipal ordmance prohibitme specified biddms ptacCKes, or iov-QK'ing aamrust violaiiona. which has not bcRi numllBtl;

b. Has been prohibited, either pennaaentty or temporarily, from participaaiig in uiy poblic woifcs project pursoant to RSA 63S:20;
c Has piBiionsly provided felse, deceipthre. or fiaudutent mficinnaticn on a vendor code number application fetnc. or ai^ other doamMBt

sabuiiuedto the state of New Haapshire, which infbnnacion was not corrected is of the time of the filing a bid. proposaL <w tintniiioa:
d. Is cwrsitly debaned from pwfiocniine woth on my project of the federal or the govenmieot of any watej
e. Has, within dm past two (2) v-ears. feiled to cue a defenh <m any contraa with die fedmal govenuneat or die govwmmoit of my state;
L  Ispresendysabjeam my order of the d^inmcBi of labor, the tfepanmeiit of employment secniity. or my other state departmcBt, agmcy,

board, or caBsmssum, fitxtfeg thai the ipplicmt is not in compliance with tbe reqnirements of the laws or rules that the depaummt agency,
board, or cammssian is irilh hnptemeniing:

g. Isjacsently sul^ectto my sanctkBiorpceahy finaOy issuedby^d^artmenioflabor. the dqmiinmt of em^oyment secunty, or
odier state deparment, agency, bosd, or commissiaii, which smcoon or pmahy has not been fully discharged or fti]filled;

h. Is currently serving a sentence or is subject to a contuniiig or unfulfilled penalty for any crime or violation nofed in diis sectioa;
L  Has feiled or neglected to advise die division of any coovioioD. plea of gidliy.« finding relative to my arime or VMlam noted hi this

secdon, or of my debmnent, within thittv' (30) da>-s of sach coovictum, plea, finding, or debatment; or
j. Has been placed on the debaned patties list described in RSA 21 -1:11-c widiin the past year.

This docuxnent shall be signed by a person who is aoihoruBd m legally obligate the responding vendor. \ stgninre cm this docummt indicates that
ill Stare of New Hampshiie arms and coodiiians are acceptedl^ the responding vendor and that any and all other mms and coidilians sobmittedby
the respondiBg vendor are nnll and void, evm if sticta tsms and candmons have tsminology to the connary. The leqioodmg vendor shall also be
snhjeu to State of New Hampshite tsms and as staod on the reverse of the pmchase ords.

f  Anthariied geeor's Title Client Partner

Tech Mahlndra's Technical Response to RFQ 412-24 (2024-073) NH Lottery Commission Customer Relationship Management (CRM) Project
Page 2 of 74
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TERMS OF SUBMISSION:

Al! material received in response to this RFQ. shall become the property of the State and shall not be returned to the Vendor.

Regardless of the Vendors selected, the State reserves the right to use any information presented in a quote response. The content of
each Vendor's quote shall become public information once a Contract(s) has been awarded.

A responding quote that has been completed and signed by your representative shall constitute your company's acceptance of all

State of New Hampshire terms and conditions and shall legally obligate your company to these terms and conditions.

A signed response further signifies that from the time the RFQ is published {RFQ solicitation date and time) until a contract is

awarded, no bidder shall offer or give, directly or indirectly, any gift, expense reimbursement, or honorarium, as defined by RSA 15-B,

to any elected official, public official, public employee, constitutional official, or family member of any such official or employee who
shall select, evaluate, or award the RFQ.

Furthermore, a signed response signifies that any terms and/or conditions that may be or have been submitted by the Vendor are

specifically null and void and are not a part of this bid invitation or any awarded purchase order, even if said terms and/or conditions
contain language to the contrary.

CHAPTER ADM 600 PROCUREMENT AND PROPERTY RULES APPLY TO AND ARE MADE A PART HEREOF.

Complete responses shall be filled out on the original documents and format that are a part of this RFQ invitation. Vendors may

submit addition

Tech Mahindra confirms compliance with this requirement, please find requested vendor contact information below:

^tyPOR CONTACT l>TORMATION:

Please provide coatact infomiation below for a persoo knowledgeable of and who can answer questions regarding, this response.

Arpit Shastri (224) 616-7440

Contact Person Local Telephone Number Toll Free Telephone Number

(214) 974-9907 arpitshastri@techmahindra.com www.techmahindra.com
Fax Number E-mail Address Con^any Website

Tech Mahindra Americas Inc. 65-007-9572

Vendor Company Name DUNS U
5700 Democracy Df Suite 2000, Piano, TX 75024

Vendor Address

V''' — .
Authorized Signer's ̂ gnature T Authorized Signer's Title CientPartwr

Tech Mahindra's Technical Response to RFQ 412-24 (2024-073) NH Lottery Commission Customer Relationship Management (CRM) Project
Page 3 of 74
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Executive Summary;

Tech Mahindra {TechM} applauds New Hampshire Lottery Commission (NHLC) plans and efforts to continuously modernize its IT

landscape and provide best-in-class services to its customers. TechM is privileged to submit proposal to the State, per guidelines, in

response to QUOTE #412-24 (2024-073) for NH Lottery Commission Customer Relationship Management (CRM) Project for providing

consulting, system integration, and support services.

TechM is leading global system integrator (SI) serving 1300+ customers across 20+ industry verticals, including Public Sector. TechM is

Summit level system integration partner with Salesforce and has 2200+ certified consultants, serving 250+ customers in their Salesforce
modernization projects.

We are also proud to have been serving the State of New Hampshire, Department of Motor Vehicle since 2014, where we are prime

vendor for end-to-end CRM transformation for DMV's Driver Licensing system (known as Vision modernization project). In addition,

TechM is also a qualified vendor for Salesforce System Integration services across State of New Hampshire.

We are pleased to respond to this RFP, we firmly believe that TechM team is uniquely well positioned to serve the State for this strategic

engagement. We bring following capabilities for the State as part of this engagement:

Deep Expertise of Public Sector Salesforce Modernization Projects: Our proposed team has executed very similar CRM modernization

projects for Lottery, Liquor and Cannabis regulatory agencies, TechM's depth of experience in such modernization projects makes us

uniquely qualified to work on this project. We have provided relevant case studies and references in our response.

Unrivaled Salesforce Expertise: TechM is one of the leading system integrator with extensive experience of working with public sector

agencies across states, cities and non-profit organization. Our dedicated public sector practice has worked on complex and large scale

modernization project for multiple state/local agencies in New Hampshire, Vermont, Idaho, California, Georgia, and Virginia. Our proven

project implementation and governance processes are tailored for public sector, and we have described those in the proposal response.

A+Team with relevant Salesforce Modernization Experience: Our proposed team has extensive Salesforce modernization experience

and has most recently worked in similar modernization project for State of Vermont (DLL, CCB, ANR). We have provide these details in

our proposal.

Future-proof of solution with configuration-first approach of development: We are committed to maximize your investment benefits in

Salesforce platform by leveraging native platform functionality to build best-of-breed solution for this project. Our configuration-first

approach will ensure that solution is easy to maintain and upgrade.

In Summary, we are very confident that our proposal includes best combination of people, process and technology for the State. "YOUR

SUCCESS - OUR COMMITMENT". - TechM commitment to you as a system integrator is that we will provide best-in-class consulting and

technical services to the State that will make you proud. It will be TechM's honor to work with NHLC to achieve your goals on this

project.

Tech Mahindra's Technical Response to RFQ412-24 (2024-073) NH Lottery Commission Customer Relationship Management (CRM) Inject
Page 4 of 74
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Topic 1 - Background and Experience (Limit 7 Pages)

1.1 Please describe your experience in deploying Salesforce into federal, state, and local government organizations.

Tech Mahindra (TechM) Is Summit {Previously known as Platinum) tier (highest tier) consuiting partner with Salesforce. TechM has

2200+ salesforce certified consultants serving 10 industry verticals including public sector. TechM has extensive experience of Salesforce

modernization projects across State, local, education and non-profit customers.

Foiiowing tabie describes are most recent experience in Saiesforce modernization projects, which are very reievant to scope of this

project;

Customer Project Brief Current State

State of Vermont,

Department of Liquor &
Lottery

End to end Salesforce modernization of Licensing,

Enforcement, Inspection, investigation, Board Management
and other sub-function. Project TCV is more than $4.2 Mn

Active customer since 2021, success

go-live in Sep 2022, currently providing
managed services until 2027

State of Vermont,

Cannabis Control Board

Salesforce modernization of licensing, inventory control,

product registration and other sub-functions. Project TCV is

more than $0.5 Mn

Active customer since 2022, success

go-iive in April 2023, currently drafting

contract for phase 2 of this project.

State of Vermont, Agency

of Natural Resources

End to end Salesforce modernization of Grants management

and its subfunctions for agency of natural resource. Project TCV

is more than $1.7 Mn

Active since June 2023, currently under

UAT and scheduled to go-live in May

2024.

State of Vermont, Agency

of Commerce and

Community

Development

Saiesforce enhancement to their Sales and Service CRM.

Project TCV is more than $0.3 Mn
Project executed between Aug 2022 -

Feb 2023

California Employment

Development

Department

Salesforce based modernization of their knowledge

management function for 2000+ contract center agents.

Project TCV is more than $1.5 Mn

Active since 2022

City of Piano Salesforce based modernization of City's business processes

across licensing, expense management, inspection, field
services

Active since 2023

United Nations Salesforce based modernization of multiple UN agencies.

Project TCV is more than $2 Mn

Active since 2020

Post our solution go-live at State of Vermont, Department of Liquor & Lottery, average license application processing time dropped
from "AS days to ~4.5 days.

In addition. We are also proud to have been serving the State of New Hampshire, Department of Motor Vehicie since 2014, where we

are prime vendor for end-to-end CRM transformation for DMV's Driver Licensing system (known as Vision modernization project). This
is one of the largest and most complex CRM transformation project in New Hampshire (Project cost till date > $15 Mn USD), where
TechM modernized State's iegacy Driver Licensing system to Modern CRM (Microsoft) based configurable driver licensing system. Our

CRM based Driver Licensing solution went iive in 2017 and since then we are currently providing support and maintenance services to

theNH DMV.

In summary, TechM brings extensive experience of working with public sector agencies for complex Salesforce modernization project.

We want to assure NHLC that TechM wiil bring it's A+ team, industry best practices and proven experience of Salesforce implementation

to this project.

1.2 What Salesforce modules have you deployed?

TechM, as Summit tier Saiesforce consulting partner, has experience of end-to-end implementation across ail Salesforce modules
including Sales Cloud, Service Cloud, Public Sector Foundation Cloud, Industry Cloud (Public Sector. Automotive, Insurance, Banking),

Tech Mahlndra's Technical Response to RFQ412-24 (2024-073) NH Lottery Commission Customer Relationship Management (CRM) Project
Page 5 of74
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Marketing Cloud, Experience Cloud, Field Services, CPQetc. Overall our Salesforce competency has performed 250+ Salesforce projects

across Salesforce offerings for leading global enterprises.

Following is some of our recent implementation and logos across different Salesforce modules:

Health Core,

Stiipplfifj,
leiecom

Ughlnng
Up^ocW
AopKoton
Sk/ppV'
Er>r<ncement5

Trorwlonnotifin

Soles Aulomolion

Acccxxit & Portfolio

Manogomont
Pipeline Management
DasMx>crds

^DCllADINlAi

^Kttsr Wielw—n

Public Sector.

Aerospace.
Health, O&G

G«n«riinor>

Service
AppfcQlion

Support
fcnhortcemeni»

Customer 360

Lightning Service Console
Conloct Center

Aufomollon

Fnfltlements/Contract

Managemenl

-2 NETOEAR

Retail.

Aulomobile,

t'liarma.04G

MarksWrg
Aulomation

Appfcatnn
Support
Fr\hof»com®nH

VERMONT

63B Moitceling Automation
Email. Moble and Soclot

Studio Setup
SIMC Integration with Sates
Platform

a-BASP

Autontc^lle

HeoilhCore

CorWHria grrd
bnpMmMntolion
AppScotlon
Support
FnhoAcwnefrtr

Customer Community
Setup usirrgNapIR
Templole
Dealer Portal Setup (Sales.
Atter-Sales. Ports and

Worronty Aulorrtatlon)

nijpHlndra

NETOEAR

FCA

twfonvtocturing
HeaittiCare

PtaltOrrri

Upgrade
Global Roloul
ApptcoHon

Support
Enhancemer\ls

FSL lo support New
Instotlallons. Molnlenonce.
Repotrr arrd Replacements
Skill / Terr] lory txased routlrsg
Seamless dispalchlngand
schoduio updates

esoLcnis

lolccom

HLS

Piodu';!

Coruuitirvg and
impterttentalion
Applcatoo
Support
Ertnortcemenb

»g«ol
Tfcmtormation

VtoctlyConvminlcaHon
slock for Product and

Pricing |EPC Module)
APTTUSCPQ for Product

Cototogue /Pricing
Management

FPI.

CISCO

Gexa

in addition, following snapshot gives visibility of our Salesforce workforce across different Salesforce offerings

Salesforce Offering ~No. of Certified consultants

Service Cloud 400+

Community Cloud 450+

Sales Cloud 330+

Marketing Cloud 260+

Commerce Cloud 150+

Mulesoft 100+

Omniscript (PSF) 50+

Following is a snapshot of some of our recent Salesforce implementation and respective user base:

Customers Clouds User Base

Chevron Sales Cloud, Service Cloud 500

FordDlrect Service Cloud 125

Netgear Service Cloud 350

Genentech Service Cloud 1000

Delta Dental Sales Cloud 750

Volvo Experience Cloud 2000

Roche Diagnostic Sales Cloud, Marketing Cloud 1200

Wyndham Platform Consolidation 1500

Nestle Marketing Cloud 120

Ritter Telecom Sales Cloud 300

State of Vermont Service Cloud, Experience Cloud 100, 8000

Tech Mahirtdra's Technical Response to RFQ 412-24 (2024-073) NH Lottery Commission Customer Relationship Management (CRM) Project
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1.3 Describe your experience and expertise in designing, configuring, and deploying Service Cloud, Experience Cloud,
Marketing Cloud, Tableau, and the Licensing, Permitting, and Inspections Module.
TechM has extensive experience in designing, configuring and deploying Service Cloud, Marketing Cloud, Sales Cloud, Tableau for

fortune 500 customers. Most recently, we have implemented Licensing, Permitting, Investigation and Inspection solution for State of

Vermont across multiple agencies.

We have dedicated Salesforce competency with over 2200+ consultants who provide industry leading and proven Salesforce solution

across 10 industry verticals. Here is brief summary of our overall implementation experience

Salesforce Offering ~No. of implementations

Service Cloud 50+

Experience Cloud 35

Sales Cloud 60+

Marketing Cloud 30+

Commerce Cloud 15+

Mulesoft 40+

Tableau 35+

Our team brings extensive experience of working in Salesforce modernization projects for Licensing, Permitting, Investigation, Board

Management, Inspection, Payment and similar functions. Following snapshots provides high level overview of functions we developed
for State of Vermont, Department of Liquor & Lottery:

Licensing and Permittmi;

nu nag

Manage r\iti

iHlanagr Onltna eeyeiwut
Manage Uctmae OacaHi and

Indlvkkaal detadi

Automatad Ucanae/parmfi
ftnewat prvcnm
MuAlc<palftv/1bwn

approvals (covcHng 2S6
munkipafttiat) pr»or to uata

approvals
ftuilnais procoM aotemaflon far

ttcfmo/parmie luwanco
collatoraiien with

appAcanta V*# Oww

Hegfateftd Vws Oil ̂ftil
LH«r onpoardkng and WMT aseoHni

managftnaM

• Manage Ucanw profite

•  Apply ior ueama, Aenew UcanM
»  Pacat'ro NotdtcatMn

»  Papuait t>ccnta Rtfrtftatamtni

•  twntw iKome, Pernttv and

Caftificatet

•  NotlfylAapert (e}DU

Itesktered UMrs on DLL PorM

•  Uwr onboardmg artd usar account

managament

« Manage Uceoaee profik
•  Applv for Liceme, ftanew Ucema

•  Wecelva No(ifk«t>on

•  Papuan Lkante HeWtiatement

•  IMniaw iKeme, ParmAi» and
Catiftcaaet

<  NeUfv<ABportto)OU.

"ij-^pl'dricr .ire rntoTOTipnl

Awiomatad compliance and
Mvspecttor) checks

Anonymous customer complaints

Impose verbal

«ramings/flnes/«uspensiom.
Online Payments d Fines
iM^rMlon with TieM Mspeetlon

tool

fleportir^ tool for ftreak open
tKiiaii tor eon^lance education

Htsloncal trnpactien Reports

Mcm 1 Schedule impectlon
Generate inspection nirtanry,
Con^lete 1 attach inspection

art diets

Manage VWanoM CondWiom

I—pOCtton llamlniMit

Comirinn Srrvicr's

Mar%age Compliant
mvewigatlons, Prosecutlora

Manage Board meeting and

actions

•  Publioie Board A«endA
MMtt. andOocmem

•  Archives of Board

FideeUngs

Reviow Licensee. Rilma
racords,
Idanage cendHton or erdars,
Follow-up
Oeactivete. RevoM Lkonae

Casetreefdng

Case Foflow-up
Case BelaUonaMps

Case Notthcabons

OnBne training resources +
OnboarJng
PrtntaMe (rvrvng cenlfkaMS
Bacerds datafewe and training
Nstery

LliiK Magrotlon

Salsitorce knowtedge tor treMng;
cenieM '

RnMals A Fund Acemmttng
WorMow and BkoMiess Rutoi

Marsagemem

lasks AicheduM^
SoMion adnwustritlon (Marsage
fonm, manage tempLetes, manage

builneu riAet, manage Ikeriie A
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Our proposed team for this project will bring relevant experience of similar Salesforce Service/Marketing Cloud projects and will be

backed by our Salesforce Center-of-Excellence (CoE). Our Salesforce CoE is group of 40+ highly experienced Salesforce resources, who
provide guidance and support to our project delivery team for industry best practices, lesson learnt and building industry specific

solutions. This structure ensures that our project delivery is not dependent only on individual project team members - but backed by a

solid foundation of competency and CoE to ensure project success.

1.4 Describe your experience in custom development in Salesforce and include examples of the custom work you
have done that may be relevant for our project
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Following are few specific examples of our custom development work In relevant for this project:

Customer Cloud Used Summary of customization

State of

Vermont

Department of
Liquor and

Lottery

Service Cloud

&  Experience

Cloud

TechM configured and customized Service and Community Cloud to develop licensing,
permitting, enforcement, investigation and reporting functions for a state agency in State of

Vermont DLL. TechM leveraged OOB entities as well as created custom entities (only when
necessary} to meet customer's requirements. Our design principle included "High Configuration
Minimum Customization" led approach.

Following modules are configured and customized as part of this engagement:

Licensing & Permitting

Investigation

Enforcement

Inspection (integration to 3rd party app)

Payment

Reports and Misc functions

State of

Vermont,

Agency of

Natural

Resources

Service Cloud

&  Experience

Cloud

TechM is currently modernizing ANR's end-to-end grants management system on Salesforce

platform. TechM was selected as prime contract for this system modernization. The newly built

system is responsible for managing $200+ Mn worth of grants for public water systems across

State of Vermont. TechM has built public facing portals and entire back office operations on

Salesforce platform. Project started in June 2023 and scheduled to go live in May 2024.

California

Employment

Development
Department

Service Cloud TechM developed Salesforce service cloud-based knowledge management function for 2000+

contract center agents. Knowledge management is further integrated into contact center hub

to combine disparate data sets to one unified view. Knowledge management function is also

integrated into operational reporting and analytics.

Chevron Service Cloud TechM provided Salesforce Service Cloud based solution to this customer to solve challenges

listed below:

Challenge:

•  Lack of Standardization - Lacking standard processes and governance

•  Automation Deficit - Too many Manual processes leading to delays

•  Complicated Service Process - Flustered handling of Service processes

•  Ineffective Collaboration & Coordination - Multiple users involved, leading to

ambiguous coordination

•  Inflexible Data Utilization - Lack of centralized process and inflexible ways of data

transferring

•  Complex data formats - Difficult to analyze and understand the data formats

•  Incompetent Resource Utilization - Inept organization and utilization of resources

Solution:

Transition to Console View for Rich Ul

List Views and Queues for segregating cases and other data

Enabling Feed Views and Publisher Actions to provide quick access to several actions

Replacing the Outlook with Salesforce emails to enforce collaboration

Established Workflows to automate process

Created Macros for redundant tasks

Live Agent process enabling live customer interaction

Web to Case Process to elevate customer interaction

Duplicate Management System

Knowledge Articles to enhance User's efficiency

Role Based Hierarchy for Governance

Automated processes reducing manual intervention

Tech Mahindra's Technical Response to RFQ412-24 (2024-073) NH Lottery Commission Customer Relationship Management (CRM) Project
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Nextera Service Cloud, TechM provided Saiesforce Service Cloud based solution to this customer to solve challenges

Analytics listed below:

Challenge:

•  The existing client system to handle customer complaints and queries was having

poor data management which requires use of multiple different system/apps and

unnecessary manual intervention.

•  There was lack of visibility into previous customer interactions, complaints and sales

activities.

Solution:

•  Designed Billing Query Process to automate invoice and order related Customer

Requests and Issues.

•  Designed Product Outage Process to log Outages, identifying root cause for
unavailability of product and generate demand forecast reports based on outages.

•  Automated the Notification Process for the Users of the System.

•  Designed Persona Wise Security Settings for the Users.

•  Developed Einstein analytics dashboard to offer managers and users a unified view
of the customer service activities

We have done 50+ implementations of Service Cloud, and will be happy to provide more such examples to NHLC, if needed.

1.5 Have you integrated data from third party solutions into Saiesforce? If yes, please list the solutions and the type
of data integrated into Saiesforce. Did you create fields and/or Objects in Saiesforce to hold this data or did you use
existing fields?

Majority of our Saiesforce Implementation is integrated with third party applications. We have leverages different types of integration
solutions to meet customers' requirements, including API Point-to-point bi-directional integration from Saiesforce, Mulesoft and other
3"^ party ESBs, and other real-time, near-real-time, and batch integrations. For current solution, we have proposed point-to-point
integration. We believe this will be most cost effective solution, given the listed interface requirements in this RFQ,. We'll further discuss

interface and integration requirements in detail during discovery sessions with NHLC. Following table lists some of our recent integration

experience in Saiesforce specific projects;

Customer Mode of Summary of Integration

integration

State of Vermont Mulesoft ■ Integration with 3"^ party system across ERP, Inventory, Gaming providers.
(multiple agencies) Payment gateways, background check, DMV and other subsystem

Netgear Mulesoft ■ 45+ Million Account, Contact and 360 View Records migrated from Legacy

system to Saiesforce
■ Other entities include cases, activities
■ Our solution leveraged Informatica ETL to extract, translate and load data from

the legacy application to Saiesforce
■ Time to load 45 million records was significantly reduced to 3 hours (with query

optimization)

Key Highlights:
■ Strong Fallout Management Framework
■ High speed, large scale migration
■ Automated Test Runs (Dry Runs)

Mahindra Data Loader ■ Approx. 5 Million records were migrated from ERP System to Saiesforce Entities

Automotive include

•  Dealer Information

•  Customer Information

•  Vehicle information

•  Products

Tech Mahlndra's Technical Response to RFQ 412-24 (2024-073) NH Lottery Commission Customer Relationship Management (CRM) Project
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•  Parts and BOM

a Data Governance Rules Created and incorporated

Key Highlights:
a Simple easy to use Salesforce Data Loader used to Migrate millions of records

(Bulk API Feature)
a Minimal Fallouts

a Strong Data Governance Framework

FCA Informatica a 5+ Million records migrated across multiple instances
a Entities Included:

•  Customer Information

•  Dealer Information

•  Opportunities

•  Activities

•  Products and Pricing
• Phased Rollout catering to different markets across the globe

Key Highlights;
a Template driven migration resulting in Golden Repository at the global level
a Strong Duplicate Management Frameworks
a Automated Dry Runs

1.6 Please state your Salesforce Partner Level and your accomplishments to reach that level. We are Interested in
hearing about Customer Satisfaction scores, number, and type of Salesforce consultants you have, and your areas of
Salesforce expertise.

TechM has been early adopters of Salesforce.com, with a dedicated Centre of Excellence (CoE) established in 2006. We have a strong

belief in this technology's potential. Hence, we have identified it as a strategic platform, which will help our customers become future
proof. Significant investment is being made to go beyond the best in the world. Currently a Summit Partner (5 years in a row) with over
2,200+ certified consultants, our vision is to become a 3,500+ Certified Consultants practice by 2024. Along with strong capabilities with

more than 5,600+ certifications, key AppExchange partners, we continue to build strong, business -critical solutions, accelerators, and
frameworks. These critical assets will help our customers transform and re-engineer their business processes.

We take pride in maintaining a consistent and high CSAT (4.97/5) across all our implementations based on feedback provided by our
clients.

Salesforce.com @ Tech Mahindra
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1.7 Describe your experience, if any, utilizing Copado DevOps process,

TechM has extensive experience in utilizing Copado for majority of its Saiesforce implementations. Most recently we are using Copado

for nnultlpie large Saiesforce transformation project in State of Vermont. We will leverage similar experience and best practice for this
project, as applicable. TechM has 60+ associates certified and trained in Copado. TechM also has strategic relationship with Copado.

Copado facilitates monthly training programs for our associates which is utilized to train our them on Copado DevOps on a regular basis.

Following is recent experience summary Copado experience in our Saiesforce implementation projects.

Customer Technology Service Benefits

Telecom Major, UK Copado •  DevOps Assessment

•  Implementation in

Progress

•  Brought high visibility to Strengths and

Improvement areas

•  Implementation Plan

State of Vermont, US Copado •  End to End DevOps

implementation - In

Progress (ADOPT)

•  Faster time to delivery with automation

•  Significant improvement in team's productivity
for deployment activities

•  Improved collaboration among development

team and State IT team.

Chevron, USA Copado

Consulting
•  DevOps

Transformation

assessment and

Roadmap

•  Identified challenges and improvement areas

•  Detailed solution and roadmap for

implementation

•  Tool evaluation, selection and business case

In summary, we will leverage our Copado expertise and industry best practices for this project.
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Topic 2 - Project Planning and Roadmap (Limit 10 Pages - excluding exhibits and resumes)

2.1 Based on your understanding of our project what are the business benefits we can expect to realize after
Saiesforce is deployed
We appreciate NHLC's decision to leverage Saiesforce as its central CRM to effectively manage and utilize customer data from various

sources. We firmly believe that post deployment of Saiesforce system, NHLC will be able to effectively manage its customer data.

TechM team has done extensive analysis of your technical requirements and we have provided detailed solution and requirements

compliance as part of 'Appendix 1 -Technical Solution Details and Requirement Compliance'.

Below are some of the benefits we envision for NHLC post deployment of Saiesforce solution:

Standardized processes across programs

Reduced license application processing time with improved employee productivity and reduced non-compliance

Fully digital licensing online portal for Applicants/ Licensee to apply for Licenses and pay digitally, with real time tracking of

application status.

Ability to visualize and monitor process steps and time to completion

Improved customer service with real time status tracking and notification

Ease of managing single source of customer data - Single Source of Truth

Generating insights from customer data such as who are the customer, what are their habits, demographics, and play patterns.

Robust reporting and easy to use dashboards that are customized for the needs of different users from license management

to Executive level teams

Providing critical data points for research and development to enhance current games or replace them with new games in

order to increase sales.

In-depth Understanding of retailers and players needs through analysing Saiesforce data.

Better insights of retailers and their end customer - What's selling and what's not, what needs to change etc.

Effectively addressing customer/applicant/Licensee case/queries and provide superior customer experience.

Identify and prevent fraud, non-compliance, or malpractices by leveraging Saiesforce data.

Process auditing capabilities including documentation of which users approved records, changed field values, and performed
verification steps, with date/time stamps included

In summary, we firmly believe that proposed Saiesforce based solution will prove to be highly effective enabler for NHLC to:

•  Effectively manage its customer/applicant/Licensee data - Improved data collection through information entry directly into the

portal & reduction of duplicate data entry processes

•  Provide superior customer services.

•  Increase Revenue - Increase Sales and rolling out new games as per customer's needs.

•  Prevent and reduce non-compliance.

•  Ability to quickly configure the solution and make updates in response to changes in commission rules, executive orders, or

other program policies

•  Opportunity for future growth to easily add functionality or entire applications on a single platform

TechM team, with its extensive experience in implementing similar solution, will ensure that NHLC realize sits vision for this strategic

project.

2.2 Describe your process to gather, define, and detail requirements for a Saiesforce project.
TechM would leverage agile methodology to deliver NHLC's customer Relationship Management (CRM) Project and the crafted ways

of working (WoW) that would be followed is depicted below.
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TechM would start the project with the analysis of user requirements and conduct Joint business workshops. During this stage TechM

would also start the preparation of MVPs and mock-up screens for review by NHLC. TechM's Project Manager and Business Analysts will

lead the business workshops with NHLC stakeholders. Our team will conduct business workshops with business users for clarifying
requirements listed in the RFP, Configuring the requirements in the Salesforce (wherever possible), and getting approval of the
understanding of the business process or prototype.

Our solution design will be driven by the principle of minimizing customization and maximize configuration. We estimate that more
than 80% of the requirements of this project can be met with configuration.

During this Phase, discovery sessions will be conducted with NHLC's stakeholders specially the user groups. We believe in showcasing
our understanding of the NHLC's needs & requirements through a working application, engage the users by demonstrating the system

so the end users have a good understanding of how the application will look like & behave in production.

The outcome of these sessions is documented in a 'High Level Design Document" which contains requirements and designs in terms of

end-to-end business processes, user interface details (including screen elements and validations). Interfaces, exceptions, and business
rules. We will deploy industry best practices for component-based design and implementation to create a highly scalable, flexible, and
easily maintainable system.

The tasks that would be done during this phase include:

Prepare Software Requirement Specification by mapping the user requirements to software requirements

Develop Use Cases

Configure possible requirements in Salesforce

Listing down Non-Functional Requirements

Prepare Acceptance test plans

Prepare Acceptance test cases

TechM has a well-established process to conduct user-driven requirements/discovery sessions for different user groups. During this

phase of the project, NHLC will identify user groups - such as Sales, Marketing, Operations (Managers, Investigators, Inspectors, auditors
etc.) etc. Based on the requirements collection from all these user groups using discovery sessions, we prepare the final High Level
Design document (HLD) for the NHLC to sign-off. Salesforce solution will also be configured for these requirements that will allow NHLC
participants to experience how the final solution will look and behave. This allows Jurisdictions to sometimes suggest more changes

refine/modify the requirements. This unique approach of real-time requirement management (along with demos of the solution) will
provide a solution that will be well accepted by NHLC.

Below is the summary of overall approach for Discovery, Analysis, and design phase:

•  Each EPIC i.e. Business scenario is grouping of similar customer Journeys.

Tech Mahlndra's Technical Response to RFQ 412-24 (2024-073) NH Lottery Commission Customer Relationship Management (Q^M) Project
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•  Personas represent roles that customers / agents perform, called "actors".

•  Epic is broken down into 'Features' which are grouping of functional steps in a journey.

•  Dimensions applied to features to identify journey variations e.g. account, channel. License type etc.

•  Applicant/Licensee/Customer and User journeys are then built for the combination of EPIC, Features, and dimensions.

•  User stories are refined as needed and mapped to Features in a journey.

•  Process flows depict the sequence of backend steps followed by system users required to enable the journey.

•  Business rules shared by Product Owners are mapped to the journey steps.

•  Solution Impact assessment to be carried out for story points, efforts, estimations, and any gaps.

•  E2E Solution designs including Interface Specs are finalized aligned to Design Principles.

2.3 Describe the support, test cases, and documentation you provide for the Lottery's Saiesforce DAT (User
Acceptance Testing). How are uncovered issues tracked during UAT? Is there a tracking tool such as JiRA or something
similar?

TechM has tested and proven model for UAT for transformation projects. Following section describes our plan, strategy, process, and

methodology for UAT for this project in detail. This section also describes how we would conduct user acceptance tests and confirm the
system conforms to the design and re-designed business processes, and how we would report the findings using the agreed upon defect
tracking tool.

Strategy - User Acceptance Testing

The TechM team's UAT strategy is for the State to strategically target a representative sample of the NHLC's end user community that
would interact with the new Saiesforce application and to enlist them in UAT. UAT is expected to be the litmus test to confirm that
expected business processes and functional expectations are achieved, thus paving the way to a successful deployment to the wider
user community. The State resources would be provided with high-level functional direction and scenarios along with necessary

supporting documentation (i.e., job aids and draft training materials) but would work with the expectation of an independent daily job

activity. By participating and working with the UAT environments and the aligned support tools provided, the UAT participants would
be provided with a preview of what the final Saiesforce system would be. This testing phase in conjunction with Change Management
activities helps obtain buy-in from agency users.

Methodology - User Acceptance Testing
The TechM team would support the NHLC in its execution of UAT. Illustrated in Figure below, UAT allows business representatives from

the impacted user groups to verify that the Saiesforce system addresses business requirements and user expectations respective of
their functional areas as agreed upon during the discovery and requirement phase. NHLC users would complete acceptance testing with
theassistanceandsupport of the TechM team. Identifying appropriate participants is an important first step in UAT planning. The TechM

team recommends having users selected from the NHLC's different divisions and workforce populations.

Confirm User

Acceptance Test

Cycles

Prepare and tram

targeted users

Create User

Acceptance Test

Scripts

Schedule Test

Establish User Acceptance

Test Environment

Execute User

Acceptance

Test

Gather User

Feedback
Platform Fixes

Create Test

Closure Memo

Prior to the execution of UAT activities, a detailed plan would be collaboratively constructed. The TechM team would recommend

selecting test scripts from the System Test phase that address the NHLC's most important business scenarios for users to execute. These

scripts would exercise business case scenarios outlined during discussions with stakeholders and confirmed by users during the Design
phase.

Additional Details of our UAT test strategy, plan and execution is provided in "Appendix 5-Sample UAT Plan*
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2.4 Based on the requirements of our project, list the titles of the people you anticipate being assigned to this project.
Please provide the resumes and a summary of Salesforce project experience for ail the members of the proposed team.
Staff assigned to each role must have knowledge of Salesforce programs/projects and experience with Salesforce design,
development, licensing, customer planning, implementation, operations^ and change management with at least five CRM
deployments.

TechM is committed to bring it's A+ team for this project, we have carefully selected and proposed a highly experienced and skilled

team. Our proposed key staff experience includes blend of Salesforce as well as public sector transformation project experience.

Following table summarizes experience of our proposed key staff

Sujeet Nuthulapaty

o

q5 9.. oo c
00 c o

o n)
a> 01
= Q.
OD X
< UJResource Name

Project Manager

Rupali HIndocha Salesforce Technical Architect ✓

Rajesh Mollati Salesforce Business Analyst /Lead / ✓ ✓ ✓

Dhanunjay Dasari Salesforce Architect - Public Sector Cloud ✓ ✓ ✓

Jagadeesh Gorapalli Sr. Salesforce Developer ✓ ✓ ✓ ✓ ✓

Phanikanth Pamidimukkala Salesforce Developer ✓ ✓ ✓ ✓

Shibashis Biswas Ul/UX Developer ✓

Ravi Prakash Varkoor Salesforce Test Lead ✓ ✓ ✓ ✓ ✓ ✓
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Our proposed project manager Sujeet N. brings extensive experience of working is multiple large scale Salesforce transformation
projects. Most recently Sujeet has been working for State of Vermont, Cannabis Control Board, Department of Liquor & Lottery, and
Agency of Natural Resources for their Salesforce based modernization projects. Sujeet brings 19+ years of relevant experience and holds
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multiple Salesforce certifications and PMP certification. Sujeet has a staller track record of delivering similar projects successfully and is

regarded very highly by State of Vermont ADS, CCB and DLL. We'll be happy to facilitate reference check, if needed.

In addition, we are proposing a highly experienced project team, who have extensive experience of working in Salesforce engagements.

This team brings extensive knowledge of case management, license management and respective business workflows. We are confident

that proposed team will be productive from day 1 and will make this project a big success. Our project team is backed by our Salesforce

CoE and Salesforce competency, so NHLC will get right resource at the right time, with no risk of losing knowledge due to any unforeseen

resource attrition. Please refer to 'Appendix 2 - Project Team and Key Profile Details' for detailed resume.

We are very confident on our resource experience and quality. NHLC will be able to interview/review every resource that is onboard
this project. We'll incorporate NHLC's feedback on individual onboarding and resourcing for this project.

In Summary, NHLC will get TechM's A+ team for this engagement.

2.5 Based on your experience with projects of similar size and scope, provide a sample project roadmap with timelines
and milestones that includes weekly CRM Work Group meetings. Within the roadmap, detail the following:

- Additional meetings

- Delineate phases of the project including information gathering, configuration, integration, testing, training and
deploy/launch and planning review phases.

- Detail quality assurance measurements through project lifecycle
- Identify risks with project

- Identify project team needs from the New Hampshire Lottery
- Clarify roles, responsibilities, and delivery expectations After reviewing our requirements, is there anything that would
require custom development vs configuration of the out of the box solution? State those requirements that you believe
would require custom development and indicate why they would require custom development.

TechM team has managed the successful rollouts of multiple large scale Salesforce modernization projects for state agencies. As result,

we know what it takes to implement complex Salesforce projects. Our proposed approach uses a hybrid-agile development

methodology. Based on our recent experience with similar scale Salesforce modernization project, we are very confident that the
Implementation of this system can be completed in 18 weeks.
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Key Features of our implementation approach:

Hybrid Agile implementation approach

Extended duration for requirement gathering and sprint planning (4 weeks)

Demo led requirement gathering - signs off based on what you see (WYSIWYG)

Agile implementation with parallel sprint teams

Accelerated Data migration activities at earlier stage of project - this gives sufficient time to develop and test data migration

track

Flexibility to modify sprint plan and development based on continuous State feedback

Close involvement of key State stakeholders during development- User adoption is high priority. At the end of development,

State business users will be expert at using TechM's proposed solution

Flexibility to incorporate project plan changes based on Continuous State feedback.
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We have provided detailed project plan, key milestones, and session plans details as part of "Appendix 4 - Proposed Project Plan

(MPP Extract) and Detailed Session Plans"

Detailed roadman of project across all phases:

Phase 1: Discovery & Requirements Validation (Weeks 1-4)

Week 1 •  Project Kick-off Meeting: (TM, NHLC) - Introductions, project overview, objectives, timeline, communication
protocols.

•  CRM Work Group Formation (NHLC) - identify key representatives from licensing, customer service,
inspections/auditing and decision-making teams to actively participate.

•  initial Requirements Gathering (TM BA, NHLC CRM Work Group) - High-level discussions to understand core
needs and pain points.

Week 2 •  In-Depth Workshops (TM BA, NHLC Department Representatives) - Department-specific deep dives into
processes, workflows, data dependencies.

•  Existing Systems Analysis (TM Technical Team) - Review available documentation on current systems,
integrations, and data formats.

Week 3 •  Requirements Documentation (TM BA) - Draft detailed requirements, create initial mockups/visuals.
•  Technical Architecture Proposal (TM Technical Team) - Outline high-level solution architecture, integration

points, customization needs.

Week 4 •  Requirements Review & Sign-off (TM BA/PM, NHLC Stakeholders) - Walkthrough, feedback, refinements, formal
approval on requirements.

Milestones : Project Kickoff Meeting + CRM Work Group Established + Initial Requirements Gathered + Technical Architecture

Proposal Approved

Phase 2: Construction & Configuration (Weeks 4-15)
Tech Mahindra's Technical Response to RFQ412-24 (2024-073) NH Lottery Commission Customer Reiationship Management (CRM) Project
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Sprint Planning

Meetings (Weekly)
•  Set goals for each sprint, discuss deliverables, address potential issues.

Sprint 1-6: (2 weeks

each)
•  Parallel Tracks:

o  SFDC Configuration (TM Dev Team) - Buildout core SFDC objects, workflows, user interface,
o  Customization (TM Dev Team) - Implement features not achievable through configuration,

o  Integration Development (TM Tech Team) - Design and build integration points with
external systems.

•  Sprint Reviews (End of each sprint) (TM, NHLC CRM Work Group) - Demos, progress evaluations,
feedback, iteration planning.

Milestones: Sprint Completion (x6) + Mid-Project Review

Phase 3: Quality Assurance (Weeks 6-16)

Week 6 •  OA Test Plan Development (TM OA Lead) - Outline test cases, environments, success criteria

Week 7-

16

•  System Integration Testing (SIT) (TM Dev/QA) - End-to-end testing of all components working together.
•  Bug Fixes & Retesting (TM Dev/QA) - Address issues, verify fixes.

Milestones: OA Test Plan Approved + Bug Fixes & Retesting Completion + System Integration Testing (SIT) Completion

Phase 4: Testing (Weeks 16-17)

Week 12-

15

•  Data Migration & Validation (TM Tech Team / NHLC) - Data transfer, cleanup, verification in the user testing
environment.

Week 16-

17

•  User Acceptance Testing (UAT) (NHLC CRM Work Group, TM Support) - NHLC users test real-world scenarios,
provide feedback.

Week 16-

17

•  UAT Feedback & Fixes (TM Dev/QA) - Address UAT issues, prepare for final release.

Milestones: Data Migration & Validation Complete (Test) + User Acceptance Testing (UAT) Completion & Sign-off

Phase 5: User Training (Weeks 12-17)

Week 12-

15

•  Training Plan Development (TM Training Lead) - Create role-specific training materials, schedule sessions.

Week 16-

17

•  User Training (TM Training Lead, NHLC Users) - Hands-on training on system usage, best practices

Milestones: Training Plan Approved + User Training Completed

Phase 6: Deployment/Transition (Weeks 18)

Week 18 •  Data Migration & Validation (TM Tech Team / NHLC) - Data transfer, cleanup, verification in the production
environment.

•  Deployment (TM Tech Team) - Go-live in the production SFDC environment

Milestones: Data Migration & Validation Complete (Prod) + Deployment (Go-Live)

Phase 7: Hypercare (warranty) (Weeks 19-26)

Tech Mahindra's Technical Response to RPQ 412-24 (2024-073) NH Lottery Commission Customer Relationship Management (CRM) Project
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Week 19- • Hypercare Monitoring {TM Support Team) - Proactive issue resolution, user assistance.

26 • Weekiy Review Meetings (x8) (TM Support, NHLC Project Leads) - Assess performance, address concerns,

transition planning.

End of Hypercare; Official handoff to NHLC for ongoing support and maintenance.

Quality Assurance

TechM will leverage our proven quality assurance and testing process for this engagement. OA is an integral part of our development

lifecycle and testing occur throughout the project lifecycie. Test plan development occurs in the Design phase, unit and system

integration testing in the Construction and Configuration phase, and the Production validation testing in the Transition phase. Here

are the different QA practices we will have in place for NHLC project:

Testing Phase

Unit Testing

System

Integration

Testing (SIT)

Description

Isolates and tests individual code modules to verify

they function as intended. This includes checking

logic, calculations, and edge cases.

Verifies all integrated systems work together

flawlessly. This involves testing data flow,

functionality, and error handling between

Salesforce and external systems.

Ensures that data from existing systems is

Data Conversion transferred correctly and accurately into the new

Testing Salesforce environment. This includes testing data

formats, mapping, and transformation rules.

User

Acceptance

Testing (UAT)

Production

Testing After

Go-Live

Conducted by NHLC representatives to validate if

the system meets their specific needs and business

requirements. This involves real-world scenario

testing and usability evaluation.

Monitors the system in the live production

environment to validate successful deployment

and identify any issues that may have been missed

in previous testing.

Benefits to NHLC

Catches code-level errors early in the development

cycle.

Improves code quality and reliability.

Reduces the risk of cascading errors in later testing

phases.

Ensures all components communicate and exchange

data as designed.

Identifies and resolves integration issues before UAT.

Reduces the risk of post-deployment system errors.

Verifies data integrity and completeness after migration.

Identifies and fixes data quality issues.

Provides confidence in the accuracy of data used by

NHLC staff.

Provides NHLC with a chance to test the system in a

simulated production environment.

Identifies any gaps between user expectations and

system capabilities.

Helps refine the system to ensure a smooth user

experience.

Catches errors present in a live environment.

Ensures a seamless launch and user experience.

Provides insights for ongoing optimization and

improvement.

User Training: We have provided details of our user training approach in "Appendix 6 - User Training Approach"

Project Risks & Mrtigations

Every project is unique and will have its own risk elements that can be mitigated. TechM has managed many transformations for some of

the biggest clients across the globe and is well experienced in delivering the solution smoothly and mitigating risk. Our team, with its 20+

man years' public sector legacy modernization project experience, will proactively come up with risks and mitigation pians.

Some of the risks we typically encounter in projects;

Tech Mahlndra's Technical Response to RFQ 412-24 (2024-073) NH Lottery Commission Custonf>er Relationship Management (CRM) Project
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Risk Impact Mitigation Plan

Business continuity during National Lockdown High Enable remote access for the team and leverage virtual meeting room for

collaboration.

Unavailability of NHLC's key stakeholders

during requirements, design review session

High TechM project manager will ensure that clear estimation and

expectations are provided to NHLC stakeholders on their availability.

In addition, we will usually block NHLC stakeholder's calendar 2 weeks in

advance for requirement and design review meetings.

Inefficient requirement validation and

understanding the business

Medium Proactively share expectation and focus area of the session. Monitor
requirement validation session for quality and escalations

To be process definition is technically
infeasible

Medium Project Sponsor to act as ultimate decision maker to accept feasibility
limitations

Delays in access to data source, interfacing
application

High Identification of the applications will be completed before the start of the
engagement and access permissions will be created

Product Issues impacting desired functionality High Agree to a workaround utilizing standard functionality as possible

Non-Availability of Data mapping, cleansed

data, and mapped data

High Data Migration being a critical component must ensure clean and
mapped data are provided as per timelines

Unavailability of stakeholders during UAT

Signoff

High Proactively manage the availability of the stake holders or identify the
replacement

Delay in document Reviews, Feedbacks and

Signoff

Medium Customer to assign an owner for each functional and technical stream

that aligns ownership and set SLA expectations

Define success criteria for UAT Test Cases High Work with Business after signing off to ensure its fully defined and usable

Attrition of key members Medium TechM will invest in additional buffer and shadow resources for key

positions to mitigate this risk.

We'll further discuss implementation, data migration, deployment, cut-over related risks during contract negotiation phase and provide
mitigation plans. Here are few risks after go-live:

Risk Impact Mitigation Plan

Compliance Changes: Regulations surrounding
licensing could change, invalidating workflows or
requiring system adjustments.

Low Establish a process for monitoring regulatory changes with the

Lottery's legal or compliance teams. Build some flexibility into

licensing workflows to accommodate potential updates.

Data Duplication: Potential for creating multiple Medium Establish data matching, de-duplication, and master data

customer records if information is fragmented management rules.

across existing systems.

We will update the above risks during discovery and throughout the project life cycle.

Project team needs from the New Hampshire Lottery

TechM will require NHLC's respective stakeholder to actively participate in Business Workshop/Requirement Validation session for initial 4-
week duration. TechM PM will ensure that identified NHLC business stakeholder's calendars are booked in advance for such workshops (at

least 10 days in advance). Usually such workshops are conducted 3 times a week for 2-3 hours' duration meeting.

In addition, TechM PM will regularly interface (Daily, bi-weekly) with NHLC's SPOC/PM to share project progress and key activities. We

would request NHLC to nominate a SPOC/PM who will help us get any information/clarifications from respective NHLC stakeholders.

NHLCs

Stakeholder

Phase of Project Time DurationActivity

Tech Mahlndra's Technical Response to RFQ 412-24 (2024-073) NH Lottery Commission Customer Relationship Management (CRM) Project
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Requirement Validation &

Business Workshop

Business Users,

PM

Requirement Validation

and Discovery

4 Weeks in total. 3 times a week for 2-3 hours

duration meeting

Configuration and

Customization Development

(Sprints)

PM Development 6 sprints of 2 weeks each. 1 hour daily for Scrum

meetings.

System Integration Testing PM System Integration

Testing

30 min daily to review SIT progress and review

reports.

User Acceptance Testing PM, Business

Users

User Acceptance Testing 2 weeks duration, NHLC business users will run

UAT test cases and TechM team will support the

UAT for the entire duration.

TechM will further refine these activities based on NHLC's resource availabilities, as we understand that most business user would have

their full-time duties over and above this project. After analyzing the requirements given in the RFP, We envision more than 80%-85%

requirements will be addressed through configuration. A thorough review of the NHLC's requirements and the Salesforce Public Sector
Solution's configuration options is necessary to determine the exact scope of custom development needed. Here's a breakdown of what
can be achieved through configuration and what might require custom development;

Configurable with Salesforce Public Sector Solution:

•  Licensing & Permitting: Salesforce offers pre-built components for issuing and managing occupational licenses and permits,
This should cover a significant portion of the NHLC's iicensing needs.

•  Inspections & Enforcement: The solution's capabilities for conducting safety inspections and enforcement actions align with
the NHLC's requirements in inspecting, investigation, and auditing area.

•  Management: Salesforce provides robust case management functionality, which can be configured to streamline
workflows for constituent issues, assessments, investigations, and resolutions.

•  Data Management: The Public Sector Solution offers a data model tailored for government services, which will address NHLC's
data management needs. The data model will be extended according to the requirements.

•  Reporting: Salesforce's reporting tools can be configured to generate reports relevant to the NHLC.

Potential Areas for Custom Development:

•  Integrations with External Systems: While Salesforce Integrates with various systems, complex integrations with specific NHLC
legacy systems will require custom development. In addition, 3'''' party payment integration will be a custom development.

•  Unique Data Mapping or Transformations: If the NHLC's data structure or migration process is highly complex, custom
development might be needed for data mapping or transformations.

•  Highly Specific Workflows or Business Lo^c: Salesforce's Public Sector Solution offers frameworks and OOB function to
configure workflows and business rules, NHLC may have unique workflows or business logic needing custom deveiopment to
automate specific processes. We will carefully evaluate each customization and take sign-off from NHLC before proceeding
with any major customization.

•  Public Portal Features: Salesforce offers standard public portals for forms as part of the solution. However, each public sector
customer and its end-customers may have unique user experience requirements, which may involve some custom

development on public portals. Most of these custom development is towards UI/UX improvement and alignment to specific
user experience requirements. We have created such customized public portals in our recent projects at VT DLL and VT ANR.
We have provided sample screenshots of these as part of "Appendix 3 - Sample Screenshots from other similar projects".

•  Output Documents: Salesforce offers document merge functionality to insert data into pre-defined templates. If the Lottery
requires intricate formatting, custom branding, or complex data relationships, more advanced document generation solution
involving apex code might be needed.

Tech Mahlndra's Technical Response to RFQ412-24 (2024-073) NH Lottery Commission Customer Relation^lp Management (CRM) Project
Page 21 of 74



Tech
ITIahindra

Topic 3 -Support After Implementation (Limit 3 pages)

3.1 Do you offer post-deployment support services? If yes, what services do you provide? What is the duration of time that
support is provided?

3.2 If you offer post-deployment consulting services, what is the process to engage you? How are projects priced?
3.3 If you offer post-deployment consulting services, do you attempt to utilize the same project team members that performed
the implementation or a separate team/personnel?

Yes, TechM offers post-deployment support services for all Salesforce offerings. We understand that each customer may have its unique

support requirements, and hence we provide highly customized support models to meet your unique support, maintenance, and
enhancement requirements for both short and long term. TechM is Summit (Highest) level Salesforce integration service provide and

has more than 2200+ certified Salesforce consultants, currently serving 250+ customers. More than 40% of our Salesforce consultants

are dedicated to support, maintenance and enhancement services to our customers.

Following snapshot provides a high level overview of most popular support models our customers use in various projects.

Manapd Services Resource Based Support Fixed Hour Support Buckets

TechM provides of end-to-end
support and maintenance services
Includes SLA based support and
enhancement

includes platform upgrade
Includes enhancements under 40

hours of effort per month

NHLC gets Salesforce skilled
resources for their system support
requirements
NHLC manage work priorities for the
vendor resources

Ressources can work across support
Enhancements and upgrades
activities

NHLC can procure fixed hour service
buckets [usuaiiy 250 hours per
bucket]
NHLC can consume these hours

towards support or enhancement
projects as per its needs.
Usually requires 2-3 weeks prior
notice to provide resources

Hybrid Support Services On-Demand Services

TechM and State resources together
provides support services.
TechM's scope of services/areas are
drafted separately through mutually
agreed RACI
State can gradually take over more
support activities as per its resource
avaiiabiiity/readiness

TechM provides on-demand services to
NHLC

TechM maintains a set pool of resources
who can provide on-demand services to
the State

State Is required to provide sklliset and
requirement projections for up to 60
days

We can further customize these models to meet your unique support requirements for this project.

TechM provide both short-term as well as long term support services to its customers as per their requirements. Following is a
snapshot of support service we currently provide to some of our existing public sector customers:

Customer Support Model Duration

State of Vermont, Department of Liquor & Managed Services Long Term (5 Years)

Lottery

State of Vermont, Agency of Commerce and Resource Based Short term{ less than 6 months)

Community Development 1

State of Vermont, Agency of Natural Services Managed Services Medium term{ less than 2 years)

State of New Hampshire, Division of Motor Managed T&M Long Term (5 years)

Vehicles

City of Piano On-Demand Services Short term( less than 6 months)

The World Bank Manages Services, T&M, Fixed Hour, Cost

Saving based

Long and Short Term
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United Nations Manages Services, T&M, Fixed Hour, Cost

Saving based

Long and Short Term

Delaware Health & Social Servi« T&M based Long Term (5 Years)

In summary, TechM will provide best-fit support model for NHLC based on its unique requirements.

Following table provides an overview of our sample service level agreement, which can further be modified to meet NHLC's

requirements.

Priority Business Impact Coverage Response Resolution

Time Time

Priority 1

Priority 2

Priority 3

Priority 4

High Impact - Significant outage to more than one service
for most of the Users, which causes major disruption of

business operations. Several lower priority incidents that

occur simultaneously will also be assigned this priority.

24X7,16X5 OR 8X5 (On-

cail support provided
outside the support

window)

Moderate impact - An incident causing partial interruption

or degradation of service delivery to the affected users, or

business operations. There may be an automated or manual

contingency that allows those affected to achieve a level
approaching normal service delivery during the event.

24X7,16X5 OR 8X5 (On-

cail support provided

outside the support

window)

Minor impact - An incident causing a minimal interruption

or degradation of service delivery to the affected users, or
business operation {includes single user issues}. An

automated or manual contingency plan will be available.

Low impact - A low impact on a production that involves no

loss in functionality or a general usage question including

questions that reference product documentation.

4 business

Hours

12 business

Hours

24-48

business

Hours

48-72

business

Hours

Post Deployment Enhancement Projects:

We follow PMBOK and ITIL best practices for our support, maintenance and enhancement projects across our portfolio. Our
methodology is centered around providing best-value services to our customers. We work with our customers to accurately estimate
the efforts for any given work order and provide cost-effective and transparent pricing for the same. Following process flow provides
an overview of our post deployment project ideation-to-approval lifecycle. We'll follow similar mutually agreed process for post
deployment project and estimate/price them accordingly.

wiaanMj

Business Requirement
Received

Requirement Analysis
User Stories
Identification

Tacn
maNntfra

Technical
Specification

(Configuration vs
CustOTiization}

Bftalia

Pre-Approval
Customer Discussion

Commercials Effort Estimation
User Story points

specification

WKCNary

inclusion of
SokJtion/Effoft/Pricing

Feadtwck
Final Approval
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Resources for post-deployment

TechM has extensive portfolio of Saiesforce development and support engagements with over 2200 Saiesforce certified consultants
supporting our 250+ customers. We plan resources and staffing level based on mutually agreed service model with our customers.

For NHLC, based on mutually agreed post deployment support model, we will build and maintain team that can fully support NHLC to

meet its service requirements. We typically take following steps to ensure smooth post deployment support (depending on the chosen
support model):

Identify named resources, during development phase, who will provide post deployment support service to the customer

Maintain resource buffer(pool) to mitigate any unforeseen circumstances/attrition

Maintain knowledge level of customer specific configuration within multiple key resources

Manage Up-to-date documentation and knowledge assets

Continuously learning of existing resources (investment in resource training)

Through these practices, we ensure that success of the project is not just dependent on individual team members, rather it is guaranteed

by TechM at organization level, leveraging its scalable service models.

In addition, our Saiesforce Center-of-Excellence enable following service to our customers (included in our service model)

1. Proactive analysis of upcoming Saiesforce releases to efficiently plan platform upgrade

2. Regular Saiesforce health check and Saiesforce optimizer scans to ensure your Saiesforce platform investment are maximized
to full extent. Typically, we run such scan on quarterly basis, and this practice will be mutually discussed and agreed with the

state during contract negotiation.

Lastly, we remain fully committed to provide Saiesforce certified and highly knowledgeable team members for post deployment

services. Most of these resource will continue from implementation team into post deployment support team to ensure smooth
execution of support contract.
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Topic 4- References (Limit 1 Page)

4.1 Please provide contacts for three deployments similar to our project. We would like name, title, role in the project, and
contact information.

We are pleased to provide following 3 selected references relevant to this project. We'll be happy to facilitate more references if
needed. We request NHLC to contact Mr. Arpit Shastri (arpit.shastri@techmahindra.comi in case of any issue reaching out to these

references.

Reference Customer

Salesforce
lCduo

Licensing Inspection |
Audit Investigation

Interfaces
Agile Development

Payment Processing dAvance Reporting

State of Vermont, Department of Liquor and Lottery (DLL) ✓ ✓ ✓ ■/ ✓ ✓

State of Vermont, Cannabis Control Board (CCB) ✓ ✓ ✓ ✓ V ✓ ✓ ✓

State of Vermont, Agency of Natural Resources (ANR) ✓ ✓ ✓ ✓ ✓ ✓

Reference Customer • State of Vermont, Department of Liquor and Lottery (DLL)

Project Details

i

TechM has modernized end-to-end case management, licensing, permitting, inspection, and enforcement system

for DLL. TechM leveraged Salesforce Service and Experience Cloud to implement an end-to-end licensing and

enforcement solution, which includes following sub-system:

License & Permit | Investigation | Enforcement | Financial Processing | Integration | Data Migration | Inspection

1 Other processes

This large transformation project started in April 2021 and went live in Sep 2022 on-time and within budget.
TechM is currently providing support and enhancement services to the DLL. Our contract with DLL is until Aug

2027 for support, maintenance, and enhancement. Contract value is more than $4.2Mn USD

Reference <

Details 1

Skvler Genest (Senior Director. Licensee Ooerations) 1 Kev Business Owner 1 Skvler.Genest@vermont.ROv 1

(802)477-2429

Reference Customer - State of Vermont, Cannabis Control Board (CCB)

Project Details TechM built end-to-end Cannabis inventory tracking and product registration for CCB on Salesforce platform.

TechM was chosen as prime contractor to build these functions from scratch and integrate these into CCB's
existing Salesforce functions including licensing. TechM deployed a highly experienced team, which quickly

picked up the requirements and executed this time sensitive project on-time and within budget. The project
started in Sep 2022 and 1" phase concluded in June 2023 successfully on-time and on-budget with contract

value of roughly $0.5 Mn. 2"'' phase of this project is currently drafting process and is awarded to TechM.
Reference

Details

James Pepper (Chair, Cannabis Control Board) [ Project Sponsor |
James.PeDDer@vermont.ROv 1 (802) 828-1010

Reference Customer - State of Vermont, Agency of Natural Resources (ANR)

Project Details TechM is currently modernizing ANR's end-to-end grants management system on Salesforce platform. TechM

was selected as prime contract for this system modernization, The newly built system is responsible for
managing $200+ Mn worth of grants for public water systems across State of Vermont. TechM has built public

facing portals and entire back office operations on Salesforce platform. Project started in June 2023 and
scheduled to go live in May 2024. Currently project Is running on time and within budget. Total service contract

value for this project is ~$1.7 Mn.

Reference

Details

lean Nir.olai (Environmental Proeram Manaeerl 1 Kev Business Owner 1 iean.nicolai@vermont.eov 1 (802) 585-

4888

In addition, TechM modernized end-to-end legacy driver licensing and case management system of The State of New Hampshire DMV

on MS CRM platform. This complex large transformation project was completed successfully in Oct 2017 on-time and within budget.

TechM is currently providing support and maintenance services to DMV. Contract value is more than $15Mn USD and is valid until
year 2027. We'll be happy to provide this reference, if needed.
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Topic 5-Pricing

Please completely fill out a project pricing sheet. Please see Attachment 1 Pricing

TechM has filled and provided pricing sheet In as per given template. Pricing proposal is submitted as a separate file as per RFQ

instructions.
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Appendix 1 -Technical Solution Details and Requirement Compliance

TechM is pleased to provide its solution for the NH Lottery Commission RFP for Customer Relationship Management {CRM} Project,

built on the industry's leading SaaS platform Salesforce. We have carefully analyzed the requirements in this RFP and crafted highly

configurable solution to maximize your investment value in Salesforce platform.

Our approach to the Customer Relationship Management (CRM) Project is built on the Salesforce.com Public Sector Foundation
Licensing, Permit and Inspections and Experience cloud platform which supports all the identified requirements of the CRM Project RFP.
The solution will leverage preconfigured LPI model, which will allow us to begin quickly with a proven base model and further will be
configured according to NHLC's specific needs by our team. We have listed below, the solution components for Customer Relationship
Management (CRM) Project for NHLCand highlighted key functionalities with user details that the new system will offer to truly achieve
Commission's desired business outcomes,

1. Salesforce Industry Cloud (Public Sector Foundation - Licensing, Permitting & Inspection)
• Commission's Back Office application/Portal

•  License Processing

• Case Management

•  Review/approvals/Denials

•  Request/ Inquiry/Complaint Management

•  Inspection Management

•  Investigation Processing

• Auditing

•  Reporting

•  Status and Notification

•  Salesforce Mobile Application

• User Personas

o  Admin

o  Supervisors/ Managers/ Sr. Managers
o  Inspectors

o  Investigators

o  Auditors

o  Users

2. Salesforce Customer Experience Cloud (Front End Portal)
•  Front End portal for Applicants/Licensee

•  Licensee/Applicant Profile Management

•  Request/lnquiry/Complaint/Case

• Application Submission & Tracking

• Upload Application Attachment

•  Payment (Fee & Fine)

•  User Personas

o  Applicants

o  Licensee

o  Others etc.

Below Is the envisaged architecture of our proposed solution:
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Our Licensing Solution will provide NHLC the ability to manage the entire lifecycle of their licensing responsibilities, from initial
application to renewals, from complaint intake to discipline, we will support the needs of the NHLC staff, investigators, inspectors,
auditors, applicants, licensed practitioners, and the public.

We have reviewed the functional and technical requirements in the RFP and believe we stand out and can exceed your expectations

because of our deep expertise in Salesforce implementations coupled with our industry knowledge of the functions of Licensing
departments and regulatory and disciplinary processes.

Key Highlights of our proposed solution:

Omni-channel, Mobile friendly portals

Workflow to streamline and automate processes

Approvals to enable consistent documented compliance

Dynamic Routing - Routing based on available information to optimize Licensing process/resolution and overall process
efficiency

Intelligent case management and workflow routing

Knowledge Repository - enable users with acute and common issues resolutions for consistency, competency and
productivity

Applicant/Licensee 360 view - highly configurable

Reporting and Tracking

Custom reports and dashboards

Point-and-click report builder

Alerts and emails notifications

Minimum customization and utilization of SFDC's out-of-box functionalities

Integrated solution with industry leading self-service capabilities

Standard UX design for all license and case flow, to minimize training efforts for new user/staff.
All Code IP ownership will be with NHLC, TechM will hand over all code and configuration to NHLC
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In the table below we have mapped NHLC's functional requirements against the Salesforce solution capabilities that will be delivered.
Salesforce Public Sector Foundation (LPi) and Experience Cloud will be configured/customized (tailor-made) to enable NHLC CRM

requirements.

No. Commission's Requirements Salesforce Functional Mapping

1
User Management (Userld/Password, Authentication,

Add/Delete/Update)

User Management

Profile & Permission sets

2
Licensing Application Management (Status
Add/Edit/Update/Expiry/Renewal, Print)

Application Objects/Fields

Profiles & Permission Sets

Notification

Attachments

Print

3 Checklist Items (Add/Edit/Update/Deiete) Document Checklist Item

4 Templates Mgmt.(Create/Edit/Update) Dynamic Forms / Templates

5 Ad hoc Queries SOQL Queries

6 Report & Dashboard
Reports (OOB & Custom)

Dashboards

7 Compatibility (Extract data, ad-hoc queries, reports)

Profile & Permission sets

Reports (OOB & Custom)

Dashboards

8 Duplicate Management (De-duplication) OOB De-duplication

9 Public Search/Applicant Search Search Functionality

10 Data import/export
Apex Data loader

manual Import/Export

11 Document Management Salesforce Document/file Library

12
Online License Application Management/
Inquiry/complaint (Online Portal)

Experience Portal (VIocity OmniScripts/Cards)

Application Submissions

Request/ Inquiry Submission

Complaint Submission

13 Payments (Pay/Receipts/Returns/Refund) Integration with Commission's Payment System

14
Application Back office processing (Review, Reassign,

Approve, Pending Action, Deny, termination. Surrender)

Application Checklist

Status

Role, Profile & Permission Sets

Workflows

Business Rules/Validation

Import/Export

Work Queue

Case Management (Assign, reassign, escalate)

Inspection

Investigation

Auditing

Forms/Templates

Search

Upload

Print

Ad-hoc Queries

Reports/Dashboards

Notification

Applicant/Licensee Interaction/ Events(interviews)

15 Applicant/Licensee Profile Management
Self-Registration

User Id/Password Management
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Application Submission

Application Status Tracking

Interactions with Commission Staff

Upload documents (attachments)

Payment (Fee, Fine)

Applicant/Licensee 360 (dashboard)

16 Case Management

Creation

Assign

Reassign

Escalate

Resolve

Close

17 Work Queue Management

Queue Creation

Assignment

Re-assignment (automatic/manual)

18 Notification (Email)

Templates

Forms

Business Rules/Validation

Apex Classes & Triggers

19 Audit Log Audit Log (field. Record level)

20 Deployment/Release Management Approval/Sign-Off
Azure DevOps & Copado (or tool used by commission - Will be
discussed with Commission)

Additionally, We have provided sample screenshots from similar Salesforce modernization project we recently Appendix 3 - Sample
Screenshots from other similar projects

Technical Capabilities:

We have listed below important and typical elements government agencies and organizations incorporate into their applications.

User Groups:

Our proposed solution supports a diverse user community including NHLC internal staff through the Salesforce Public Sector Cloud, and
Applicants/Licensee through Salesforce Experience Cloud platform.

Access Methods:

The solution is accessible using multiple devices (e.g., tablets, phones, desktops, etc.) accommodating their cases/application/form

factors using responsive design to support application process and case management activities. This is accomplished through Salesforce

native capabilities eliminating the need for duplicative code or via the application which supports multiple access methods. In addition,

the application is browser agnostic supporting Chrome, Edge, Firefox, and Safari

Security:

Our proposed solution is built around a robust and flexible security architecture that provides users with configurable security control
for user access, client authentication, administrative permissions, and data access. This security and authentication protocol supports

fine grained controls that protect Applicant's data from unauthorized users.

Below are the Salesforce Security components:

SI. No Technical Capability

Login IP Ranges and Login

Hours

Description

At each profile level, user login can be restricted based on location and hours, if a user logs

in outside the IP ranges or outside the specified hours, the user login request is denied.

This enables the NHLC to enforce restrictions, such as when and from where staff should
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be able to access the system. This capability allov/s the NHLC to enforce stricter data

security.

2
Apps, Tabs, and Page

Layouts

Apps, tabs, and page layouts are used to provide specific views to different users based on

their business role {ex: Admin, Analyst, Investigator etc.). This helps the NHLC to display

data and pages to users based on their role and the functions they need to perform. With

different layouts, users can see different views of data from the same table.

3
Object and Field Level

Security

Profiles and permission sets in Salesforce are a collection of settings and permissions that

give users access to various tools and functions. They also define how a user is able to

access records. Using a profile, we can assign field level security for objects, users'

permissions, fields, tab settings, etc. The settings and permissions in permission sets are

also found in profiles, but permission sets extend users' functional access without

changing their profiles.

4 Record Level Security

Record level security allows the NHLC to give users access to some object records, but not

others. Organization Wide Defaults (OWDs) in Salesforce define the baseline level of

access that the most restricted user should have. OWDs are used to restrict access where

access can be granted using different means including sharing rules (e.g., pre-configured

and run time conditions) and established role hierarchy, which helps to open access based

on the organization's roles. The security model follows the "least possible access" principle

which is aligned with the NHLC's security regulations. Only necessary data Is shared with

staff based on their roles and responsibilities

Declarative Configuration:

Our solution is based on the declarative "No Code" capability of the salesforce platform. This enables development that is usually

faster and cheaper to build, generally requires less maintenance, receives automatic upgrades w/hen the tools are improved, and is
not subject to governor limits.

Below is a list of capabilities that will be configured to deliver the solution:

S.No Technical Capability Description

1 Custom Objects and Fields Creating custom objects and fields in Salesforce involves naming and building a
page layout using a point-and-click user interface. The relationships of custom
objects are pre-built. Based on the business requirements, the right

relationships can be enabled using the same point-and-click user interface

2 Validation Rules Rules that verify whether the data entered by users in records meets the

specified standards before it can be saved. A validation rule can contain a

formula or expression that evaluates the data in one or more fields. These can

be built-in Salesforce using expression builders rather than code.

3 Workflows Processes Workflow allows standard internal procedures and processes to be automated,

saving time across an organization. A workflow rule is the main container for a
set of workflow instructions. These instructions can always be summed up in an

if/then statement.

4 Formula Fields and Rolf Up
Summary Fields

Formula fields enable complex mathematical operations on data stored in

Salesforce. Roll Up Summary allows the user to calculate values from related

records, such as those in a related list and display on the parent record. These
can be created through the Salesforce configuration Ul and an expression
builder.

5 Page Layout Creation Page layouts control the arrangement and organization of buttons, fields, and
related lists on object record pages. Administrators can configure page layouts
and assign them to specific roles through a drag and drop type user interface.

Ughtning UI/UX:
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The user interface is delivered to the end-user's desktops and mobile devices through a web browser and mobile app, which is only

accessible to authorized users. The Lightning UI/UX components complement the declarative screen builder functions providing

extended capabilities to tailor for NHLC's requirements, Salesforce's architecture allows administrators to configure the components

based on business requirements, user roles, and profiles. Salesforce standard Ul components are mobile-responsive in nature

automatically enabling form factored device-specific views, which significantly reduce development cost and time.

Below is a list of capabilities that we will be configured to deliver the solution:

No. Technical Capability Description

1 Visualforce Pages

Visualforce is a framework that allows developers to build sophisticated, custom user

interfaces that can be hosted natively on the Lightning platform. The Visualforce framework

includes a tag-based markup language, like HTML, and a set of server-side "controllers" that

perform a variety of operations from basic read and write to complex business logic.

2
Standard Lightning

Components

There are Lightning Components available out-of-the-box which can be used by an

administrator on page layout to meet various needs. Some of the components include

related list, which displays related data for an object on a page, and the upload file

component, which can be placed on any page enabling users to upload files

3
Custom Lightning

Components

Custom Lightning Components are built using custom code consisting of HTML, JavaScript,

and Salesforce Lightning tags. Custom components are designed to meet the State's needs

where standard out-of-the-box components cannot be used. These components are part of

the Lightning bundle which also includes controller, helper. Tenderer, styles, and events.

4 List Views

1

List views display records that meet your user criteria. A user can determine which records

to display by setting filters. All records that meet the filter criteria appear in the list view.

Salesforce also provides 00TB list views like recent records and all records for quick access.

5 Tabs
Custom tabs display data of the custom object or any other web content built-into the

application.

6. Page Layout Assignment ,

Page layouts control the layout and organization of buttons, fields, Visualforce, custom links,

and related lists on object record pages. They also determine which fields are visible, read

only, and required. Page layouts are used to customize the content of record pages for

users.

Self Service Toolset:

VIocity pre-build accelerators provide augmented declarative capacities, enhanced visualization, and business process flexibility to

support human centered design best practices within the Salesforce platform.

Below Is a list of capabilities that will be configured to deliver the solution:

No. Technical Capability Description

1 OmniScript

OmniScript is a declarative scripting tool that allows you to create a script with clicks and not

code. The guided process builder allows for the easy development and maintenance of

processes that take users step-by-step through the tasks they need to complete. The process

builder allows for the creation of complex processes with a drag-and-drop designer that does

not require the use of code.

2

1

Interaction Platform

It is a set of services, components, and data model objects that allows you to create guided

interactions using data from your Salesforce org and external sources. This enables to

execute industry-specific business processes through an elegant user experience, with

seamless data integration.

3 Cards

This enables administrators and developers to create action-oriented customer

(Applicants/Licensee/Permittee) summaries for employee, partner, and customer

deployments (ex. NHLC Staff), With a declarative designer, VIocity Cards connect all the

components of the VIocity Interaction platform with a modern, visually compelling launch

point. Strategically placed cards provide caseworkers data at their fingertips
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Data Raptor

It is a mapping tool that enables users to read, transform, and write Saiesforce data. It

manages complex data structures natively on the Saiesforce platform with declarative data

mapping and REST Interfaces. VIoclty DataRaptor'" simplifies the integration of external data-

easlly loading, extracting, and transforming hierarchical structures in standard JSON formats-

all without coding.

Integration Approach for NHLC

Saiesforce supports Integration over a variety of protocols with other systems to bring disparate Information together, providing a
referable source of data meeting functional and technical requirements. For the proposed solution, we have proposed to use "point-
to-point" Integration for connecting all boundary systems. The integration design and strategy will be built post joint discussion and
mutual agreement. We will discuss the Integration process and design during the requirement finallzatlon workshop. Also, we will
explore and Jointly discuss which touch point need batch Integration or real time integration. This will be signed off by NHLC before
we begin the build phase.

Response to Deliverables for NHLCs Requirement

1. General Requirement

•  Project kickoff must start within 30 days after contract approval by Governor & Executive Council.

TechM complies with this requirement.

•  The solution shall be developed using the core no code/low code capabilities of Saiesforce whenever possible.

TechM complies with this requirement. TechM will be leveraging Saiesforce Public Sector Foundation LPI Module and
Experience cloud to build the solution and will follow the principle of maximum OOB/configuration and minimum
customization.

•  All emails sent from Saiesforce need to go through a State of New Hampshire email server

TechM complies with this requirement. Yes, the emails that would be sent through saiesforce will go through New Hampshire
email server.

•  The deployed solution needs to be accessible via desktop computer, laptop computer, or mobile device. Functionality via the
mobile device needs to be available with or without Internet connection.

TechM complies with this requirement. The solution Is accessible using multiple devices (e.g., tablets, phones, desktops, etc.)
accommodating their cases/appllcatlon/form factors using responsive design to support application process and case
management activities. This Is accomplished through Saiesforce native capabilities eliminating the need for dupllcatlve code or
via the application which supports multiple access methods, in addition, the application Is browser agnostic supporting
Chrome, Edge, FIrefox, and Safari. Mobile Offline capability to run with no Internet Is an advanced runtime environment for
Lightning web components. Available only for mobile devices, it replaces the standard Lightning components runtime and
augments It with features designed specifically for mobile and offline use.

•  Roles Based Access needs to be implemented to manage users/groups of users and govern what actions they can do and

what data they can see

TechM complies with this requirement. Role based access will be enabled by configuring Profiles and permission sets in
Saiesforce which are collection of settings and permissions that give users access to various tools and functions. They also

define how a user Is able to access records. Using a profile, we can assign field level security for objects, users' permissions,

fields, tab settings, etc. The settings and permissions in permission sets are also found In profiles, but permission sets extend
users' functional access without changing their profiles.
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•  Payment service/solution for licensing must integrate to the State of New Hampshire's merchant card contract

TechM complies with this requirement. Tech Mahindra will integrate with State's Payment gateway to complete the

payment transaction which will be initiate by the applicant/Licensee through the online portal.

•  Accounts and/or Contacts, along with other data fields, will be populated from a number of sources from current systems.

These sources include but not limited to:

o  Intralot Back Office System (BOS)

o  MyLicense Office (MLO)

o  iLottery vendor Loyalty program vendor

TechM complies with this requirement. The solution will integrate with BOS, MLO, iLottery and other sources to pull data into
salesforce. We are considering a direct point to point integration. The approach can be discussed, and the sources will be
further identified during the discovery phase.

•  Although Al will likely not be deployed in this phase, all fields that are required to train A1 cannot be left blank by users

TechM complies with this requirement. TechM will discuss with NHLC stakeholders to confirm which data fields need to be
mandatory and which one to be optional and accordingly the application will be designed. These data fields can then be

leveraged during the Al deployment phase.

•  Create an App always available for selection on the menu bar for Lottery users to submit a ticket for help, make a request for
a change, etc. This is expected to create a trackable history of all requests that can be analyzed via reports and dashboards.

TechM complies with this requirement. The Lottery users/ Licensee/Applicant will be able to submit a ticket through the online
portal anytime during the entire day. The users will be able to access the Online Portal which is available 24X7 and through all
devices from anywhere.

•  Provide short-term, limited time support for the Lottery and its Salesforce users after deployment of the solution.

TechM complies with this requirement. We have considered Hypercare support for a period of 2 months post Deployment/Go
Live of the solution. The timeline of support phase will be discussed with NHLC and accordingly can be revisited.

2. Customer Service Requirement

•  Create a webform accessed via the main New Hampshire Lottery webpage where questions and requests are submitted.

TechM complies with this requirement. The external users - Applicant, Licensee, portal users will be able to submit requests
through the preconfigured forms/applications available on the online portal. These forms will be designed with objects and
fields which will be discussed during the discovery, design phase and will be signed off from NHLC stakeholders.

•  Information captured in the webform creates a case that can be assigned (and reassigned if required) to a person, group, or

queue.

TechM complies with this requirement. The solution will create a case when a form/application is submitted through the online
portal and the System will be configured to auto assign the application to the correct staff depending upon the workflow rules
discussed and agreed with NHLC. We will configure and enable the capability to manually reassign the application to the corrert
staff member. In case staff wants to reassign, he/she will be able to trigger that change on the system manually through
"Change Owner" button which is out of the box functionality.

•  Required fields in webform include first and last name, email address, phone number, and reason for contact from a

dropdown menu. A text box needs to be included for details about the request or question. Fields to capture other contact
information is listed but optional. Ability to add one or more attachments is required
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TechM complies with this requirement. We will discuss the fields and objects required in the application/forms during the
discovery and design phase of the project. The applications/forms will be designed as per the requirement of NHLC business

processes. We will enable mandatory and optional field to capture all relevant information. All these would be discussed and
agreed with NHLC stakeholders and then development will start.

Create workflow for cases that includes escalation rules and current status of case.

TechM complies with this requirement. TechM will configure workflows and triggers based on the business process of NHLC.
The workflow rules will be discussed and agreed with NHLC for escalation, status etc. We will allow NHLC Users to escalate the
case/application process by enabling "Case Escalation Rules" to escalate case automatically if they are not resolved within a
target time. Case escalation workflow will be setup based on escalation threshold limit as per NHLC's requirement. Similarly,
the status of the case will be triggered to change based on the workflow rules.

Need to capture and display different information fields for different Lottery customer segments - players, retailers,

charitable gaming.

TechM complies with this requirement. We will configure and build objects/fields to capture information relevant to the lottery
customer segments. The applications will be designed keeping the customer segment in mind and object/fields as discussed
and agreed with NHLC stakeholders.

Letters/faxes/etc from customers must be able to be automatically or manually attached to a customer account/contact/case

TechM complies with this requirement. The solution will be configured to enable users to upload/attach documents to a case
and any account.

Enable lookup of player or business partner by Lottery staffto see past history of requests and status of those requests

TechM complies with this requirement. Our solution will be configured with lookups and search capability to enable NHLC staff
to view history and status of requests. We will enable Global search available at the top of the system and will allow NHLC Staff
to search across all objects and most fields in the system. This will be configured per object to include the fields that NHLC
needs. This takes into consideration security settings as well. There are other search options such as searching across

connected objects for lookups and also list view searching.
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Searchable FAQ, by Lottery staff member and system suggested FAQs based on nature of the case need to be available.

TechM complies with this requirement. We will enable NHLC staffto access across knowledge repository and suggested FAQs
based on the case type.
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Reporting and dashboards need to be created - this will be the standard Service Cloud reports as well as any supplemental
reports Salesforce makes available via the App Exchange.

TechM complies with this requirement. We will configure and enable Salesforce out of the box reports and dashboards. We

can also create custom reports based on the requirement of NHLC. The solution will allow NHLC staff with Admin access
{Profile/Permission Sets setup) to view configured reports & pull out ad-hoc reports anytime.

Salesforce provides in-built options for data staff:

1. To create a report on any object(s) defined such as Cases, Licenses, Educator, Payments, Projects etc.

2. To drag and drop columns on the reports
3. To apply filter, grouping (at row and column level)
4. To add charts, add report to the dashboard

5. To export reports in different formats

6. To subscribe to reports (so that reports will be auto emailed to you on a daily or on specific days or monthly basis)

At minimum, contact record for players need to have history of previous interactions, Claims information, Loyaity points

amount, and likely other areas

TechM complies with this requirement. The record of the player will have all the details of the player, contact information and
details including prior interactions, claims, loyalty points etc. The salesforce system will hold the information of the players as
per the requirement of NHLC.

At minimum. Account record for business partners need to include sales information, renewal date (if applicable), and likely
other areas.

TechM complies with this requirement. The account record will be configured to capture and store information of the business
partners as per the requirement of NHLC business process.

Accounts and/or Contacts may need to provide new and/or renamed fields that cover our major groups - Players, Retailers,
and Charitable Gaming Organizations.

TechM complies with this requirement. The NHLC users will be able to configure new objects/fields to capture information as
required.

Telephony integration is needed during incoming calls to enable screen pop of existing contact or creation of a new contact if
there is not one in the database.

TechM complies with this requirement. We understand that CTi integration is being reviewed by NHCL for this project. TechM
has extensive experience of leveraging CTI integration in our major implementation, and we will bring right expertise to
implement it in this project, if this functionality is approved. We can also facilitate technical discussions with our experts during
due diligence phase for this functionality.

If functionality is approved, TechM will integrate NHLC's CTI system (Cisco) with the new salesforce based CRM system.
Salesforce Open CTI adapter (API) will be leveraged to build and integrate the telephone system. After integration, during an
incoming call, a screen will open in the salesforce console and the NHLC staff will be able to pick up the call from the console
directly. Once the CTI Identify based on the phone number it will show the customer data, the customer account would open,
and the staff will be able see a 360 view of the customer.

We can also configure call queue which will be handled by the salesforce system. Based on the type of call (type of license,
payment, complaint etc.), we can configure different queue to meet NHLC's requirement. We will configure the CTI setting
through the softphone layouts in setup menu of the call center to meet the business and technical requirement of NHLC.

We can choose to configure the object/fields to be displayed when the call comes.
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We can also choose the screen pop-up setting as per the business requirement on NHLC.
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The integration with CTI is secured and would authenticate through the salesforce authentication system. The calls traffic between your
telephony server and Salesforce is encrypted, to ensure compliance with security policies of NHLC.

3. Licensing Requirement

•  Applicants will be able to apply for the various licenses offered by the Lottery via an online portal.

TechM complies with this requirement. TechM will configure various licenses which will be available on the Online Portal
through which applicants, Licensee will be able to apply/renew their Licenses.

•  All paper forms currently in use to apply for a license type need to be recreated as an online form.

TechM complies with this requirement. All the paper forms will be analyzed by TechM team and will be configured digitally in
the new salesforce CRM system. We understand there are 9 different types of license application which NHLC wants to bring
on Online Portal initially. We will discuss with NHLC stakeholders during the discovery and design phase and accordingly
applications configured after taking a signoff from NHLC.

•  The licensing solution needs to accommodate a retailer's headquarters submitting KENO applications on behalf for some or
all of their locations without having to submit an entire, separate application for each location. This functionality is required
because state regulations state each retail location must submit a separate appiication for KENO.

TechM complies with this requirement. TechM will review the KENO applications and the business process associated with it
to arrive at an optimized way of applying KENO licenses without making location specific multiple submission. We will discuss
on the state regulations and accordingly the KENO applications will be designed to incorporate the requirements from all
locations. This might include multiple picklist, checklist etc. to meet the location specific regulations and other processes.

•  The solution needs to be able to set up license bundles and packages for different products and services

TechM complies with this requirement. We understand as per the Q&A response that license bundle and packages are future
scope and will not be done in the current deployment. We will comply to mutually agreed requirements for this with NHLC.

•  Applicants need to register by providing identifying information.

TechM complies with this requirement. Applicants are allowed to self-register through online portal (Salesforce experience
cloud) to create a user account. Upon saving the record, they will receive an automated email with login credentials (unique
User ID). Salesforce is SaaS based platform without access to operating system. However Salesforce user access will be
controlled by a secure login procedure that requires a unique user ID and a strong password.
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Username will be email address

TechM complies with this requirement. We will configure the username to be the email address to login to the Portal. We will

configure Username and password settings as per the business requirement of NHLC

•  Password needs to comply with State of New Hampshire password format policy

TechM complies with this requirement. We will configure password policies settings as per the policy of NHLC
Once the User Id is created, he/she will be able to reset his/her password and log In to account.

•  Select information (as determined by the Lottery) can be updated online by the approved business partner. Charitable Gaming
organizations will be allowed to update information within Salesforce because this will be the system of record for this segment
6 but retailers will not because the system of record for this segment will not accept input from Salesforce with updated retailer
information.

TechM complies with this requirement. Approved business Partners will be able to log in and update their account details.

•  Site needs Forgot Password capability to enable password reset

TechM complies with this requirement. Our proposed online portal, built on Salesforce Experience cloud platform will allow
Applicants/Licensee to register themselves with the profile information to create a user account. Upon saving the record, they
will receive an automated email with login credentials. As a next step, they have to reset the password with the link provided
in the email. The portal will allow the applicant/Licensee with the ability to reset password with security questions. The system
will use this information for self-service password reset functionality in the future.

•  Site needs to have Forgot Username capability for username reset.

TechM complies with this requirement. The portal will allow the applicant/Licensee with the ability to reset
username/password with security questions. This requirement will be discussed during the discovery phase.

•  Applicants will be able to use the licensing portal to apply, view the current status of applications, see and act upon
additional information requested, and manage their license application.

TechM complies with this requirement. The Applicants will be able to log in to the system and apply for the various types of
licenses. They will be able to check their past transaction and get real-time status of their current application process. The
applicant will receive notification to add/update/attach any missing information or documents. The applicant can log in and
take required action.

•  Applicants need to be able to attach documents and specify the document type (jpeg, pdf, etc).

TechM complies with this requirement. The portal will allow applicants to upload all the supporting documents/attachments
as per NHLC's preferred format (.doc, PDF, JPEG, PNG formats etc.) and file size to meet the application requirements.

•  Online applications need to show progress toward completion of the form being filled out, where applicant currently is in the
application process, and retain all information already submitted including current page if user disconnects or logs out

TechM complies with this requirement. The Applicant will be able to track the application status through the progress bar for
that application. The progress bar would be available at the top of the screen showcasing the steps completed and the step to
be completed.

•  Online applicants can only advance to the next page in the application when all required information on the page is provided.

TechM complies with this requirement. We will configure mandatory objects/fields which needs to be completed and filled by
applicant before proceeding to the next page. This will enable data consistency and not miss any mandatory information
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required to process the application. The mandatory and optional fields will be discussed with NHCL and accordingly the

application will be designed and configured.

•  Online applications can only be submitted when all required information is provided.

TechM complies with this requirement. We will configure mandatory objects/fields which needs to be completed and filled by
applicant before submitting the application.

All the application form pages will be designed with VIocity Cards/Flex card with guided scripts, configured with all mandatory
fields to enforce applicants fill all the required fields for processing. Applicants can review their application and navigate back
and forth with navigation buttons to check the correctness of the data prior final submission.

This will enable data consistency and not miss on any mandatory information required to process the application. The
mandatory and optional fields will be discussed with NHCL and accordingly the application will be designed and configured.

•  Tool Tips need to be available in the application process to help potential business partners complete the application

TechM complies with this requirement. Tool Tips/info tip/ help text will be available for the applicant to understand the fields
and fill in the application. The designing of the same will be captured and discussed during the discovery and design phase of

the project.

•  Completed applications need to be routed to a person, group of people, or queue to start the review process.

TechM complies with this requirement. Our proposed Salesforce solution will be configured to auto assign the completed

application to the correct staff depending upon the workflow rules discussed and agreed with NHLC. We will also enable the

capability to manually reassign the application to the correct staff member in case of any changes required.
In case staff wants to reassign, he/she will be able to trigger that change on the system manually through "Change Owner"
button which is out of the box functionality.

•  If required, in progress or completed application can be assigned to Lottery staff member with approval authority when

specific circumstances exist in the application such as a red flag after criminal vetting.

TechM complies with this requirement. The solution will be configured with the capability to enable NHLC Staff (with required
profile and permission set) to escalate a case In case of any red flag after criminal vetting. The escalation workflow rule would
be pre-configured as per the business process of NHLC and users with permission will be able to hold/escalate an application
with certain ref flag circumstances.

•  Escalations and/or alerts will occur if action is not taken in a pre-determined time period for each step in the process.

TechM complies with this requirement. The solution will allow NHLC staff to escalate the application by enabling "Case
Escalation Rules" to escalate case automatically If they are not resolved within a target time. Case escalation workflow will be

setup based on escalation threshold limit as per NHLC's requirement.

•  All milestones reached In the Internal review (credit check completed, criminal check completed, standing in NH confirmed to
be good, and potentially other milestones) will generate a communication to the applicant.

TechM complies with this requirement. System will trigger an automated notification upon application status change (credit
check completed, criminal check completed, standing in NH confirmed to be good, and potentially other milestones), a unique
action can be configured using the flow/trigger tool. For example: if the status Is Credit check completed', then the action can
be to auto-send an email notification to the applicant. Email templates will be configured and auto-text (quick text) with field
formulas will be used to automate and standardize the response. Requirements for this feature will further be outlined in the

requirements gathering phase.
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Upon approval or rejection of application, Lottery staff can select from a list of email templates to send communications to

the applicant. All letters need to allow for customization before being sent. Also, a blank template letter needs to be created
so a custom message can be sent. Note that more than one letter can be sent to the application upon approval or rejection.

TechM complies with this requirement. Email templates will be configured and auto-text (quick text) with field formulas will
be used to automate and standardize the response. The email can also be customized before being sent to the applicant.
Requirements for this feature will further be outlined in the requirements gathering phase

Additional information requested, current status, approval, etc. will be available on the portal for retailers and licensees to
view and take action (if required) after login.

TechM complies with this requirement. The applicant will be able to check the status of their applications after login. The
dashboard will show all the current & past application along with the status and can click on the same to get details on a
particular application and take action (e.g. - providing any missing information, uploading new attachment, uploading more
information requested etc.)

User management restrictions are needed to protect licensing data and prevent unauthorized access and/or viewing of
defined sensitive information

TechM complies with this requirement. We will enable User Management restriction through Profiles and permission sets,
which are collection of settings and permissions that give users access to various tools and functions. We will define how a user
is able to access records. Using a profile, we can assign field level security for objects, users' permissions, fields, tab settings,
etc. The settings and permissions in permission sets are also found in profiles, but permission sets extend users' functional
access without changing their profiles. The permission for each roles will be discussed with NHLC and post sign off it will be
configured.

The licensing solution will provide reporting on KPIs such as the number of license applications, where in workflow open
applications stand, type of licenses, renewal dates, etc.

TechM complies with this requirement. The performance metric reports can be configured in Salesforce reports and also a
dashboard for the same can be created for every user handing the Licensing processing cycle. Salesforce OOB reports will be
leveraged to configure the required reports such as open applications, types of licenses etc. We can also enable few custom
reports in case all the reporting requirement of NHLC is not met through OOB reports.

Also NHLC staff with Admin access (Profile/Permission Sets setup) will be enabled to view configured reports & pull out ad-

hoc reports anytime.

Salesforce provides in-built options for data staff:

1. To create a report on any object(s) defined such as Cases, Licenses, open applications. License types etc.
2. To drag and drop columns on the reports

3. To apply filter, grouping (at row and column level)

4. To add charts, add report to the dashboard

5. To export reports in different formats

6. To subscribe to reports (so that reports will be auto emailed to you on a daily or on specific days or monthly basis)

Renewal management process for Charitable Gaming organizations needs to store the renewal date of all Charitable Gaming
organization's license types to manage the renewal process. Renewal letters are sent at a predetermined time before the
renewal.

TechM complies with this requirement. The solution will be configured with renewal period date fields to store Charitable
Gaming organization's license renewal dates. The granted License will be automatically assigned with expiration/renewal date
based on NHLC's business requirements. This will be enabled through Apex Classes with validation rules to trigger once the
license record is granted by the licensing staff.
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These fields will work with flow/trigger rules to drive renewals and notifications based on business rules. The Licensee will be
notified by email about their eligibility for license renewal. The OOB configurations will work along with custom business rules
to deliver this requirement.

•  Renewal management workflow for retailers needs to store the renewal date of KENO retailers, send out an alert to the
Lottery Sales Rep (LSR) and designated internal staff about the upcoming renewal at a pre-determined amount of time
before the renewal. If the renewal is not received, an alert needs to be sent

TechM complies with this requirement. The solution will be configured with renewal period date fields to KENO retailers's
license renewal dates. The granted License will be automatically assigned with expiration/renewal date based on NHLC's
business requirements. This will be enabled through Apex Classes with validation rules to trigger once the license record is
granted by the licensing staff.

These fields will work with flow/trigger rules to drive renewals and notifications based on business rules. The Licensee
designated internal staff will be notified by email about their eligibility for license renewal. The OOB configurations will work
along with custom business rules to deliver this requirement.

•  Renewal management process for Charitable Gaming organizations needs to be able to send out letters about upcoming
renewal.

TechM complies with this requirement. The solution will be configured with flows/trigger rules to drive renewals and
notifications based on NHLC Renewal management process. The Licensee designated internal staff will be notified by email
about their eligibility for license renewal. The OOB configurations will work along with custom business rules to deliver this
requirement.

•  The workflow for Charitable Gaming needs to include but not limited to notices of upcoming renewals, notices of the
monthly tax fees, alerts for missed deadlines, and tracking timeline for fines, orders, and remedies

TechM complies with this requirement. The flows/triggers will be configured as per the requirement of NHLC business
processes. These processes will be discussed during the discovery phase and accordingly design decision would be taken. Also
Email templates will be configured and auto-text (quick text) with field formulas will be used to automate and standardize the
response for various notification purpose.

•  For Charitable Gaming organizations, the public needs to be able to look up the organization and see select, pre-defined
information about it

TechM complies with this requirement. The Applicant/Licensee/Public will be able to select from the pre-defined picklist value
for certain fields as per commission's requirement. We can configure these picklist as dropdown, multiple checklist. The design
of such fields will be discussed with NHLC during the discovery and design phase.

•  Support for electronic signature

TechM complies with this requirement. Our solution will be configured with e-Signature capability which will provide a
seamless integration into the existing workflows.

•  The licensing solution must integrate to a payment service that supports the State of New Hampshire's merchant card
contract.

TechM complies with this requirement. The salesforce solution will integrate with State's payment system/gateway to
complete the transaction. Online portal, built on Salesforce Experience cloud platform will allow Applicants/Licensee/Users to
submit online payments for application fee processing.
We will configure a custom form on the experience cloud for payment request applications/forms. Payment requests on the
online portal will be redirected to the back office, and information will be displayed dynamically based on the type of
submission and user permission
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4. Inspection, Investigation and Auditing Requirements

•  Support for different inspection types well as investigations and auditing. Note that each has different questions and in the
case of investigations and auditing, a different format using more freeform text input and attachments.

TechM compiles with this requirement. We wiii configure different templates, workflow rules, triggers, business validation rule,

templates for inspection, investigation, auditing respectively. Each activity will have different set of guided process and
questionnaire template configured specifically to meet that process and the type of inspection.

We understand there are multiple type of inspection {L7 Inspection, Bingo Inspection, L7 Verification, GOC Inspection, HHR
inspection. Tournament Inspection) which will be discussed during the project discovery phase and accordingly the seamless
inspection journey for the inspector will be configured to meet NHLC's requirement.

Similarly, different guided journey, process, task list, forms and template will be configured for Investigation and auditing to
meet NHLC requirement for that persona. The templates can be used to communicate an allegation, assigned investigator,

details of the investigation process, due dates, letter of concern, corrective action agreement, specific action that is needed
etc.

These requirements will be discussed in detail during the discovery workshop.

•  Ability to create, manage, and change/update custom workflows with specific forms and task lists for inspections and audits
based on specific business needs such as facilities inspection, asset inspection, etc.

TechM complies with this requirement. The solution will be configured with OOB/custom workflows for each business process
like inspection, investigation, auditing. Each activity will have different set of guided question template, list of tasks and forms.
These can also be changes/updated by the Admin or user (with required permission) to meet any new business needs. The out
of the box features available in the Public Sector Cloud LPI module has most of features available Out of the box to meet the

requirements of inspection, investigation and auditing.

This requirement will be discussed with NHLC during the requirement gathering phase and accordingly the activities will be
designed and configured.

•  The solution needs to be able to schedule, plan, manage, track, and conduct inspections, investigations, and audits for
different locations

TechM complies with this requirement. The solution will be configured with Inspection, investigation, auditing application
which will have the capability to enable NHLC staff to have tasks such as scheduling visits, managing
inspection/investigation/auditing details, track application status, track regulatory compliances and tasks associated with the
process. The Staff will be able to create action plan templates for visits. The solution will enable to schedule, plan, manage,
track, and conduct inspections, investigations, and audits for different locations. This requirement will be discussed with NHLC
during the requirement gathering phase and accordingly the activities will be designed and configured

•  An inspection and/or audit can be escalated into an investigation by the inspector or auditor and assigned to an investigator.

TechM complies with this requirement. The inspector/auditor will be enabled to escalate a case for investigation. We will
configure "Case Escalation Rules" to escalate case automatically/manually If they are some process which are not met, or
auditor/inspector sees some red flag during their process. Case escalation workflow will be setup based on the business
requirement of NHLC.

•  An audit can be scheduled or escalated by an inspection and/or investigation.
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TechM complies with this requirement. The solution will provide the capability to escalate a case for audit through the case
escalation rule. The user will be able to manually escalate the case for audit by clicking on schedule Audit icon. The business

processes and associated escalation rules will be discussed during the discovery phase.

The solution needs to be able to be able to inventory physical assets for each location

TechM complies with this requirement. The solution will have object/fields to capture the inventory physical asset for each
location. We require more information to better understand this requirement to design the solution. We will discuss with
NHLC during our discovery phase.

The solution needs to provide an online form and checklists to capture inspection data and results. These forms and
checklists will be similar to what is currently used. Option to add notes, photos and video is required for each inspection,

investigation, or audit task.

TechM complies with this requirement. Our solution will be configured with features such as pre-defined set of checklist to
capture inspection data, post inspection reporting with photo/video uploads and notes and also automated workflows on
pre-defined criteria to escalate/approve/deny applications.

The forms & checklist will be built and designed as per the current details that NHLC is using. We will brainstorm with NHLC
stakeholder about the requirement and accordingly the solution will be designed to address those needs.

Mobile devices and tablets must be supported to enable inspections on-site.

TechM complies with this requirement. The solution is accessible using multiple devices (e.g., tablets, phones, desktops, etc.)
accommodating their cases/application/form factors using responsive design to support application process and case
management activities. This is accomplished through Salesforce native capabilities eliminating the need for duplicative code
or via the application which supports multiple access methods. In addition, the application is browser agnostic supporting
Chrome, Edge, Firefox, and Safari

Support for offline mode to enable inspections, investigations, and audits in areas with limited connectivity

TechM complies with this requirement. Salesforce mobile application has offline capability, With Mobile Offline, users can do
their jobs with the Salesforce Mobile app from anywhere, even when there's poor or even no network connectivity. Offline
mode lets users create, edit, and delete records while their mobile devices are disconnected from the internet. When their

mobile devices return online, the Salesforce Mobile app automatically syncs those changes to Salesforce and notifies users if

there are conflicts that need to be resolved.

Ability to assign and reassign accounts to be inspected to specific persons and/or groups.

TechM complies with this requirement. The solution will be configured to auto assign the application to the correct staff
depending upon the workflow rules discussed and agreed with NHLC. We will configure and enable the capability to manually
reassign the application/account/case to another specific staff member. In case staff wants to reassign, he/she will be able to
trigger that change on the system manually through "Change Owner" button which is out of the box functionality. We will
discuss the requirement with NHLC and accordingly design decision would be taken.

Customizable notifications and alerts to notify stakeholders of inspection resuits or issues - inspection completed, inspection

failed, inspection passed, etc. If inspection or audit failed, there is the option to add additional text to suggest corrective action
or other messages. Also, if a violation is found, an option to select the rule/statute that has been violated is offered.

TechM complies with this requirement. We will configure and enable notifications which will notify the staff when an inspection
status is changed. The proposed solution will be configured with flows/triggers coupled with notification/email alerts that notify
internal staff when an application/inspection, investigation, audit is created, updated, and/or when an attachment is added.
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The NHLC staff will be able to capture additional text in the object/fields configured. The notes object can be used to add

corrective actions or other messages. The inspector will also be able to pick the rule/status that has been violated through a
pre-defined picklist from the object.

Ability to load the rules and statues into the solution so violations can be associated with the appropriate and current rule or

statute

TechM complies with this requirement. We can configure and add rules and statues field to validate and associate the violations

to the rules. We will need more details on this requirement to build the use cases and accordingly design the solution. We will

discuss during our Requirement gathering session and accordingly take design decision.

Support for electronic signatures.

TechM complies with this requirement.

Ability to enter the start and finish time of the inspection

TechM complies with this requirement. We will configure OOB objects/fields to capture all the information for inspection

including start and finish time. We have OOB objects to capture these details.

Security features to protect inspection, investigation, and/or auditing data and prevent unauthorized access and/or viewing

of defined sensitive information.

TechM complies with this requirement. We will enable User Management restriction through Profiles and permission sets,

which are collection of settings and permissions that give users access to various tools and functions. We will define how a user

is able to access records. Using a profile, we can assign field level security for objects, users' permissions, fields, tab settings,

etc. The permission for each roles will be discussed with NHLC and post sign off will be configured.

Below are the security features which can be leveraged to prevent unauthorized access

SI. No Technical Capability Description

1
Login IP Ranges and Login

Hours

At each profile level, user login can be restricted based on location and hours. If a user

logs in outside the IP ranges or outside the specified hours, the user login request is

denied. This enables the NHLC to enforce restrictions, such as when and from where

staff should be able to access the system. This capability allows the NHLC to enforce

stricter data security.

2 Apps, Tabs, and Page Layouts

Apps, tabs, and page layouts are used to provide specific views to different users

based on their business role (ex: Admin, Manager, inspector. Investigator, auditor

etc.). This helps the NHLC to display data and pages to users based on their role and

the funaions they need to perform. With different layouts, users can see different

views of data from the same table.

3 Object and Field Level Security

Profiles and permission sets in Salesforce are a collection of settings and permissions

that give users access to various tools and functions. They also define how a user is

able to access records. Using a profile, we can assign field level security for objects,

users' permissions, fields, tab settings, etc. The settings and permissions in permission

sets are also found in profiles, but permission sets extend users' functional access

without changing their profiles.
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Record Level Security

Record level security allows the NHLC to give users access to some object records, but

not others. Organization Wide Defaults (GWDs) In Salesforce define the baseline level

of access that the most restricted user should have. GWDs are used to restrict access

where access can be granted using different means including sharing rules (e.g., pre-

configured and run time conditions) and established role hierarchy, which helps to

open access based on the organization's roles. The security model follows the "least

possible access" principle which is aligned with the NHLC's security regulations. Only

necessary data is shared with staff based on their roles and responsibilities

Ability to set up automated alerts and notifications for failed inspections or other non-compliance issues

TechM complies with this requirement. We will configure and enable notifications which will notify the staff when an inspection

status is changed (failed, non-compliance issue). The proposed solution will be configured with flows/triggers coupled with
notification/email alerts that notify internal staff when an inspection is created, updated, and/or cancelled.

Reports and dashboards track inspection performance and trends - managers can see combined or individual data. Individual

inspectors can only see their own results

TechM complies with this requirement. Inspectors would be able to access reports and dashboard. Inspectors with Admin

access (Profile/Permission Sets setup) will be enabled to view configured reports & pull out ad-hoc reports anytime.

Salesforce provides in-built options for data staff;

1. To create a report on any object{s) defined such as Cases, Licenses, open applications. License types etc.

2. To drag and drop columns on the reports

3. To apply filter, grouping (at row and column level)
4. To add charts, add report to the dashboard

5. To export reports in different formats

6. To subscribe to reports (so that reports will be auto emailed to you on a daily or on specific days or monthly basis)

An online webform that calculates specific payments will be needed. Gn this form is a link to the payment solution for the

amount calculated on the webform

TechM complies with this requirement. Gur proposed online portal, built on Salesforce Experience cloud platform will allow

Applicants to submit all mandatory information required for application processing with payment options.

We will configure a custom form on the experience cloud for payment request applications/forms. All the application form

pages will be designed with VIocity Cards/Flex card with guided scripts, configured with all mandatory fields to enforce

applicants fill all the required fields for processing. Payment requests on the online portal which will be redirected to the back

office, and information will be displayed dynamically based on the type of submission and user permission.

Interfaces Required:

The below items may be required to be integrated into the CRM, or that the CRM be prepped to integrate. This list is not

exhaustive.

•  Future consideration for interfacing with a new data warehouse and business intelligence analytics

•  Integration to Marketing Cloud (we currently subscribe to the Pro Edition)

•  Gne way integration from Intralot Back Gffice System (BGS)

•  Gne way (potentially two way) integration with (Lottery vendor

•  One way integration from Loyalty and Rewards program vendor

•  One-way integration from Siebel

•  Ability to import data via API, CSV, or Excel Raw Data to populate fields, as required

TechM complies with this requirement. Salesforce supports integration over a variety of protocols with other systems to

bring disparate information together, providing a referable source of data meeting functional and technical requirements.
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For the proposed solution, we have proposed to use "point-to-point" integration for connecting all boundary systems. The
integration design and strategy will be built post joint discussion and mutual agreement.

We assume that the boundary systems will have APIs to be consumed by Salesforce and no development work on the
boundary system needs to be done by us for integrating it with the new Salesforce CRM System,

We will discuss the integration process and design during the requirement finalization workshop. Also, we will explore and
Jointly discuss which touch point need batch integration or real time integration. This will be signed off by NHLC before we
begin the build phase
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Appendix 2 - Project Team and Key Profile Details

CERTIFICATION

SUMMARY

--i

PMP Certtfled

Led 4 Public

Sector Salesforee

Modernization

projects

Certified CSM

Salesforee Admin

Certified

Aglie
implementation

Data Migration

and integration

SUJEETNUTHULAPATY
PROJEa MANAGER

SUMMARY

Salesforee Project Manager with 19 years of progressive experience In directing complex, high dollar projects, developing str ategies and ieading and motivating high
performance teams to advance key initiatives. Extensive experience in Salesforee led modernization programs for complex muiti application landscape. Engaged as

project manager with 4 state agencieslin last 3 years) in their large Salesforee modernization projects. Sujeet has experience delivering highly reusable and

configuration-first solutions He Is SalesforeeAdmin certifed and holds a Project Management Professional (PMP) certification.

RELEVANT EXPERIENCE

State ofVermont, Department of Liquor

arsd Lottery-Salesforee ModernlzaPon

Project Manager

State of Vermont .Agency of Natural Resources
Salesforee Grants Management Modernization

Project Manager

StateofVermont, Cannabis Control Board Salesforee

Inventory System

Project Manager

General Electric- Salesforee

Modernization

Project Manager

Health care Digital General Electric-
Medical Devices Services Transformation

using Salesforee Service Cloud. Community

Ooud, and Platform Integrations.

Project Manager

EDUCATION AND CERTIFICATIONS

Master of Science (MS) In Management
Information Systems
University of Houston, Oear Lake

Master of Business Administration

(MBA)

Andhra University, India
• Project ManagementProfessional
(PMP)
• CertifiedSalesforce Administrator

• Certified CSM Scrum

EXPERIENCE

Years in Technologvimplementation 19

No of Public Sector Implementation 4

No ofTotal Implamentation 14

.■qiapifa

■M
CERTIFICATION

SUMMARY

Salesforee

Certified

Administrator

Salesforee

Certified Service
Cloud Consultant
Salesforee

Certified Field
Service Consultant

Salesforee

Certified App
Builder

Certified Project
Management
Professional

(PMP)* Credential
Certified Scrtim

Master

RUPALIHINDOCHA
SALESFORCE TECHNICAL ARCHITECT

SUMMARY

Rupaii has IS* years of experience in IT industry atvarlous capacities including Solution Architect. Technical Lead, Applica tion production support, Leaming&
Development Management, Business Analysis. Rupaii has worked extensively in Salesforee Apex, Sevice Cloud, Public Sector Fou ndation. Field service and
ServlceMax domain. She is subject matter expert in Salesforee Sevlce, Viocity and ServiceMax. Rupaii has been working as te chnicai architect for multiple state
agency's Salesforee modernization project in last 3 years.

RELEVANT EXPERIENCE

StateofVermont, Department of Liquor
and Lottery-Salesforee Modernization
Technical Architect

StateofVermont, Agency of Natural Resources
Salesforee Grants Management Modernization
Sr. Technical Architect

StateofVermont, Cannabis Control Board Salesforee
inventory System
Technical Architect

TerumoBCT- Salesforee Modemizatlon

Technical Lead

EDUCATION AND CERTIFICATIONS

Bachelor of Commerce

North Gujrat University
• ServiceMax Certified Advanced

Administrator
• Sen/iceMax Certified Consultant

■ Salesforee Certified Administrator
■ Salesforee Certified Senrice Cloud

Consultant
■ Salesforee Certified Field Service

Consultant
■ SalesforceCertified App Builder
• Certified Project Management

Professional (PMP)* Credential
• Certified Scrum Master

EXPERIENCE

YeaninTeehnoiogyimplementatlon IS

No of PubRe Sector implementaben 4

NoofTotallmplementation 12
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CERTIFICATION

SUMMARY

Certmed

Salesforce

Administrator

Salesforce

Certified Service

Cloud Consultant

CSM Certified

COPADO Certified

COPAOO

Fundamentals I

COPADO Certified

COPADO

Fundamentals II

APTTUSQuote -to-

Cash Certified

RAJESH MOLLATI
SALESFORCE BUSINESS LEAD

SUMMARY

Rajesh has 13 years of professional experience In IT industry including Syears on Sales force Implementation and customization of Sales . Service cloud application.
Integrations and Lightning. Experience on Implementing SOAP, REST, Tooling, Metadata, API Integrations with various applicati ons. Performed inbound, outbound
Integration with external systems using REST, SOAP Web services API and JSON Serialization and Deserializations.

RELEVANT EXPERIENCE

State ofVernwnt, Department of liquor and

Lottery-Salesforce Modernization

StateofVermont, Agency of Natural Resources
Salesforce Orarrts Management Modernization

Techno Functional Consultant

TerumoBCT USA. Servkemax Product (Salesforce Service
Cloud)-Salesforce Modernization

Functional Consultant

Philips Medical USA

Business Analyst

EDUCATION AND CERTIFICATIONS

Master of Computer Applications

Anno Univefiity

' CertifiedSalesforce Administrator

■ Salesforce Certified Service Cloud

Consultant

• CSM Certified

• COPADO Certified COPADO

Fundamentals!

• COPADO Certified COPADO

Fundamentalsll

• /VTTUSQuoteto-CashCertdled

EXPERIENCE

years in lechnolcgyrmplemcntatlon 13

Noof PubBc Sector Implementatien 3

No ofTotal Implementation 9

OERTIFICATION

SUMMARY

OmnI Studio

Developer

industries CPQ

Developer

Application
Architect

Sharing and
Visibility Architect

Data Architect

Sales and Service

Cloud

App Builder

Agile Scrum
Master

Health Cloud

accredited

professional

DHANUNJAYDASARI
SALESFORCE TECH LEAD - PUBLIC SECTOR CLOUD

SUMMARY

Dhanunjay has 18 years of IT experience including 7 years of hand's on in Salesforce CRM - Sales & Senrlce cloud, Experience do ud, industry Cloud, Vlocity CPQ artd
Integrations. Dhanunjay has extensive experience In Vlocity (now part of Salesforce PSF) based Salesforce industry solutions . Dhanunjay has worked with multiple
public and private sector customer in building POCs for large scale Salesforce Implementation programs.

RELEVANT EXPERIENCE

StateofVermont, Department of liquor and Lottery

-Salesforce Modemlzation

Technical Lead

Stateof Vermont .Agency of Natural Resources

Salesforce Grants Management Modernization
Technical Lead

Gexa Utility 626 Implementation

Solution Architect

6TT - Patient Care management

Solution Architect

EDUCATION AND CERTIFICATIONS

Bachelor of Engineering

South Gujrof University

• A0M201

• POl

• OmnI Studio Developer

• Industries CPQ Developer

• Application Architect

• Sharing and Visibility Architect
• Data Architect

• Sales and Service Cloud

• App Builder

• Agile Scrum Master

• Health Cloud accredited professional

EXPERIENCE

Vears In Technelogvlmplementatlon IB

No of Public Sector Engagements 3

No ofTotal Implementation 10
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ORTIFiCATrON

SUMMARY

Service,

Community Cloud

applications

Integrations and

Lightning

Experience on
implementing

REST, Tooling,
Metadata

API Integrations

Salesfbrce

Certified

Administrator

Salesforce

Certified Platform

Developer I

Salesforce

Certified CPQ

Specialist

Salesforce

Certified

Community Cloud
Consultant

JAGADEESH GORAPALLI
SALESFORCE DEVELOPER

SUMMARY

Jagadeesh has 7* years of professional experience on Salesforce implementation and customization of Sales, Service, Community , Salesforce CPQarrd ServiceMAX
cloud spptication. Integrations and Lightning Experience on implementing REST, Tooling, Metadata, API integrations with vario us applications. Performed inbound,
outbound integration with external systems using REST API services and JSON Serialization and Deserializations.

RELEVANT EXPERIENCE

Salesforce Developer for;

StateofVermont, Agency of Natural Resources
Salesforce Grants Management Modemlzation

State of Vermont Division of Cannabis Control

Board <CCBF-Salesforce Inventory System

State of Vermont, Department of Liquor and
Lottery, Division of Liquor Control (DLL^Iesforce
Modemlzation

EDUCATION AND CERHFICATIONS

Master's in Electrical Engineering

LPU, Punjab

• Salesforce Certified Administrator

• Salesforce Certified Platform

Developer 1

• Salesforce Certified CPQ Specialist
• Salesforce Certified Community Cloud

Consultarit

EXPERIENCE

Years in Technoiogylmplemeiitatlen 7

No of Publk Sector Implementation 1

No ofTotal Implementation 8

CERTIFICATION

SUMMARY

Service,

Community Cloud
applications

integrations and

Lightning
Experience on

implementing

REST, Tooling,
Metadata

API integrations

Salesforce

Certified

Administrator

Salesforce

Certified Sales

Cloud Consultant

Salesforce

Certified Platform

Developer I

Salesforce

Certified Platform

Developer II

PHANIKANTH PAMIDIMUKKALA
SALESFORCE DEVELOPER

SUMMARY

Ramu has 11+years of professional experience on Salesforce implementation and customization of Sales, Senrlce, Community Cloud ap plications. Integrations and
Lightning Experience on implementing REST, Tooling, Metadata, API Integrations with various applications. Ramu has performed Inbound. Outbound Integration with
external systems using REST API services and JSON Serialization and Deserializations. Most recently Ramu has been working as Technical Lead for Vermont State
agency for Salesforce implementation project (Service Cloud. Experience Cloud).

RELEVANT EXPERIENCE

StateofVermont, Agency of Natural Resources

Salesforce Grants Management Modernization

Marriott - Owner Franchisee Sen/Ices

Technical Lead

Marriott- Commerce Partner Portal

Lead Engineer (Service Cloud, Experience Cloud)

EDUCATION AND CERTIFICATIONS

Masters in Computer Science artd Engineering

GiTAM University

• Salesforce Certified Administrator

• Salesforce Certified Piatfoftn

Developer I

• Salesforce Certified Platform

Developer II
• Salesforce Certified Sales Cloud

Consultant

EXPERIENCE

Vbais in Tbchnolegylmplementatlon 9

No of Public Sector Implementation 1

No ofTbtal Implementation 9
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CERTIFtCATION

SUMMARY

web Developer

Ul / UX designer

Visual Design

Development of
web pages using

Dreamweaver /

Adobe Photoshop

■  j• -M-'clHi;'-W'. .A

CERTIFtCATION

SUMMARY

Test Management
and Execution

Manual Testing -
Funcdonal,

Integration,

System and
R^esslon
testing.

Salesforce

Configurations

and

Administration

Test Management

and Execution

Sales Cloud, CPQ,

Service Cloud and

Field Sersrice

functional

experience

SHIBASHIS BISWAS
UI/UX Developer

SUMMARY

Shibashis has 17 years of professional experience In interface designing for web -based projects, including dashboards, widgets and intern a! products. Develop HTML
prototypes and Ul deliveraUes, such as wireframes, flowcharts, screen mock -ups, and interface design specifications. He has str ong experience in development of
web pagesusingDreamweaver/Adobe Photoshop, Strong user experience, interface design, and artistic ability; acute attentio n to detail; creative, innovative, and
passionate. He has worked with multiple public and private sector customer in building POCs for large scale Salesforce implementation progra ms.

RELEVANT EXPERIENCE

State ofVermont-Agency of Natural Resource

Department of Natural Resource^alesforce Grants
Management Modernization

State Revolvlr^ Funds , DHL Malaysia, AspiveQatar,
$urfllne{6hana)

UI/UX Designer/Developer

Bridgestone, CMIC, FSOG-ASPIRE, ITTO-Japan,
Nissan North America

Tech lead

EDUCATION AND CERTIFICATIONS

Diploma In Advanced Digital Media

Research engineers

EXPERIENCE

Diploma In Multimedia

Years In Technologylmplementation 17

No of Public Sector Engagements 1

No ofTotal Engagements 20

Vodacom Tanzania

Ullead

RAVI PRAKASH VARKOOR
Salesforce Test Lead

SUMMARY

Ravi has 17-^ years of IT experience in various testing roles in projects including 8 years on Sales force api^icatlon testing in Sales, Service cloud. Filed Service
application. Integrations. Ravi has experience In Agile/Scrum Model testing.. He manages at! the parts of test management including defect management.
Understanding customer requirements and translating them into usecasesand test cases. Handling multiple testing projects ac ross the organization

RELEVANT EXPERIENCE

StateofVermont-Agency of Natural Resource

Department of Natural Resources

State Revolving Funds Salesforce Grants
Management Modernization

State of VermonF Division of Cannabis Control Board

(CCB)-Sa!esforce Inventory System

State of Vermont, Department of Liquor and Lottery,
Division of Liquor Control {DLk)Salesforce
Modernization

Cynosure USA

HoffmannLa Roche

EDUCATION AND CERTIFICATIONS

Bachelor of Engineering
Kornotoko University

• Salesforce Certified Administrator

• Salesforce Certified Service Cloud

Consultant

EXPERIENCE

Years In Technologyimplementslion 17

No of Public Sector Engagements 3

No ofTotal Engagements 22
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Appendix 3 - Sample Screenshots from other similar projects

On the experience cloud, external users can create online account, maintained their details such as contact information,

License information, upload documents, track submitted applications status (such as License application, payment status.

License Status etc). Based on the different types of submissions, different screen flows, fields can be defined on the

experience cloud.

The example below shows the journey of an Applicant applying for License:

The Applicant will log on the Portal and log in using his crendential. Incase the applicant is new and visiting the portal for

the first time, the applicant will create a profile for his generating credentials and applying for license.

Once Profile is created the applicant will login using the Credentials to apply for Licenses.

«■ > 0 S d*««Uii|MmaK«MOlll<em

VERMONT
OCPAftTMCNT OP LIQUOR AND lOTTCRT

-  0 X

W«loom« te DLL UccntM Porul <Lic*nM & Enfareamant ManafM^Syttam)

Al ihi A C cnijiLttnl Doo't bAvt m •ccMOt? lUfiMtfNofp '

Quick Links
Vftt n toi 11 OeMrtriWit of LlQUOr & LofWy
Vtri monr (of

Vti fnoni OciMTlnwl of I tbor
VfH-menI Depdrtmem Ct HuMA
Vermoni Wcfeturycrf SUte
Ed vmUoo

The dashboard of the Licensee/Applicant after logging into the portal. It Is the user's homepage where he can see all his
past transaction and his account details.

Tech Mahindra's Technical Response to RFQ 412-24 (2024-073) NH Lottery Commission Customer Relationship Management (CRM) Project
Page 52 of 74



4 Buwoim Proficc

Appkotions t L>c«ns«t

FK EflucMiom & Ctntfineoni

I ft ErdeitemeiH Actim

li M«nut*ctur*r T»ic

SuPinHtion

402Spirln Agency

S Kibkc Lin

• MOS

# Non Profit Reporting

^ Centect
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• Rjvivjt kivf A4jpl!(iti
I  MaiMewnenl

My Licenses

108 fM
=1 My Certificates
-<® 70

A?;

■b
AOMV W UKWV LtCMIM

Licenses/Permits

iPteBen UcenMhtMedPor UeenteMiaifev StMee

TecliM Greet e... MW lOC.Upda... IMustriei Alcoh...

Tech M Greet 6... Mm ICM.Upde-. Indgsirtei Alcoh...

Te^Mbusiness celifornleltl lottery Lkensc

P-94343A3440-. UcenHAcUve

P-343<343A-00... LlcenseAaive

l-0012021-rMjil-- LlcenseActive

A't LiftnsM'Permrts

BOeawiaMi i AMIM"0

View

View

View

Recent Applications Submitted by User along with their Status

j.-iUvi,?---

Recent Applications

Oll * Appt»cstion • 1646d

Prriftl riccftsinf r«kiftw

App»

SMu:

AppUcetienFon Aucdofl Event

LocePon Mmw: tccft m butlneB

Dete: Jun8.2023

App D: Dlt - AppkrelHSn -16663

Statue: AppHcationrtCeivedetDlLinUItt

Appllcatlwi For: Auction Event

Locettoi Neew! techmbvslntu

AppD:

Stetue:

DU. - Appkcalion -16600

Payment Required

ApptkethHiFon AucBonEvenl

LoceHonNMie:

Dets

AppO

Stetue:

Delhi 104.U()dtieclMar9th

Jun 30.3023

DLu - An»<ration - ISSIO

Appikent ettici regidred

Applketion For: Boitler'sLkense

Location Mame:

Date:

Noprofttlocatlon-RPOOCOOOOCO

Jup 20.2023

VIewAnAppHcatlons

'  )■

PDF Pw

Continue VourAppWcpflon PDF

Applicant/ Licensee can Click on Apply for Licenses/Permits — Select required licenses to apply for
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A  (4b H^ivarkr^cir A^)lKant 1
*  yp̂  1

Horn*

49 Profile

V AppUcMerx • Lictnwt

Apply for Licensef/Pvrniitt

Apply for Lonary

My Appllcstiont

My UeanMS

My PwmitJ

.'f My CartficstM

Educations t Cartificatloia

A Enforcamani AcDont

. Manufactwar Tax
ill

Submispon

802Spinu Apency

' S PiAik: Lst

Salaci the approprtaW llcensei/paniilts Mow.

> Rfitjil Su>»C!r fof Akyttiil^ ToOof

^ V"»i ri»rni1 Mi«rin1-4i uju'i tfi Ryji'i

> Owe M

After Selecting the correct License type. The Applicant/Licensee will need to navigate as shown in the Process
Highlighter bar on the Top with different Information in different Screens. (Complete guided process)

Nen Proftt Reporting

^ Contaa Us

iS Business Profile Apply for Licenses/Permits > First Class License

AppHcatSons 6 Linmes
LocXioiVPremiM Centact/Personrsei Documents

Apply for Hcentes/Permlts

A(q>ly for Lottery ')

My Applications

My Licenses

fly Permits

0 Information

Please select the business entitythat Is aopl^ng for this license orpermlL

My Certifieatei
BurintM/Enttty Nanw Street Tetmataiy

Educations & Certifications Irfl TediMGreatBuslne.. 660 Mari«t Street San Francisco

3 Enfbiremern Actions Acme. Inc 2 Main Street Bsrre

^ Hsnufactuier Tax
Submission

Tech M MaxSuslneu mumbeivndroH Mumbel

Snowball 11 Elm Street Winooski

^S02Spirits Agency
-i.

C&SBEVERA(^AH.. 72 EWs Street Etsec

PublKLiSt Do Not Issue Flat-test 45 Lansing Street Esser

lechMbuslnHs caHfomla CallfaraieOty

BusinasiTvp*

Eusinass Corporation

Business Corporation

Business Corporation

Business Corporation

Business Corporation

BudnessCorporatlon

EmaU TalspiMnsMwntir

a s»}0783392@te... -918S1(M54710

B»00?46140itce.. 802-826-4944

■ sushmlta^rnali-. 1K>3U22

■ neghaasnowtiall... (802}111-1111

■ s>e00783392«tfc.. (906)986-7679

B rv003S4409*ao.. (202) 969-7654

■ sle00763392et». 07S2090

Previous

The Applicant/Licensee has to add all Mandatory Documents in this section to Proceed Further.
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Apply for Licenses/Permits > First Class License

m.ft Ugmw&>;>

Ap^ for Limrts«t/P*rrnit»

Apply tor Lonery

My AppticKiont

My Licemef

My Pennits

My C«rtifKate»

EAJCMion» ft Ccnrftcatiens

A EntofCTffKrtt Acoeni

. Manutocturer Tw

SUWTHSSWfl

8C2Spirit$ AgeAcy

= PubbcUs

• FAQS

4ft Non Profit fteporting

^ Contaa Us

PnMtw Piy&Submft Canwl Aoclication

!

OintornuHon

if youare rcnewrinfalkcnse. and nodocuments havectnnced since your prerlousrenewal, tfteuctodlniofdocuments Is not required.

Please upioad documents associated rritnyour apt^lcaUcn to Include thefollovrlnidocuments llf apcHlcablc)

• Ankiesoflncorporailon

• Olrectorsofthecorporatlon

• CertifKJteoflncoriwratian

• Trade name registration

• Copyof Lease, rental aFeemwti or mortgagedeed, needstoclearlyshowthecorrect nameoflesw«.l£Ccrtact corporate name, LLCname, not IndMdtoi
names unless (he license Is being operated byan Individual ora aartnershlp.

• Rooms and Meals numberfiuued bytheVermont Tax Departmant)

• Federal Tax Number

• Lod^ngnumbar (appllet onlyto a hotel applicant)

• HealtMiceitte

Uploaded documents

D-OIW Other Proviskms

CH)2004 ACHAudiorizadonFomi

DoeuniantNeme AfidM

^ Pepiace » View

/ Replace « View

' ge^Vre — Vie...

The Final Step in the Application Process is Acknowledgement and Pay the Application Fee if any by Clicking on "Pay &
Submit" Button which will navigate to Payment gateway.

fftLioenm

Apply for Licertses/Permits

Apply for Lottery

My Applications

My Lcenses

My Permits

My Certificates

^EducamrK & Certirieaiieng

i enforcement Actions

Hanutoctuer Tax

Submission

802Spirits Agency

s Pubtk bst

9 MQS

ft Non Profit Reporting

, Contact Us

Apply for Licenses/Permits >Retail Delivery Permit

t\»ncri Ai-pJif at km

Acknowledgement

The appikantis) understands and agrees that the Board of Uguor and Lottery mayobtain crlrNnal history record information from State and Federal repositories prior
toacting on this application.

I/We herebycertify, under pa!nsand penalties ofperiury. that i/We He in good standing writh respect to or in full compliancewith apian approved by the Comndislorter

j  of Taxes tooay any andaii taxesduecheSuteofVermont asofthedateof this wpikatkm.lVSA. Title 32.S3113).

1  in accordance with21 VSA. 11378(b) I/We certify, under painsand penaitiesofperjury, (hat I'Vfe areinfoodstandlng with respect toorlnfuiicompllancewlthapian
^  topayanyandaiicontrlbutionsorpaymentsiniieuofcontributionsduetotheDeoartmentofEmployTftentandTr3ining.lfepDlkantisapplYingasanindivlduai:i

herebycertify that LWeare not under an ebilption to pay child supportor that i/We areingood standing>Mth respect to child supportoram in full compliance wltha
plan to pay any and dl cnild support payable under a support order. (VSA. Titie 15. §79S).

CaronDwan

Dated at

SepL2023

' I acknowledge that the information I've given Is accurate and complete

I agreetotermsardconditiorts

Payment Confirmation is shown on successful payment and the Applicant/Licensee is guided back to landing page where
they can view their applications status

By Clicking on My Applications the applicant/Licensee will have a custom list view of all his Applications
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All Applications

< Prcvtouf
Pa«*lori9 Next >

SMTCh ^

0, SurchYMrAppliutionKlo.

OU-Aeplk*tion-16420 2023--

OLL-AODliC4tior>-16'21 2023-.. (rvK

^:lEXt.-A0Plicatlein-16C7 2(a3-. fjin

Oil-Apoltcacidn-16429 2029-...

Oa-/^eUcKien-16429 2023-. Mm

DU-Appliutfon-16A30 2023-... iaise

{XL-AaoHeMloifM«3t 2Q23-- Mm

DLL-Applicatton-16432 2023-... true

Mm

SMMlAnAattMi ' v; 'aMrtHMtWHirWilii'' V | DlqMMtlPcrtanWi.'v

TMrd.. AppBc.. RavlNenProAt2Q23 NoproMocatlon-RPOOOCL- Etctx...

Third... Lfcertt... Ravi Non Profit2023 Nourofitlocatlon-RPOOOO.. £3S«(...

OutM.. Uctns,. TechhlGrMtBuiitMM DtIM 104.Upd«ttclMar9th Addtson

Outsld... Licens... TKnMGreatBusfoess Delhi 104.UDdatedMar9ih Addisw*

RraC. AppHc.. TtchMOrMtBusinau D«IM 104.UpdaMM*r9th Ad«*on

ToPact... Aoplic... Ravi Nor Profit2023

Smon.. AopBc- RavlNonPnAiam

Seton... Licens... RaviNonPrciht2023

Noprofittocatlon-RPOOOO... Essex...

No»roA0ocMlO(HtPOOOa. &sw-

Noprofttlocation-RPOOOO.. Essex...

Vkw OowrdMd

r;.. c;ki2

Pav

Dewnkiadview

DewntoadVtow ihiv

'kj.JiSiiA

OowdoedView Pvjy

View Download Pay

view Download Pay

DownloadVtow

DownloadView

By Clicking on View Button from List View the applicant/Licensee will be able to view all the Application Details
Application

DLL - Application - 16420

APPLICATION DETAILS RELATED INFORMATION

V Application infoitnation

OiL* Id internal Status

DLL-Aopliattoo-16420 ApplicationWithdrawn

Business Enttv ̂ ume Status

R*HSonProftt2023 ApplicationWithdrawn

Cmdii Address 1^vvr>Cie^ Mun CipaiAiriSdUt cn

sb00948140StachmiNndr«4em CtsaxTewn

A^^'Csri Erwii AcercatooTypcO

sb00948t40Staehm(Hndruoni Uccnse

BwincM Enuty hhsne >^o'lca&9n Category

4534455678

Rtfwwil Appdcspon A00l'Cat>on Pv

D ThirdClass Restautwt^Sar UcMsa

FoundatiofWl LkttftM Historical id

3RST

Itetf Hoitfin(Tc6acco Licence

TdwnPit

Q

Mot HoldingTobacco Ucent*

Application Pee MollcantAction Comments

Post Question Poll

mre an update-

J SMTCAthbfMd.

S7.

N'

Colidborste here!

Here'swhere you starttaHdng withyourcolle^uesatnutthbrecord.

Application for the NHLC Internal Users

Salesforce Public Sector foundation LPI module will be leveraged to build the internal application for NHLC staff for

application review and License lifecycle management activities.

This is the login page for Internal users to login in the main application for carrying out various tasks
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Start your free trial. No credit card required, no
software to Install.

With your otat. you geo

>/ Preloaded data or upload your own

>/ PreconOgured proceHea. reports. ar>d dashboards

Guided experiences for sales reps, leaders, and adrriiristialors

V Oniinetramingartdiiveortboardingweblnars

START MV FREE TRIAI

« 2022 sdnforcetcm. Wc At rt0«t itMHvad.

iiM>*k bMkiw

©
tweThelean* sjpruir ee^iT

This is a detailed dashboard view of an Internal staff with today's tasks and events including license applications

statuses.

Q Searcr.

••• DLL License & Enfor... Hcme LocsVjis v 'ecsfe Tfcrmstici ^ Scsrdwesrirg ^ Chargss v Vu-ndps"*,'

0 E3 S ?$*
Tfst-iif^ Ccmpletror Record v Mere ^ y

□ DishBoartJ
Supervisory Dashboard

LasirelretMd iday aoR Rafresh Oils daahtwan) to aat IM lataat data.

At olAug SO. 2023 S 13 AM Vwwlno as SKyiar Oenest

Open Ratreth Subscribe *

All New AM>licatiot3s With Status

/ / / y ^  a/

</

A
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□ UMim 0>ihliM><
y-tn *4 fSfS VWAtWM«**»*Will

C|H<A

Lic«nM Apffieiioni By Smui

1

I

/ / /

» 4n:l««0^ % 9tM>

>^4W S«Mk4n^<i«0N

*ewt*wiii

»wew

*aai-nj

Qj •■>0^

WScUOT

Here is the List View of All the Applications In the system assigned to a particular Staff.

**• DLL License & Enfor... ncms locatlin; 'e:;(:leirfcmijticn ?e3rd"?3rirg v Charges v '.<i.;nidpa'+' v irrl'^a^ct •-•

BDLL ABplicatior;
ALL Applications w f

so* it«ins • SsrM by eusMett/Enbty Name • F.ttefed by All dil •pplkatnn< • Updattd • tew seconds *90

□ DU-AppUcMlenId V Appaenlenfor

□ DLL ■ Applicalicn - 16662 Direct Ship Vinous to Consumer Draft

□ Oa ■ Application -16669 First Class Hotel License License issued

□ DLL • Applieation -16777 Direct Ship Vinous to Consumer Draft

□ Da - Appiieation -16866 Direct »iip Mall to Consumer Draft

□ DU-AppHcstlon- 16867 Special Events Permit (Manufacturer; Draft

□ oa - Appbcation • 16910 Farmers Market Vinous License Draft

□ DLL-Application ■ 16911 BMtlers License Draft

8 □ oa ■ Apphcatnn • 169S0 Fourth Class Malt License Draft

» □ oa - Applicalien ■ 16952 Fourth Class Vinous License Draft

10 □ DLL - Application ■ 16993 Fourth Class Vinous License Draft

11 □ DLL ■ Application • 16994 Fourth Class Vinous License Draft

12 n DLL ■ AppbCftion • 1699S Fourth Class Vinous License Oaft

Change Owner Pnntable View

Q. Search this list... m <? I ✓

VI BariMM/M...
Acme, trx.

Acme, inc

Acme. Inc.

Acme, inc

Acme.inc

Aone. Inc

Acme, Inc

Acme.inc

Acme, Inc

Acme.inc

Acme, inc

Acme. Inc

t V j OiMtdOM V

7/12/2023 7:4* A..

7/12/2023 920 A..

7/2S/2023 422 A..

S/11/2023 7fl3A..

8/11/2023 7«4 A..

B/14/2023 S:16 A..

8/14/2023 S2S A..

8/16/2023 ft:S4 A..

8/16/2023 10>42...

8/17/2023 10:17...

8/17/2023 1022...

8/17/2023 1027..

Cr«tt8dB|r v | A)

Aavivarfeoot Applican.

Ravivaikooi AppKctn.

KevfverfcMr Appliein.

Rmivarfcoor Applican.

Rsvivafkooi Applic*n.

Ravsverfcoor Applicen.

Revivaitoor Applican.

Rantvarkoor Applican.

Ravsverfcoor Apphten.

Raviverkoer i^ipHcan.

Ravivirtoor Applican.

Ravivarkoor Applican.

The Staff can click on the application which will open the detailed view of it. Individual Application View with some
Custom Actions as Highlighted for Internal User to Perform
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63
DL, ipplicstion

DLL • Appiicatkm - 1699S
+ ̂Hoh Issue License Applicant Action Required Re^cl Applicsncr Delete Shannq w

V Applkation Information

oa - AppKcMien Id

DLL - Applicetion • 16995

SutineH/Ennty Seme

AciTK. Inc

EmaiT Address

sb00948l409t«clmahindra.c«m

Business Entity Intone

802-e28-<9U

Renewal Applicelion

Feundetionil License

Stale

IMemsl Status

Draft

Extanul Status

Draft

Town Cleric/ Mumopal Junsdweon

Addison

ApphcaBor Type O

Licansa

Application Cetegory

FourOt Oast

Applicatidn For

Fourtti Class Vinous License

Hntoncalid

FOUR

fon Question Poll

Share an update.-

Poal Queatlon Poll

^rean update..

Search tttis feed..

On Clicking on Issue License a Popup Window Displays with some Mandatory Checks to be done before Issuing any

License along with Comments of the Approver

DLL License & Enfisr;.

DLL Application

DLL - Applkation •

DLL ■ AppliCiTiori Id

DLL • Apprication - 16995

Busmesi/tnc^ Name

Aemi^lnc

Emad Address

tbOOSAS 1<0®tedvnahindrs.co<i

tusmoss Entay Phone

SD2-^-4944

Renewal Appbudon

Foundationil Lieenie

Site Visit Completed/ NA

■

Either r« OCE or OCE compMad

■

TOwn Approval Raquirid

nmetor/Board Approval

'Licansa/Permit Location Descrqition

-fewiFte
•>? -

AppiGMlBnree

TOOO

Issue License

BacLjrounO Check Completed

■

An Documents Submitted

■

Fown Approval com^ted

Foundational iKense issued if requirtd

Q Q d

ication Delete Shannq

tqidate..

updeu..

Approvacj

Concel I Save

TijMitMiu apiwwaajiMiiaieCeiiiiidfite n s v ^■< iv

■k"-iAt ^
iV 111 lH J uu

After Application has been Processed and License Issued. License will be created with Status as License Active and other
related Information and User will be Notified
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★J,! O ? O *Q 5«afch

••• DLL License & Enfor... Home Locations V oeojjie irformstion v Soard Hearing v Charges v Municipality -icense & hermits v More

^''7/,. License Si Permits

LJ> LP-027017
-f FoMow I Sharing View License

Related List Quick Links o

□ License & Oefmits |
HlStOCY(tl

B DLL Manufacturer tax
Sirtunisaion (0)

DLL ftOQlicatiens (0) O Cases (1) B Vtoiations (0) O DLL License Suspends (P) O notes & Attactrnsents (0]

DMaRi

DIL-DIC-IPE License Number

L-12932i2-001-lRST-004

Busmess/Snti^

Acme, inc

License / Permit

LP-027017

DlL ilDpliCat'Cns

License Status

License Active

DU-OLC-LPi Busmess Locetion

LN-024337
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Different Types of Revenue Dashboards
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Appendix 4 - Proposed Project Plan (MPP Extract) and Detailed Session Plans

We are pleased to provide our detailed project plan and preliminary session plan for this project. We have assumed 6th May 2024 as

the project start date for this representation. This plan will be further modified as per feedback from NHLC during due diligence

phase.

jtline

mber
Task Name Duration Start Finish Predecessors

0 TechM NH Lottery CRM 130 days Mon 5/6/24 Fri 11/1/24

1 Project Kickoff 1 day Mon 5/6/24 Mon 5/6/24

2 Requirement Gathering 4 wks Mon 5/6/24 Fri 5/31/24 ISS

3 User Story Creation 20 days Mon 5/13/24 FrI 6/7/24

3.1 Licensing Applications Iwk Mon 5/13/24 Fri 5/17/24 2SS+lwk

3.2 Inspection & Investigation Iwk Mon 5/20/24 Fri 5/24/24 4

3.3 Other Features 2 wks Mon 5/27/24 Fri 6/7/24 5

4 Solution Design 2 wks Mon 5/20/24 Fri 5/31/24 3SS+1 wk
• *

5
Sprint 1 User Story (US) Refinement &

Planning
3 days Wed 5/22/24 Fri 5/24/24 :  7SS+2 days

j

6 Development/ Build 60 days Mon 5/27/24 Fri 8/16/24

6.1 Sprint 1 10 days Mon 5/27/24 Fri 6/7/24

6.1.1 Sprint 1 Development 10 days . Mon 5/27/24 Fri 6/7/24 8

6.1.2 Sprint 1 Demo 3 days Wed 6/5/24 ,  Fri 6/7/24 ■  llSS+7days '

6.1.3 Sprint 2 US Refinement & Planning 5 days Mon 6/3/24 Fri 6/7/24 IIFF

6.2 Sprint 2 10 days Mon 6/10/24 Fri 6/21/24

6.2.1 Sprint 2 Development 2 wks Mon 6/10/24 Fri 6/21/24 13 1

6.2.2 Sprint 2 Demo 3 days Wed 6/19/24 Fri 6/21/24 15SS+7 days ;

6.2.3 Sprint 3 US Refinement & Planning 5 days Mon 6/17/24 Fri 6/21/24 " " 15FF :

6.3 Sprint 3 10 days : Mon 6/24/24 Fri 7/5/24

6.3.1 Sprint 3 Development 10 days Mon 6/24/24 Fri 7/5/24 1  ' 17 " " i
6.3.2 Sprint 3 Demo 3 days : Wed 7/3/24 Fri 7/5/24 1  19SS+7days ■
6.3.3 Sprint 4 US Refinement & Planning 5 days ■ Mon 7/1/24 Fri 7/5/24 19FF ;

6.4 Sprint 4 10 days Mon 7/8/24 Fri 7/19/24
1

6.4.1 Sprint 4 Development 10 days Mon 7/8/24 Fri 7/19/24 21

6.4.2 Sprint 4 Demo 3 days : Wed 7/17/24 Fri 7/19/24 23SS+7days ;

6.4.3 Sprint 5 US Refinement & Planning 5 days Mon 7/15/24 Fri 7/19/24 23FF

6.5 Sprint 5 10 days Mon 7/22/24 Fri 8/2/24

6.5.1 Sprint 5 Development 10 days Mon 7/22/24 Fri 8/2/24 25

6.5.2 Sprint 5 Demo 3 days ; Wed 7/31/24 Fri 8/2/24 27SS+7days

6.5.3 Sprint 6 US Refinement & Planning 5 days Mon 7/29/24 Fri 8/2/24 j  27FF

6.6 Sprint 6 10 days Mon 8/5/24 Fri 8/16/24

6.6.1 Sprint 6 Development 2 wks Mon 8/5/24 Fri 8/16/24 29

6.6.2 , Sprint 6 Demo 3 days Wed 8/14/24 Fri 8/16/24 31SS+7days '

7 Data Migration 50 days Mon 6/24/24 Fri 8/30/24

7.1 : Data Migration & Verification Cycle 1 5 wks Mon 6/24/24 Fri 7/26/24 17

7.2 ; Data Migration & Verification Cycle 2 3 wks Mon 8/12/24 Fri 8/30/24 36FF

8 : User Acceptance Testing (UAT) 2 wks Mon 8/19/24 Fri 8/30/24 32

9 UserTraining 5 days Mon 8/19/24 Fri 8/23/24 32
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10 Final Data Load 5 days Mon 9/2/24 Fri 9/6/24 36

11 Release Deployment 5 days Mon 9/2/24 Fri 9/6/24 36

12 Deliverables 89 days Mon 5/6/24 Fri 9/6/24

12.1 Project Kickoff Complete 0 days Mon 5/6/24 Mon 5/6/24 1

12.2 R1 Approved User Stories 0 days Fri 6/7/24 Fri 6/7/24 3

12.3 Solution Design Document Odays Fri 5/31/24 Fri 5/31/24 7

12.4 Sprint 1 SIgnofP Odays Fri 6/7/24 Fri 6/7/24 12

12.5 , Sprint 2 SIgnoff Odays :  Fri 6/21/24 Fri 6/21/24 16

12.6 Sprint 3 SIgnoff 0 days ;  Fri 7/5/24 Fri 7/5/24 20

12.7 Sprint 4 SIgnoff 0 days ^  Fri 8/23/24 Fri 8/23/24 , 37

12.8 Sprint 5 Signoff 0 days :  Fri 8/2/24 Fri 8/2/24 28

12.9 Sprint 6 Signoff 0 days Fri 8/16/24 Fri 8/16/24 32

12.1 UATSign Off 0 days Fri 8/30/24 Fri 8/30/24 36

12.11 User Training Sign-Off 0 days i  Fri 8/23/24 Fri 8/23/24 37

12.12 1 0 days i  Fri 9/6/24 :  Fri 9/6/24 39,38

13 Warranty 2 mons ! Mon 9/9/24 Fri 11/1/24 52

Preliminary Session plan

, Session #, Session Topic Facilitator

1: Project Kickoff

Project

Manager

Key Participants

i Business Process

2 Mapping

' Business

.Analyst

Project Team, Key Stakeholders

(Lottery Executive, Department

Leads, etc.)

Key Users from Customer

Service, Licensing, Auditing, IT

, Customer Service Deep Customer

3 Dive Service Lead

■ Customer Service Reps,

! Customer Service Manager, IT

4! Licensing Deep Dive

; Licensing Staff, Licensing

' Licensing Lead j Manager, IT

Outcomes

Agreement on overall project goals

and objectives.

Established communication plan and
timeline.

Defined roles and responsibilities.

Visual mapping of current workflows

across all relevant departments.

Identification of pain points and

bottlenecks

Initial discussion of potential areas for

automation.

Detailed breakdown of customer

service interactions (channels, volume,

types of inquiries).

Identification of common customer

needs.

Desired future state of customer

service.

Detailed breakdown of licensing

processes for all license types.

Identification of challenges and

approval workflow requirements.

Discussion of self-service portal

capabilities.
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Inspections,

Investigations, &

5 Auditing Deep Dive

'Inspectors, Investigators,

Audit Lead ; Auditors, IT

Data and Reporting

Workshop Data Analyst

Data Analyst, Department

Heads, IT

Technical Architecture

and Integrations 1 IT Lead

IT Staff, Salesforce Architect (if
I

applicable). Vendor

Representatives (as needed)

User Interface and UI/UX

^ Experience (UI/UX) j Specialist (if
81 Focus : available)

Sample End Users Across

Departments, IT

I Change Management Project
9'and Training Manager ,Department Heads, Key Users

10

Discovery Review and i Project

Next Steps : Manager

Project Sponsors, Project Team,

Key Stakeholders

Tech
fTlahindra

•  Detailed breakdown of workflows

regarding inspections, investigations,

and audits.

Discussion of mobile requirements,

offline capabilities, and desired

reporting.

Identification of key metrics and KPIs

for decision making.

Exploration of desired dashboards,

reports, and visualizations.

Discussion of data quality and

governance.

Thorough review of existing systems
and data sources.

Detailed mapping of integration

requirements and data flow.

Discussion of security requirements

and technical limitations.

Exploration of user needs and

preferences.

Discussion of desired navigation and

layout.

Review of best practices for usability.

Initial wireframes/mockups (if time

permits).

Development of a preliminary change

management plan.

High-level outline of training needs

and approaches.

Discussion of user adoption strategies.

Presentation of major findings from

the discovery phase.

Validation of requirements and

proposed solutions.

Finalization of project scope and plan.
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Project XXX

Release 1 UAT Preparati

Timeline

pectatlons

TECH

mahindra

TECH

mahindra

MB 11/27/2023 12/4/2023

K3 12/1/2023 12/8/2023

Bug Cacfelid#^

UAT

Deployment

StartofWeek 10/23/2023 10/30/2023 11/6/2023 11/13/25

EndofWeek 10/27/2023 11/3/2023 11/10/2023

UAT Overview

Pre-testing

Bug Fixes and
Re-testing
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Pretesting

Activity

1  Review Test Cases

2  UAT Overview*

3  ADOTraining**

4  Get login credentials

5  Ensure UAT testers lo
once.

6  Explore the UAT environn^fnt

echM

Tech
mahindra

TECH

mahindra

expected Dates

Get 27

Oct31-Nov1

OctBI -Novl

Nov 1

Business Leads Nov 2-3

Business Leads Nov 2-3

Full demo of UAT functionality
ADO Training on - How to execute test cases/
how to log bugs/ how to track and test bug
fixes.

TECH

mahindra

UAT Testers

Tech Mahlndra's Technical Response to RFQ412-24 (2024-073) NH Lottery Commission Customer Relationship Management (CRM) Project
Page 67 of 74



DAT Overview

•Scope of Release 1

•Stakeholders needed for DAT

•Testing Environment Details

•Test Credentials

•Defect Management Process

•DAT Sign off process

Tech
mahindra

TECH

mahindra

TECH

mahindra

Scope of Release 1

User Stories/Test Cases

Sprint 1 - 6 User Stories /Test Cases

Sprint 2-9 User Stories /Test Cases

Sprint 3-17 User Stories/Test Cases

Sprint 4-14 User Stories /Test Cases

Sprint 5-16 User Stories /Test Ca^
Sprint 6-11 User Stories /Test

Total 73 User stories
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Salesforce Environments

Environment - Sandbox = Org

Tech
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TECH

mdhindrd

Environment/

Sandbox for UAT

ProdDev Merge

DepTOvments

usinfopado

TECH

mahlnclra

Test Credentials/ Stakeholders needed

QA Sandbox Test User details:

ANR Internal Users Roles:

1. Program manager

2. Finance Team

URL For BackOffice/ Internal Users

QA External Roles:

1. Applicant Users P

This is to access community porta"

dividual -

reate Business Entitles, contacts and project details for test data

URL For User Access Portal/ External Users
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TECH

mahlndra

LEGEND Examples

txi # Ntwr

No

Assigned to
Bug Creator

Not Bug

conve

User Sto

Failed

Pass

TECH

mahlncira

Sign off Process

1) Map all the respective user stories to each of the Business
scenarios/Test Case.

2) Test Business scenario/Test case

3) Verifying the scope of nariosn^est cases,

4) Update li -orys Functional test as "Test Failed" and
log a bug if fui ,s defective or update as "Test Pass" if
functionality is V .ng as expected

5) Sign off on the Respective Functionality/Scenario/User stories once
all defects have been resolved for that user story.

Tech Mahlndra's Technical Response to RFQ 412-24 (2024-073) NH Lottery Commission Customer Relationship Management (CRM) Project
Page 70 of 74



Tech
Ulahindra

Appendix 6 - User Training Approach

TechM build custom training programs to meet specific requirements of the project/customer. For this project we are proposing Train-

the-Trainer approach, which has yield very successful results in our Salesforce project as well as in our other public sector projects.

Training - Train-The-Trainer Approach

TechM would offer a tailored Training approach, customized to State's unique culture and environment that would offer several
techniques to support learning needs. TechM suggests the 'Train - The - Trainer' training method in which the State team will identify
'Super Users' (rather, 'Power Users') who will be given extensive training on the build application & business process, and this group
will be entrusted the responsibility of cascading the training to other users. This is a very good way to build engagement in the team,
create repeatable training methods and drive ownership of the solution.

Training Plan

As part of the engagement TechM will develop a training plan specific to the needs of State and deliver this course of training to the
staff designated by the State.

Continuous Improvement Training Approach:

The training plan will identify the training modules (based on the functionality build) to be conducted to the Super Users. TechM will
provide the training kit that will include training handouts, user manuals, and practice cases in English language.

Training Scope:

■  Super Users shall be trained to operate and maintain the required system independently

•  Training wilt be provided at various levels depending on the target audience (Different Users -ex: - Permit Specialist, Customer

Service Representative etc.)

Proposed Training:

Training will consist of a combination of Virtual sessions and closely guided or assisted production work.

■  Training will be conducted by TechM consultants who have the necessary expertise in the tool(s) and the implemented
Business process Preferably the Business Analyst along with the Technical person.

■  Necessary documentation material will be prepared to conduct the training in a structured manner

Mode

Location

Description

Mode of training will be in-person or web virtual training (based on the availability of the State Business user's
location/remote presence)

Conference room / Virtual Web Training
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Overview of Personal Setup & Home Page

Familiarize with Application User Interface

Demo of the Business flow of functional modules and its processes pertaining to the user's specific roles

Custom Views

View and generate reports / Dashboards

End User Training Details and More as per implemented features, and relevant content

Deliverable Training Videos

Training Documentation

Any other hand-outs

Additionally, TechM will enable and conduct a separate session about the learning from Salesforce Trallhead links to cover some of the

basic Admin and Public Sector Foundation Advance Cloud-related modules relevant as part of the feature development. The detailed

Knowledge transition phase is outlined below:

Transition Phase Planning

Key Activities

j • High Level Business / Functional and Technical knowledge acquisition for Salesforce Application under scope
•  Establish-

■  Intended Business users who will be part of the Transition

■  Administration & Repository Management to upload the training collateral
•  Publish / Socialize

■  Transition Calendar (SME Calendar/Availability)

■  KTPIan

•  Templates & Artefacts
■  Knowledge repository

Expectations from State Deliverables

■  SME Availability for transition activities. ■  Final Transition plan

■  Help with connectivity/ infrastructure setup. ■  Overall Transition project plan

■  Provide access to Knowledge repositories / tools. ■  KT plan (by application)

■  Provide access to Salesforce Sandboxes and Production Environments. ■  SME Calendar / Availability (for KT)

■  Access to any supporting tools/utilities as required. ■  KT Agenda

■  Help resolve blockers raised by TechM team during transition. ■  Training progress status Report

•  Access to Test repositories and related documentation

Power user Training key activities:

Key Activities

Overview of the newly build Business / Functional Process of Salesforce Application to the intended Business users.

Explanation of the Technical Architecture of the application at a high-level.

Education on the following Technical components - Functionality built, Workflows, Approvals, Email Templates, Apex Classes,

Visual force Pages, Web Services (Integrations), Scheduled Batch Classes and Triggers, Profiles and Hierarchies, Custom Objects,

Record Types, etc.

Overview on the Integrated Applications and the data flow - Inbound / Outbound Batch Jobs.

User Management - User Re-certlfications process (Roles & Profiles) & Authorization (Permission Sets & Groups).

Compliance and Regulatory requirements, at a high level.

Data Security and Encryption requirements / implementation details.

Coding Framework / Best practices specific to Therapeutic Cannabis Registry System

Explanation of State's Salesforce OA and UAT Processes and support requirements, reporting needs and tools leveraged

Version control and Tools used
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■  High level Testing scenarios and Feature's testing.

Expectations from State Deliverables

•  SME Participation based on published KT Calendar

■  Provide latest application and process documentation

■  Participate in Governance/Status meetings

•  Help resolve blockers raised by TechM team

■  Participate in KT Play-back sessions

■  Gate Review and Signoff of the KT Phase

■  KT Progress / Status Report

■  Issue Log (Outstanding Items)

■  Parallel Run plan for Handover phase

Shadow Phase key activities (Post Service/Support Contract):

Key Aalvities

I  Shadow - Shadow Support to SMEs

Onsite team to work closely and understand the application (process, issues / defects etc.)

Interact with business users to understand issues related to the application

Work closely with SMEs to resolve issues during the period Share (Reverse Shadow) - SMEs shadow TechM's Resource

TechM team moves forefront to support all the issues and resolution provided for each issue is closely monitored by the SMEs
Continuous updating of the application run book is done during this period.

Expectations from State

Guided Execution Support - Provide guidance in Incident resolution as per

need

Quality Assurance/Review of Independent Execution - Randomly review

some of the incident resolutions to ensure the correctness and

completeness

Review/Perform Stabilization Readiness Assessment

Provide Oversight - Support in exception cases.

Deliverables

Application support Plan

Status Reports

Issue Log (Defects handled during this period)

Stabilization readiness report/KT Evaluation

report

TechM will prepare a comprehensive user guide/document for the State users. The user guide will be specifically built for State user for

this project as per the system built for the CRM system. The document can be downloaded or printed as per the requirement of State
user.

The document will have topics such as:

overview of the system with its features & capabilities,

User Roles & permissions

Step-by-step instructions for logging into Salesforce

Guidance on accessing the Salesforce instance, whether it's a production or sandbox environment.

Explanation of key elements, such as tabs, app launcher, global search, and record detail pages

Creating, editing, and deleting records

Guidance on personalizing dashboards

Introduction to creating and running reports. Building and customizing dashboards for data visualization

Overview of automation tools like Process Builder and Flows

Screen with guided path

Common issues and solutions

For an admin the document will at a high-level, those user documents will serve as a reference document to cover some of the below

aspects:

•  To Find an object, field in the built application

•  To create custom workflow (which can be used to give the needed notification on a specific workflow completion)
•  To create custom approval process that allows the Business user to render the approval, sign-off, etc.
•  To create a custom report for business user consumption.
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•  To enable the user permission that was not granted as part of your user's profile.

•  To restrict the users in accessing own or others' records

•  Address some of those error messages which will prompt to contact the system administrator for help or more information

TechM will accommodate documentation requirements for system, administrator, and/or user documentation as per business

requirement of the State
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this 30th day of April A.D. 2024.
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CERTIFICATE MAY BE ISSUED OR MAY PERTAIN. THE INSURANCE AFFORDED BY THE POLICIES DESCRIBED HEREIN IS SUBJECT TO ALL THE TERMS
EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS.

INSR

JJS. TYPE OP MSURANCE
AODL

jm
SUBR

POUCY NUMBER
POUCY EFP

(MM/PIVYYYYI
POUCY EXP
mM/DPhnrm

COMMERCIAL GENERAL LIABILITY

I CLAIMS-MADE a OCCUR
ZDY-A9672I«7 07/01/2023 07/01/2024 EACH OCCURRENCE

6AMA6ET6REh7TE6
PREMISES lEa oteufreneel

Contractual Liability MED EXP (Any one pfion)

PERSONAL a AOV INJURY

GENl AGGREGATE LIMIT APPLIES PER;

POLICY

OTHER:

□ JIS □ LOG

GENERAL AGGREGATE

PRODUCTS ■ COMP/OP AGG

Deductiblo:

1,000,000

100,000
10,000

1,000,000

2.000,000

2.000,000
1.000

AUTOMOBILE LIABIUTY

ANY AUTO

COMBINED SINGLE LIMIT
<Ea xxidenO
BODILY INJURY (Per person)

OWNED
AUTOS ONLY
HIRED
AUTOS ONLY

SCHEDULED
AUTOS
NON-OWNED
AUTOS ONLY

BODILY INJURY (Per ecddenl)
PROPERTY DAMAGE
(Per ecck^t)

UMBRELLA UAB

EXCESS UAB

DEO

OCCUR

CUUI^MADE
EACH<XCURRENCE

AGGREGATE

RETENTIONS
WORKERS COMPENSATION
AND EMPLOYERS' LIABILITY y, ̂
ANYPROPRIETOR/PARTNER/EXECUTIVE
OFFICER/MEMBER EXCLUDED?
(Msndetory In NH)
If yes, describe under
DESCRIPTION OF OPERATIONS bekw

a

WMY-A967221-07 www V I PER
^ I STATUTE

■STfT

E.L. EACH ACCIDENT 1,000.000

E.L. DISEASE • £A EMPLOYEE 1,000.000

E.L. DISEASE ■ POLICY LIMIT 1,000.000

DESCRIPTION OF OPERATIONS / LOCATIONS / VEHICLES (ACORD101. AddHlenal Remsrfcs Schedule, may be attached H more space Is required)

Slate Of New Hampshire
Administrative Services
Bureau of Purchase and Property
25 C^tol Street
Room 102
Concord. NH 03301

1

SHOULD ANY OF THE ABOVE DESCRIBED POUCIES BE CANCELLED BEFORE
THE EXPIRATION DATE THEREOF, NOTICE WILL BE DELIVERED IN
ACCORDANCE WITH THE POLICY PROVISIONS.

AUTHORIZED REPRESENTATIVE

ACORO 25 (2016/03)
(S> 1988-2016 ACORO CORPORATION. All lights reserved.

The ACORD name and logo are registered marks of ACORD



mahindra

Tech Mahindra Limited

Sharda Centre, Off Karve Road.
Pune - 411004, Maharashtra, India

TeL +91 20 6601 8100

Fax. +91 20 2542 4466

techmahindra.com

connect@techmahindra.com

To

New Hampshire, Department of Administrative Services
State House Annex, 25 Capitol Street, Concord, NH 0330!

Subject: Letter of Confirmation on the validity of Power of Attorney of Mr, Santosh Kumar Nair.
Contract with the State of New Hampshire for Salesforce Professional Services:

1 Anil Khatri, Company Secretary of Tech Mahindra Limited having its Registered Office at
Gateway Building, Apollo Bunder, Mumbai - 400 001, wish to inform you that the Board of
Directors of the company vide resolution dated 25, June 2013 has conferred Power of Attorney to
Mr. Santosh Kumar Nair - Assistant General Counsel, to inter- alia sign all contracts on behalf of
the Company and Subsidiaries of the Company. We hereby confirm that the Power of Attorney
issued to Mr. Santosh Kumar Nair on 17'^ September, 2013 has not been revoked till date and is
valid and subsisting.

For Tech Mahindra Limited

Anil Khatri

Company Secretary

01 May 2024

vOd

PUNE£1

Regd. Office: Gateway Building, Apollo Bunder, Mumbai 400 001. India. CIN L64200MH1986PLC041370
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State of New Hampshire
DEPARTMENT OF ADMINISTRATIVE SERVICES

2S Capitol Street - Room 120
Concord,- New Hampshire 03301

Office@daB.nh.gov

Charles M. Arlinghaus
Commissioner

(60S) 271^201

Joseph B. Bouchard
Assistoot Commissioner

(603) 271-3204

Cotherine A. Keane

Deputy Commissioner
(603) 271-2069

August 20, 2021

His Excellency, Governor Christopher T. Sununu
and the Honorable Council

State House

Concord, New Hampshire 03301

REQUESTED ACTION

Authorize the Department of Administrative Services to enter into a contract with Tech
Mohindra Americas Inc. of Piano, TX [Vendor No. 255204), for an oggregote price limitation
of $10,000,000.00 among all awarded vendors, for Salesforce Professional Services. The term
shall be effective upon Governor and Council approval and ending on December 31, 2023
with the option to extend for two (2) additional one-year extension terms.

Funding shall be provided through individual agency expenditures, none of which
shall be permitted unless there are sufficient appropriated funds to cover the expenditure.

EXPLANATION

The Department of Administrative Services, through the Bureau of Purchase and
Property, and in collaboration with the Department of Information Technology, issued a
request for proposal on February 3, 2021 with responses due on March 3, 2021. There were 11
compliant responses received.

It is the Department's intent to enter into contracts with the 10 highest scoring vendors
where through a Request for Quote (RFQ) and Statement of Work (SOW) process the
Department of Administrative Sen/ices, on behalf of a requesting State agency, will issue
RFQ/SOW to all contractors. Each SOW will detail various requirements related to the services,
planning and implementation of new projects. The project engagement will be based upon
the highest scoring response. Project engagements under the agreements with a dollar value
exceeding $10,000 shall be brought before the Executive Council for approval prior to
proceeding with the engagements.



His Excellency, Governor Christopher T. Sununu
and the HorSoroble Council

August 20,2021
Page 2 of 2

As the State's experience end expertise with Solesforce matures, it will expand its
Salesforce capabilities and services offered. The production Solesforce environment is
centrally managed. The State has implemented an Enterprise Government Model that seeks
to establish Standard Operating Procedures (SOP) and processes on the use of third party
solutions.

Through the proposed contracts, the State anticipates improvements in the following
areas: automating business processes, providing prompt responses to tracking or delivering
constituent needs, refining business operations based on access to insightful data, securing
information within compliance of State and Federal regulations, and deploying rapid
solutions throughout the State of New Hampshire's IT environment.

Enabling these capabilities will often require the use of expert resources that can assist
the State to efficiently design, govern, maintain and provide ongoing management of these
platforms in a secure, responsible and effective manner. Contracting mechanisms that
shorten the "time to value" are needed to procure resources to work with State agencies and
IT staff to supplement existing constrained resources that are needed to provide the skills
necessary for the State to excel in its Digital Government Initiatives. Based on the foregoing, I
am respectfully recommending approval of the contract with Tech Mahindra Americas Inc.

Respectfully submitted.

Ct-dJ-
Charles M. Arlinghaus
Commissioner

TDD ACCGSS; RELAY NH l-800-T36-2d64



Dfvitton of Procurement Support Servteet
Bureau of Purchase Property Gary 8. Lunetla

Director
(603) 271-2201

Bid Description

BldiV

Apenl Name

Salesforce Professional Srvc

RFP 242S.21

Paul Rhodes

Tech Mahlndra

CoreSphere

Deloitte

MTX Qroup

22nd Century

Spruce Tech
Catalyst
Brtle Systems
Publfcis

Sapient

Slalom

AquaLaooon

Aoency:

Requlaitlon; #
Bid Ctoalnq;

Statewide

N/A

3/3/21 e 10:00 AM

92.9

90.6

67.

66.0

62.6

82.5

80.0

79.7

79.S

75.2

64.0



STATE OF NEW HAMPSHIRE
DEPARTMENT OF INFORMATION TECHNOLOGY

27 Hazen Dr., Concord, NH 03301
Fax: 603-271-1516 TDD Access: 1-800-735^64

www.nh.gov/doil

Deols Goulct

Commissioner

August 12,2021

Chaiies M. Ariinghaus, Commissioaer
Department of Administrative Services
State of New Hampshire

■ 25 Capitol Street
Concord, NH 03301

Dear Commissioner Arlinghaiis,

This leucr represents formal notification that the Department of Information Technology (DoIT)
has approved your agcnc/s request to enter into seven (10) contracts as described below and referenced as
DoIT No. 2021-081.

The ten (10) contracts being requested are for
1. Brite Systems Inc. of Indianapolis, IN
2. Catalyst Consulting Group, Inc. of Chicago, IL
3. Spruce Technology, Inc. of ClifioD, NJ

.  4. DeloitteConsultingLLPofConcordjNH
5. Coresphcrc, LLC of Bethesda, MD
6. MTX Group ofAlbany, NY
7. 22nd Centuiy Technologies, Inc. of Mclean, VA
8. Tech Mahindra Americas Inc. of Plan, TX
9. Sapient Corporation d/b/a Publicis S^icnt of Boston, MA
10. Slalom, IXC of Boston, MA

This is a request to enter into a statewide contract with ten.(lO) vendors to allow agencies
to release RFQ's/SOW's for Salcsforce Professional Services. These contracts will provide
a mechanism for agencies requiring assistance with ongoing and future projects. Currently,
all applications arc internally focused and used exclusively by Stale agency personnel;
public data submission is currently done through web to case. It is anticipated that as the
State's experience and expertise with Salcsforce matures, it will expand its Salcsforce
capabilities and services o^ered.

The total amount of the ten (10) contracts is not to exceed $10,000,000, and shall become
effective upon Governor and Executive Coundi approval through December 31,2023.

"/nnovodvc recftnotep/es Todoyfor New Hampshire's Tomorrow'



STATE OF NEW HAMPSHIRE

Denis Goulct DEPARTMENT OF INFORMATION TECHNOLOGY
Commissioner ^ ^ ̂

Fax: 605-271-1516 TDD Access: 1-800-735-2964

www.iih.gov/doit

A copy of this letter should accompany the Depaitment of Administrative Services' submission to
the Governor and Executive Council for ̂sproval.

Sincerely,

Denis Goulet

DG/ik

DolT #2021-081

cc: Paul Rhodes^ DAS

Innovative Technologies Today for New Hampshire's Tomorrow"



FORM NUMBER P-37 (version 12/] 1/2019)

and all of its attachments shall become public upon submission to Govemor and'
Ex^pve Council for awroval. Any information that Is private, confidential dr-prop^ctiiymusi
occleariy identified to the agency and agreed to in writing prior to signing the contract.

AGREEMENTThe State of New Hampshire and,the Contractor hereby mutually agree as follows;
GENERAL PROVISIONS

1.1 State Agency Name
Department ofAdministrative Services

1.2 State Agency Address
State House Annex
25 Capitol Street

Concord, NH 03301
i.j t.^iractonvame

Tech Mahindra Americas Inc.
■

1.4 Contractor Address

5700 Democracy Dr.
Piano, TX 75024

1.S Contractor Phone

Number

224-616-7440

1.6 Account Number 1.7 Completion Date -

December 31, 2023

1.8 Price Limitation

SIO.OOO.OOO-.DO

1.7 ^..onuBcung uitjccr tor i>tate Agency
Paul Rhodc^ Purchasing Manager

1. 10 Slate Agency Telqjhone N

603-271-3350

Jmber

1.11 Contractor Signature

Sai*ath<uniirH«:c(Ail30,2e}l}tsCM74SJ) JUIJT

1.12 Nome and Title ofContractorSignatory

Mr. SantoshKumar Nair

Authorised Signatory

1.13 State Agency Signature 1.14 Name andTitle ofState Agency Signatory
Charles M. Ariinghaus, Commissioner

^>.p.uvui oy me iN.n. uepartmcnt ot Administration. Division ofPersonnel OfapplicabW'

Director, On;
\

1.16 Approval by tlie Attorney General (Fofm. Substance and Execution) Ofapplicable)

1.1 y Approval by the ODvemor and Executive Council Of applicable) •'

G&CItem number: G&C Meeting Date: 1 3 2021

Page 1 of 50

Contractor Initials Santosh
Date 20*^ July, 2021



2. SERVICES TO BE PERFORMED. The State of New
Hampshire, acting through the agency identified in block 1.1
("State"), engages comractor idcnUficd in block IJ
C'Contracior") to perform, and tJie Contractor shall perform, the
work or sale of goods, or both, identified and more particularly
described in the attached EXHIBIT B which is inconwratcd
herein by reference ("Services").

3. EFFECnVE DATE/COMPLETION OF SERVICES.
3.1 Notwithstanding any provision of this Agreement to the
contrary, and subject to the approval of the Govcnior and
Executive Council of the Slate of New Hampshire, ifapplicable,
this Agreement, and oil obligations of the parties hercundcr, shall
become effective on the date the Governor and Executive
Council approve this Agreement as indicated in block 1.17)
imlessno such approval is required, in which case the Agreement
shaU become effective on the dale the Agreement is signed by
the State Agency as shown in block 1.13 (*^ectivc Date").
3.2 If the Contractor commences the Services prior to the
Effective Date, all Services performed by the Contractor prior to
the Effective Date shall be performed at the sole risk of the
Contractor, and in the event that this Agreement does not become
effcciive, the State shall have no liability to the Contractor
including without • limitation, any obligaHon to pay the
Contractor for any costs incurred or Services performed.
Contractor must complete all Services by the Completion Date
specified in block 1.7.

4. CONDITIONAL NATURE OF AGREEMENT.
Notwithstanding any provision of this Agreement to the
contrary, ah obligations of the Stale bcreunder, including,
without limitation, the continuance of payments hercundcr, arc
contingent upon the availability and continued appropriation of
funds affected by .any state or federal legislative or executive
acuon that reduces, eliminates or otherwise modifies the
appropriation or availability of funding for this Agreement and
the Scope for Services provided in EXHIBIT B, in whole or in
part In no event shall the State be liable for any payments
hercundcr in excess ofsuch available appropriated fimds. In the
event of a reduction or termination of appropriated funds, the
State shall have the right to withhold payment until such fimds'
become available, if ever, and shall liavc the right to reduce or
icrramate the Services under this Agreement immediately upon
giving the Contractor ootice of such reduction or tennination.
T])c State shall not be required to transfer funds from any other
account or source to the Account identified in block 1.6 io the
event funds in-lhot Accotmi-are reduced or unavailable.

5. CONTRACT PRICE/PRICE LIMITATION/
PAYMENT.
5.1 T^e contract price, method of payment, and tctTns'ofpa'y^cnt '.
arc identified and more particularly described in EXHIBIT C =• •
which is incorporated herein by reference.
5.2 The payment by the State of the contract price shall be the
ouly and the complete raimbursemcni to the Contractor for all
expenses, of whatever nature hicuiTcd by the Contractor in the
performance hereof, and shall be the only and the complete

compensation to the Contractor for the Services. Tlie State shall
have no liability to the Contractor other than the contract price.
53 The Slate reserves the right to offset from any amounts
otherwise payable to the Contractor under this Agreement those
liquidated amounts required or pcnniited by N.H.' RSA 80:7
through RSA 80:7-c or any other provision of law.
5.4 Notwilhstending any provision in this Agreement to the
contrary, and notwithstanding unexpected circumstances, io no
event shall- the total c f all payments authorized, or actually made
hercundcr, exceed t^ Price Limitation set forth in block 1.8.

6. COMPLIANCE BY CONTRACTOR WITH LAWS
AND REGULATIONS/ EQUAL EMPLOYMENT
OPPORTUNITY.
6.1 In connection with the perfomBince of the Services, the
Contractor shall comply with all applicable statutes, laws,
regulations, and orders of federal, state, coimty or municipal
authorities which impose any obligation or duty upon the
Contractor, including, but not limited to, civil rights and equal
employment opportunity laws. In addition, if this Agreement is
funded in anyp^^ by ihonics ofthe United States, the Contractor
shall con^ly with all federal executive-orders, niles, regulations
and statutes, and with any rules, regulations and guidelines as the
State or the United States issue to implement these regulations.
The Contractor shall also comply with all applicable intellectual
property laws.
6.2 During the term of this Agreement, the Contractor shall not
discriminate against employees or appUcanis for employment
because ofrace, color, religion, creed, age, sex, handicap, sexual
oncntatioD, or national origin and wfll take affirmative acUon to
prevent sudi discrimination.
6.3. The Contractor agrees to permit the State or United States
access to any of the Contractor's books, records and accounts for
the purpose ofascertaining compliance with ail rules, regulations
and orders, and the covenants, terms and conditions of this
Agreement.

7. PERSONNEL.
7.1 The.Contractor shall at its own expense provide all personnel
necessary to perform the Services. The Contractor warrants that
all personnel engaged in the Services shall be qualified to
perform the Services, and shall be properly licensed and
otherwise authorized to do so under all applicable laws.
7.2 Unless otherwise authorized in writing, during the term of
this Agreement, and for a period of six (6) months after the
Co^letion Date in block 1.7, the Contractor shall not hire, and
shall not permit any subcontractor or other person, firm or
corporadon with whom it is engaged in a combined effon to
pcrfom tlte Services to hire, any person who is a State employee

'S materially involved in the procurement
. admmistratibn'iror'iperformance^of this..Agreement'.. This
provision shall ̂ ive termination of this A^e^ent.
7.3 The Contracting Officer specified injbjock' 1 ".9, or his or her
wcessor, shall be the Stale's rep'resentativc.' In the event ofany
dispute concerning tlic interpretation of this Agreement, the
Contracting Officer's decision shall be final for the State.

Page 2 of 50
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8. EVENT OF DEFAULT/REMEDJES

"" of the
oSt-f" °° ("E™«
scWuk!'™' " sntirfactorily or on
i!1 ft •!"" '"t™' """ounder; and/or
.hi
8^ Upon the occurrence of any Event ofDefault, the Stale may
take any one, or more, or all, of the following acUons-
ni ̂  Contractor a written notice specifying the Event of

■  ""J '^"'nng H to be remedied within, in the absence of
£ii3;csiz''xs?aas

=" P")™"" >0 ba loade undar Ihia
wSr r K "" 1*"'°" "f'^o oonlract prioa
^  "" Contractor doriog toopcnod flom toe dale of soch noUce until such time as the State

sk-rT'"" k Contractor has cured toe Event of Defaoltshall never be paid to the Contracton

nf^o, Contraclora written notice specifying the Event of
ox^ tn r?-" off against any other obligations the State may^ to the (^^ctorany damages the State suOere by reason of
any Event of Default; and/or

specifying the Event ofDefault, treat the Agreement as breached, terminate the
/^r^iu and punjue any of its remedies at law or in equity, or

any Event of Default shall be deemed a waiver ofits rights with

Sui/N r°! subsequent Event ofDefault No express failure to enforce any Event ofDcfauIt shall
be d^cd a v^ver of the right of the State to enforce each and
a^l of the provisions hereof upon any further or other Event of
Default on the part of the Contractor.

9. TERMINATION.
9.1 Notwithstanding paragraph 8, the State may, at its sole

I?™ Agreement fo.- any reason, in whole orm  by thirty (30) days \vrittcn notice to the Contractor that
0 ® State IS exercising its option to terminate the Agreementv:i In the event of an early tcnninarion of this Agreement for
My reason other than the completion of the Services, the
Con^ctor sb^l, at the Stale's discretion, deliver to the
Contracung Omccr, not later than fifteen (15) days affer the date

dIflT"i'rf ® Report") describing indetail all Services performed, and the conlraci price earned to
and including the date of termination. The form, subject matter
content, and number of copies of tlie Terminaiion Report shall

V  ""achedu M !T. ibc State's discrciion, the Contractorshall, within 15 days of notice of early termination, develop and

^^0 .he State a Transition Plan for services under the
10. DATA/ACCESS/C ONFIDENTIA! .ttv/
preservation.
10.1 As reed m this Agreement the word '"data" shall mean all
"tarnation and things developed or obtained during the

I  " developed by reason of. thisAgreement, includmg, but not limited to. all studies, reports,
fn^formulae. surveys, maps, charts, sound recordinX^eo

mpraducUons, drawings, analyses, graphic
^pmcntalions, computer programs, computer printouts, notes,
lette^ memoranda, papers, and documents, all whether
tmished or unfinished.

,  10 J All data and any property which has been received from
'"'b funds provided for thai purpose

llrh?! property ofthcStatii and
of thislOJ Co^d^tiality of data shall be governed by N.H. RSA
^tar 9I.A or other existing law. Disclosure of data requires
pnor written approval ofthe State.

11. CONTRACTOR'S RELATION TO THE STATE. In thep^^ncc of this Agreement the Contractor is in all respects
^^epcndent contractor, and is neither an agent noV an
c^loyec of the State. Neither the Contractor nor any of its
offic^ employees, agents or members shall have authority to
«thl benefits, workers' compensaUon orother emoluments provided by the State to its employees.

!i'i
sball not assign, or otherwise transfer any

ntt^t m this Ayeement wnhout.the prior written notice, which
^all be provided to the State at least fifteen (15) days prior to
the a^gnment, and a written consent of the State. For purposes

constitute'assignment. "Change of Control" means (a) merger

S S of related transactions inwhich a third party, together with its affiliates, becomes the
or indirect owner of fifty percent (50%) or more of the

voting sh^ or similar equity interests, or combined voting
power of the Contractor, or (b) the sale of all or substauiially all
of the assets of the Contractor.
12.2 Nwe of the Services shall be subcontracted by the ■
gn^ctor without prior written notice and coDscm of the State
The State is entitled to copies of all subcontracts and assignment
agreements and shall not be bound by any provisions contained
ID a subcontract or an assignment agreement to which it is not a
party.

13. INDEMNIFICATION. Unless otherwise exempted by law.
the Conireclof shall indemnify and hold harmless the Slate, its
officOT and employees, from and against any and all claims,
liabilities and costs for any personal injury or property damages,

copy"fibt mfhngemem, or other claims asserted against '
the State, Its officers or employees, which arise out of (or which
may be claimed to arise out oO die acts .or omission of the
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Contractor, or sufacontroctors, including but not limited to the
negligence, reckless or intentional conducL The Slate shall not
be liable for any costs incurred by the Contractor arising under
this paragraph 13, Notwithstanding the foregoing, nothing herein
contained shall be deemed to constinite a waiver of the sovereign
inuminity ofthe State, which immunity is hereby reserved to the
State. This covenant in paragraph 13 shall survive the
termination of thiS'Agreement

14. INSURANCE.

14.1 The Contractor shall, at its sole expense, obtain and
continuously maintain in force, and shall require any
subcontractor or assignee to obtain and maintain in force, the
foliowmg insurance:
14.1.1 commercial general liability insurance against all claims
of bodily injury, death or property damage, in amounts of not
less than $1,000,000 per occurrence and $2,000,000 aggregate
or excess; and

14.1.2 special cause of loss coverage form covering all property
subject to subpaiagraph 10.2 herein, in an amount not less than
80% of the wdwle replacement value of the property.
14.2 The policies described in subparagraph 14.1 herein shall be
on policy forms and endorsements approved for use in the State
of New Hampshire by the N.H. Department of Insurance, and
issued by insurer licensed in the State of New Hampshire.
14J The Contractor shall furnish to the Contracting OQIcer
identified in block 1.9, or bis or her successor, a certificate(s) of
insurance for all insuraace required under this Agreement.
Contractor shall also furnish to the Contracting Officer identified
in block 1.9, or his or her successor, ccrtificate(s) of Insurance
for all rencwal(s) of insurance reqiured under this Agreement no
later than ten (10) days prior to the expiration date of each
insurance policy. The certificate(s} of insurance and any
renewals thereofshall be attached and ore incorporated herein by
reference.

15. WORKERS' COMPENSATION.
15.1 By signing this agreement, the Contractor agrees, certifies
and warrants that the Contractor is in compliance with or exempt
from, the requirements of N.H. RSA chapter 281-A ("Workers'
Compensalion ").
15.2 To the extent the Contractor is subject to the requirements
of N.H. RSA chapter 281-A, Contractor shall maintain, and
require any subcontractor or assignee to secure and maintain,
payment of Workers' Compensation in connection with
activities which the person proposes to undertake pursuant.to this
Agreement. The Contractor shall furnish the Contracting Officer
identified in block 1.9, or his or her successor, proof ofWoikcrs'
Compensation in the manner described in Nil. RSA chapter
28i-A and any applicable rencwai(s) thereof, which shall be
attached and are incorporated herein by reference. The State
shall not be responsible for payment of any Workers'
Compensation premiums or for any other claim or benefit for
Contractor, or any subcontractor or employee of Contractor,
which might arise under applicable State of New Hampshire
Workers' Compensation laws in connection with the
performance of the Services under this AgreemenL

16. NOTICED Any notice by a party hereto to the other party
shall be deemed to have been duly delivered or given at tbe time
of mailing by certified mail, postage prepaid, in a United States
Post Onice addressed to tbe parties at the addresses given in
blocks 12 and 1.4, herein.

17. AMENDMENT. This Agreement may be amended, waived
or discharged only by an instrument in writing signed by the
parties hereto and only after approval of such amendment,
waiver or discharge by the Govartor and Executive Council of
the State of New Hampshire unless no such ̂ proval is required
under the circumstances pursuant to State law, role or policy.

18. CHOICE OF LAW AND FORUM. This Agreement shall
be governed, interpreted and construed in accordance with the
laws of the. State of New Hampshire, and is binding upon and
inures to the benefit ofthe parties and their respective successors
andassigns. ThewordingusedintbisAgrecmentisthewording
chosen by the parties to express their mutual intent, and no rule
of construction shall be applied against or in favor of any party.
Any actions arising out of this Agreement shall be brought and
maintained in New Hampshire Superior Court which shall have
exclusive jurisdiction thereof.

19. CONFLICTING TERMS. In the event of a conflict
between the terms of this P-37 form (as modified in EXHIBIT
A) and/or attachments and amendment thereof, tbe terms of the
P-37 (as modified in EXHIBIT A) shall control

20. THIRD PARTIES. The parties hereto do not intend to
benefit any third parties and this Agreement shall not be
construed to confer any such benefit

21. HEADINGS. The headings throughout the Agreement arc
for reference purposes only, and the words contained therein
shall in no Nvay be held to explain, modify, amplify or aid in the
interpretation, constroction or meaning of the provisions of this
Agreement.

22. SPECIAL PROVISIONS. Additional or modifying
provisions set forth in the attached EXHIBIT A are incorporated
herein by reference.

23. SEVERABILITY. In the event any ofthc provisions ofthis
Agreement are held by a court of competent jurisdiction to be
contrary to any state or fcdcra] law, the remaimng provisions of
this Agreement will remain in full force and effect.

24. ENTIRE AGREEMENT. This Agreement, which may be
executed in a number of counterparts, each of which shall be
deemed an original, constitutes the entire agrcemen! and
undcistanding between the panics, and supersedes all prior
agreewms and understandings wiili respect to ilie subject matter
hereof.
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EXHIBIT A

SPECIAL PROVISIONS
Delete Section 13. INDEMNIHCATION in its enflrety and substitute with the following:

The Contractor shall defend, indemnify and hold harmless the State, its officers and
employees, from and against any and aD claims, liabilities end costs for any personal injury or
property damages, patent or copyright infringement, or other claims asserted against the
State, its officers or employees, which arise out of (or which may be claimed to arise out of}
the acts or omission of the Contractor, or subcontractors, including but not limited to the
negligence, reckless or Intentional conduct. The State shall not be liable for any costs incurred
by the Contractor arising under this paragraph.

The Contractor shall require any subcontractor, delegates, or transferees to agree in writing to
defend, Indemr^'fy and hold harmless the State, its officers and emptoyees from aixi against
any and all losses suffered by the; State, its ofRcers and employees, and any and all claims,
fiabilities or penalties asserted against the State, its officers and employees, by or on behalf of
any person, on account of. based or resulting from, arising out of (or which may be claimed to
arise out of] the acts or omissions of the subcontractor, delegate, or transferee.

Further, notwithstanding the foregoing, nothing herein contained shall be deemed to
constitute a waiver of the sovereign immunity of the State, which Immunity is hereby reserved
to the State. This covenant shall survive the termination of this Agreement
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EXHIBIT B

SCOPE OF SERVICES

1. INTRODUCTION

This Master Agreement is entered into by end between Tech Mahindra Americas Inc. {hereinafter

Th^ r ir T Hampshire (hereinafter referred to as the
PrI? I hereby agrees to provide the State and its agencies with for Salesforce

Agreement and the terms of Request for Quotes
(RFQj/Statements of Work (SOW) to this Agreement.

2. CONTRACT DOCUMENTS

This Contract consists of the following documents ("Contract Documents"):

a. State of New Hampshire Terms and Condih'ons, Genera! Provisions Form P-37
b. EXHIBIT A Special Provisions-
c. EXHIBIT B Scope of Services
d. EXHIBIT C Method of Payment
e. EXHIBIT D RFP 2425-21
f. EXHIBIT E RFQ/SOW

°7 provisions of the documents listed above the
f  indrcote which documents control: (I) Form Number P-37, as modified

f^l^Ohinw ® "Scope of Services," (3) EXHIBIT C "Method of Payment"(4) RFQ/SOW Worksheet, and (S) EXHIBIT D "RFP 2425-21

'he terms of this Contract. In the event ofany confiicf among the terms or provisions of this Contract and the SOW and Purchase Orders the
terms of this Contract must take precedent. u't,riase urcers, rne

3. TERMOFCnNTffAf7

term of this Contract shall commence upon the approval by the Governor and Executive

maximum term of the Contract (including oil extensions) cannot exceed seven and one-holt (7.5)
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4. SCOPE OP WopK;

S=£==riS=3—
=r=SSH===sS~iTChasedderondRFQ/SOWhavebeen opptovMPerthBrequRemenlsoftheConlrocl

L  standards POR FUTURg ppniprrg

f. USE OF CONTRACTOR SOLUTIONS

When awarded a project through the RFQ/SOW process. Contractor wiQ provide the
services as specified within the RFQ/SOW. provioe the

Sd oa/t^nKnl! salesforce licenses are required as well as anyThird party applications when responding to a RFQ/SOW
requirements about ttie System Integrator's (SI)er^erience in irnplementing a similar solution. Experience stiqll Include requirements

i^° r solutions of a similar nature ore
«npriTncl rT'f °Pf '*1® 5lz® complexity of the project, and any^perience with statutory, regulatory, or Industry standards. The specific Contractor
proposed functionality must be described.

IL SECURITY AND TESTINR

i. APPLICATION SECURITY

Contractor shall:
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Develop Software applications bosed on industry best practices and incomorotinq
information secunty ttirougt^out the Software development life cycle;
Perform a C^e ̂view prior to release of the application to the State to move it
nto production. The code Review may be done in a manner mutually agreeable to
the S^ate. Copies of the final remediated results shall be
provided to the State for Review and audit purposes*
Follow Change Control Procedures (COP) relative to'release of code; and
Develop applications following security-coding guidelines as set forth by

in*^c Application Security Project(OWASI^ Top 10, SANS Common Weakness Enumer^ation (CWE) Top 25 or CERT
Secure Coding.

H- TEST PLANNING AND PREPARATION

AcceDtanrl H h ® acceptance requirements. All Testing and
W  r herein shall apply to testing the System. This shall include planning
TesHn? for testing, and execution of Unit
Derfnrmn^,i.» '"'®9^°''on testing, conversion/migration testing, installation testing,
user Acceptance during

reoo^H n 1 scheduling assumptions used inregard to the Using Agency s resource efforts during testing.

Contractor's own staff has successfully executed allprerequisite testing, along with reporting the actual testing results.

me Co^'al™ fhT^tSIf ̂ Certincaflan fromine conrracfor that the State s personnel have been trained and the System is instolfed
configured, complete, and ready for State testing. The testing v^rin be conrcled^^^^^^^^^^^
must as"^t?hrs®ta^^^^ Contractor's development environment. Contractor

L  S I f ® accordance with the Test Plan and the Work Plan utilizinatest ohd live Data to validate reports, and cohduct stress and performanL 16™
lii. TESTING

Testing begins upon completion of the Software configuration as required and user tralninnaccord,ng to the Work Plon. Testing ends upon issuance of o ietterSAT Ac^Xctby me

Rectmmen^ed Tel^ng MemldXv"'"'"'" nnethodology deschbed in Table iii-C: State
Table III-C: State Recommended Testing Methodology
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Untt Testing

System

Integration
Testing

Conversion

/Migration
Validation

Testing

Application components are tested on an individual basis to
verify that the Inputs, outputs, and processing logic of each
application component functions vWthout errors. Unit Testing Is
performed In either tt^ development environment or o testing
envlrorSment.

The goal is to find errors in the smollest unit of Software. If
successful, subsequent integration testing should only reveol
errors related to the Integration between application
components.

a.

c.

Validates the Integration between the Individual unit
application components and verifies that the new
System, meets defined requirements and supports
execution of Interfaces and business processes. The
Systems Integrotion Test is performed in a test
environment.

Emphasizes end-to-end business processes and the flow
of information across opplicatlons. It Includes oil key
business processes end interfaces being implemented,
confirms Data transfers with external parlies, and
includes the transmission or printing of all electronic and
paper documents.

The State wHi conduct Systerri Integrotion Testing, utilizing
scripts developed, as Identified in the Test Plan, to
validate the functionality of the System and its
interfaces. The State will also use System integration
Testing to validate modifications, fixes and other System
interactions with the Contractor supplied Software
Solution.

The Conversion/Migration Validation Testing should replicate
the entire flow of the converted Data through the Softwore
Solution. As the Software Solution is interfaced to legacy or
third-party opplicotions, the testing verifies that the resulting
converted legacy Data performs correctly.

Installation Application components ore installed in the System test
Testing environment to test the installation routines and are refined for

the eventual production environment. This activity serves as a
dry run of the instaDation steps in preparation for configuring the
production System.,
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User

Acceptance
Testing (UAT)

The User Acceptance Test (UAT) Is a Yeriftcotion process
performed in c copy of the production environment. The User
Acceptance Test verifies System functionality against
predefined Acceptance criteria that support the successful
execution of approved business processes.

a. The Contractor's Project Manager must certify In writing,
that the. Contractor's own staff has successfully
executed all prerequisite Contractor testing, along with
reporting the actual testing results prior to the start of any
testing executed by State staff.

b. The State will be presented with a State approved Test
Plan, test scenarios, test cases, test scripts, test Data, and
expected results, as well as written Certification of the
Contractor's having completed the prerequisite tests,
prior to the State staff involvement in any testing
activities.

c. UAT wili also serve os o performance ond stress test of
the System. It may cover any aspect of the new System,
including administrative procedures such as backup
and recovery. The results of the UAT provide evidence
that the new System meets the User Acceptance criteria
OS defined in the Work Plan

Upon successful conclusion of UAT and successful System
deployment, the State will issue a lelter of UAT Acceptance and
the respective Warranty Period shall commence as described in
Section 4.12 Warranty Period.

Regression
Testing

As o result, of the user testing activities, problems will be
identified that require coirectlon. The State will notify the
Contractor of the nature of the testing failures in writing. The
Contractor will be required to perform additional testing
activities in response to State and/or user problems identified
from the testing results.

Regression Testing means selective re-testing to detect faults

Introduced during the modification effort, both to verify that
the modifications hove not caused unintended adverse

effects, and to verify that the modified and related (possibly
affected) System components still meet their specified
requirements.

o. For each minor failure of an Acceptance Test, the
Acceptance Period shall be extended by
corresponding time defined in the Test Plan.
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b. The Contractor shall notify the State no later than
five fS) business days from the Contractor's receipt
of written notice of the test failure when the
Contractor expects the corrections to be
completed end ready for retesting by the State.
The Contractor will have up to five (5) .business days
to make corrections to the problem unless
specifically extended in writing by the State.

c. When a programming change is mode in response
to a problem Identified during user testing, a
Regression Test Plan should be developed by the
Contractor based on the understanding of the
program and the change being mode to the
program. The Test Plan has two objectives:

1. Volidote that the change/update has
been properly Incorporated Into the
program; and

2. Validate that there has been no

unintended change to the other portions
of the program.

d. The Contractor shall:

1. Create a set of test conditions, test coses,
and test dot,a that 'will validate that the
change has been incorporated correctly;

2. Create a set of test conditions, test coses,

and test data that will validate that, the
unchanged portions of the program still
operate correctly; and

3. Manage the entire cyclic process.

e. The Contractor will be expected to execute the
Regression Test, provide actuol testing results, and
certify its completion in writing to the State prior to
passing the modified Software application to the
users for retesting..

In designing and conducting such Regression Testing, the
Contractor will be required to assess the risks inherent to the
modificati'on being Implemented and weigh those risks ogairist
the time and effort required for conducting the Regression
Tests. In other words„the Contractor will be expected to design
and conduct Regression Tests thot will identify ony unintended
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consequences of the modification while taking Into account
Schedule and economic considerations.

Security
Review and

Testing

IT Security involves oil functions pertaining to the securing of
State Data and Systems through the creation and definition of
security policies, procedures and controls covering such areas
as Identification. Authentication and non-repudiation.

All components of the Software shall be Reviewed and tested
to ensure they protect the State's hardware and Software and,
its related Dota assets.

Service

Component
Defines the set of capabilities that:

identirication

and

Authentication

Supports obtaining information about
those parties ottempting to Jog onto a
system or application for security
purposes and the validation of users.

Access Control Supports the management of permissions
for logging onto a computer or network.

Encryption Supports the' encoding of Data for
security purposes

Intrusion

Detection

Supports the detection of illegal entrance
into a computer system.

Verification Supports the confirmation of authority to
enter a computer system, application or
network.

•

DIgltai
Signature

Guarantees the unaltered state of a file.

T

User

Management
Supports the administration of computer,
application and network accounts within
an organization.
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•

Role/Privilege
Management

Supports the granting of abilities to users
or groups of users of a computer,
application or network.

-

Audft Trail

Capture and
Analysis

Supports the identification and
monitoring of activities within an
application or system.

Input VcQdaHon Ensures the opplicatlon is protected from
buffer overflow, cross-site scripting, SQL
injection, and unauthorized access of files
and/or directories on the server.

Prior to any System being moved Into production. Contractor
shall provide results of all security testing to the Department of
Information • Technology for Review and Acceptance. AH
Software and hardware shall be free of malicious code
(malware).

HI. GENERAL REQUIRFjyif:!^^

I. CONTRACTOR STAFF

Manager requires approval of the State prior to oward of any
.  RFQ/SOW. The State s approval process may Include, without limitation, at the State's

discretion, review of the^oposed Project Manager's resume, quafificotlons, references and
an interview. The Contractor's Projecl Manager must be quab'fied to

perform the obligations required of the position under the Contract, have full authority to
. make binding decisions, and shall function as the Contractor's representative for all

administrative and management matters. The Project Manager must be available to promptly
respond dunng. Normal Working Hours within two (2) hours to inquiries from the Stote, and be at
the site as needed.

The ContractOT^iall not change key staff and Project Manager commitments (collectively
referred to as Project Staff") unless such replacement is necessary due to sickness, death
termination of employment, or unpaid leave of absence. Any such changes to the
Contractor's Project Staff shall require the prior written approval of the State. Replacement
Project Staff shal) hove comparable or greater skills with regard to performance of the Project
as the staff being replaced and be subject to the provisions of this Contract.

State rnoy conduct reference and background checks on the Controctor's Project Staff:
me State shall maintain the confidentiality of reference and background screening results The
State reserves the right to reject the Contractor's Project Staff as o result of such reference and
Mckground checks. The State also reserves the right to require removal or reossignment of the
Contractor s Key Project Staff found unacceptable to the State.
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Notwithsfanding anything to the controiy, the State shell have the option to-terminate the
Contract, at its discretion, if it is dissatisfied with the Contractor's replacement Project Staff.

The Contractor sholi not allow Its personnel or subcontractors to store State data on portable
devices. Including personal computers, except as specified and allowed by Ihe Contract, and
then only on devices that ore used and kept at its data tenters within the Continental United
Stotes. The Contractor shall permit Its personnel and contractors to access State dato remotely
only to provide technical support and as specified or required by the contract.

li. Program Support Roles
A. PROJECT MANAGER

The Contractor must have, maintain for the duration of this Agreement and engage
Project Manager In any RFQ/SOW in this Agreement with the following minimum
qualifications:,

■  Project Manager shall have at least 5+ years of Program/Project Management
experience managing a contract and IT project team within the Pubiic Sector
or Government environments.

•  Strong ability to establish and maintain effective working relationships witti
associates, subordinates, public officials and other professionals. A very strong
verbal, v/ritten and presentation skills and an ability to express ideas clearly
and concisely both orally and in all forms of communication.

•  Certification in the field of Project Management.
■  Understanding of Agency business strategies and oversees short and long-

term Saiesforce strategies for IT Infrastructure, operations and Agency IT Plan
(AiTP), and works with project team to define objectives, research IT
requirements, provide cost benefit.analysis and directs projects towards the
best Saiesforce solution.

■  Provides input into the design and implementation of project
management/infrastructure processes where modifications are beneficial to
support project outcomes. This may include items such as deliverable
templates, invoice processing, time approval, or sub-team reporting where
such Infrastructure is not existent or not meeting the needs of the project.

•  Demonstrates technical and judgmental skills required to perform project
management.

■  Provides direction and support for assigned projects (project
intake/prioritizations, and workflow and document.management) to ensure
timely and efficient completion of tasks.

■  Assumes responsibility for projects and assigned staff and consultants.
Including delegation and scheduling of work across agencies and provides
timely project progress reviews and feedback to senior leadership in DolT,

'. Project parficiponts and sponsors.
■ Maintain continuous and effective oversight of analysis and coordination •

efforts, including business analysts to support project mission and objectives.
•  Leads analysis as well as project management tasks and activities as needed

to move project efforts towards completion.
■  Maintains project plan monitoring, control and updates as authorized and

approved by DolT manogement.
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Participates In Intra- and inter- agency discussions, requiring logical and
technological expertise, particularly to share and document iniformation and
coordinate with project stakeholders from DolT and other agencies.
Continually seeks to improve practices to add quality and value in support of
the-intended assigned project missions and goals.
Facilitate ongoing status reporting and conduct periodic project reviews.
Ability to perform financial management duties - producing biDs/invoices and
tracking the project budget.
Maintains a Pogrom Management Schedule that tracks upcoming work,
major accomplishments, and risks.
Ability to manage project staff end ensure that they meet approved project
deadlines.

B. Scrum Master

The Contractor must have, maintain for the duration of this Agreement and engage
Scrum Master In any RFQ/SOW in this Agreement with the following minimum
qualifications:

Scrum Master shall have at least 5+ years of experience, a Salesforce project
team within the Public Sector or Governmental environments.

At least 1 of the following certifications: Certified Scrum Master. PMl Agile
Certified Practitioner, Professional Scrum Master II Certification.

Experience with facilitating Scrum Events and Activities.
Experience with ensuring the project team and government staff understand
the scrum or agile framework that will be used for sprints and releases.
Experience with leading Scrum or Scrum Sessions.
Experience with ensuring that the Sprint Stays aligned to Sprint Goals and
meets the definition of done.

Experience with tracking and communicating issues that are discussed during
the Daily Scrums or Scrum of Scrum sessions.
Experience with fociHtctlng Sprint Retrospective and Identify areas of
improvement.
Experience with supporting the development teem In creating user stories for
each sprint.

Experience-In application design end development as well a systems
maintenance and operations of o large-scale IT system.
Experience with maintairilng the Scrum Task board or Konbon Board for the
development team and government to review the latest status of the sprint. ,

C. Salesforce Administrator

The Contractor must have, mointain for the duration of this Agreement and engage
Salesforce Administrator In any RFQ/SOW in this Agreement with the following minimum
qualifications:

•  Salesforce Administrator shall hove at least 3+ yeors of experience o
Salesforce project teem within the Public Sector or Governmental
environments.

• Must hove Salesforce Certified Administrotor certification.

•  Experience with setting up organization profiles, configuring User interfaces
and configure seorch settings.
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■  Experience with creating and maintaining an enterprise contact Kst within
Salesforce.

.• Experience with setting up end managing user profiles, troubleshooting user
login issues.

■  Experience with deploying lift and shift Salesforce solutions.
■  Experience with managing Security and data access based on: restricting

logins, determining object access, establish record access controls, manage
record access with role hierarchy, deal with record access exceptions, and
rnanage field-level security.

■  Experience with customizing Solesforce solutions by creating new custom
fields, developing picldists 8. looiajps, estabOshing page layouts, create record
types while maintaining data quaDty.

■  Experience wath managing Soles force data based on: importing new records
using the Import wlzords, updating existing records, mass transfer of records
between users, cleaning of records/data Integrity, backing up data, and
maintaining a data dictionary.

■  Experience with demonstrating the ability to automate email template
responses. workfloNvs, process builder, and estabfeh rules within Salesforces
capabilities.

■  Experience with developing reports and dashboards within Salesforce based
on the following: running and modifying reports, creating new reports, building
dashboards using data visucrizatlon tools, and exporting dota from reports.

■ Must have stronig business analysis and functlorTal experience, including
requirements gathering, creating/deploying solutions to end users, and
managing User Acceptance Testing (UAT)/deployment process.

■  Experience with the following: deploying Solesforce's solutions within a
Government Cloud environment, knowledge (and experience) with Transport
Layer Security (TLS) and Secure Sockets Layer fTSL), Salesforce Apex,
Salesforce Object Query Language SOQL Chatter. Soiesforce's Lightning
Component. VisualForce, Mulesoft, DocGen(Nintex). DevOps and Continuous
Integration Tools. GitHub or similar tools.

■  Experience with developing the following: Sales force intoke solutions.
Salesforce Investigation solutions. Salesforce Assessment solutions. Salesforce
Service Planning Splufibns, Cose Management Solutions, Salesforce Reporting
solutiorw. Salesforce Resource Management Solutions, Salesforce Rnonclal
Management Solutions, and experience with designing Salesforce Ul and UX.

D. Salesforce Platform Developer
The Contractor must have, maintain for the duration of this Agreement and engage as
a Salesforce Administrator In any RFQ/SOW in this Agreement with- the following
minimum qualifications:

•  Salesforce Developer shall have at least 3+ years of Salesforce Platform
Developer experience with c Salesforce project team within the PubOc Sector
or Governmental environments.

■ Must have at least one of the following certifications: Salesforce Platform
Certified Develop I.,Salesforce Platform Developer II. or Salesforce Platform
App Builder.
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■  Experience with product development life cycle and software testing, which
includes creating unit test cases establishing unit testing protocols and
oppropricte testing environments, coordinate and execute software testing.

■  Experience \vith deploying lift and shift Salesforce solutions.
■  Ability to design, code, test, debug, package and deploy quality scalable

and well-documented solutions on the Salesforce solutions:
■  Experience with deploying Salesforce's solutions within o Government Cloud

environment.

■  Successfully document/maintain documentotion on application code,
application use and flow, and training materials.

■  Experience wHh demonstrating the ability to outomote email template
responses, workflows, process builder, and establish rules within Salesforce
capabilities.

■  Experience with: Salesforce design/development, DevOps and Continuous
Integration Topis, Salesforce Apex, developing Salesforce mobile solutions,
MuleSoft and API progromrning. Chatter, VisualForce, Salesforce's Lightning
Component. JavaScript. C3 or C++v SQL or Data Manipulation Language
[DML], Salesforce Object Query Language (SOQL). GItHub or simHar tools and
code versioning best practices, designing Salesforce Ul and UX. and DocGen
(Nintex).

■  Experience with developing: Salesforce Intake solutions, Salesforce
Investigation solutions. Salesforce Assessment solutions, Salesforce Service
Planning solutions, Salesforce Case Management solutions. Salesforce
Reporting solutions, Solesforce Resource Management solutions, and
Salesforce Rnancial Management solutions.

E. Salesforce Technical Architect

The Contractor must have, maintain for the duration of this Agreement and engage as
o Technical Architect In ony RFQ/SOW in this Agreement with the foliovring minimum
qualifications:

■  Technical Architect shoU have at least 5+ years of Salesforce Technical
Architecture experience with a Salesforce project team within the Public

.-i Sector or Governmental environments.

■ Must hove the at least one of the' following certifications: Salesforce Certified
Application Architect, Solesforce Certified System Architect, or Salesforce
Certified Technical Architect.

•  Experience with orchltecting solutions that address security complexities, Dev
Ops, application design/development, and capabilities on the Lightning
Platform as port of a functional security model.

•  Experience with Identifying development-related risks, considerations, and
Umlts for the platform across the architecture.

■  Experience with deploying lift and shift Salesforce solutions.
•  Understanding of dote migration considerations, design trade-offs, and'

common ETL tools.

• ■ Ability to document and maintain current As-Js ond To-Be Salesforce Solutions'
Architecture for government review.

■ Ability to discuss and demonstrate oil ospects of the Salesforce platform,
,  Including but not limited to business-processes, hosting infrastructure, security.
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integrafion to other IT Systems across the State of New Hampshire's IT
Enterprise.

■  Experience with Service Oriented Architecture (SOA). '
■  Understanding of systems architecture and ability to design scalable

performarice-driven solutions.
■  Experience with Salesforce Apex.
•  Experience with VisualForce.
■  Experience with Salesforce's Lightning Component.
■  Experience with' JavaScript.
•  Experience with deploying Salesforce's solutions within a Govemment Cloud

environment. . ,
■ Must have 3+ years of experience with GitHub or similar tools and code

versloning best practices.
■  Strong knowledge of the SDLC framework.
■  Experience with DevOps and Continuous Integration Tools e.g. (Jenkins).
•  Experience with MuieSoft or similar tools and API programming..
■  Experience with Single Sigrvon (SSO) and Security Assertion'Markup Longuage

•  Experience and knowledge with Transport Layer Security (TLS) and Secure
Sockets Layer (TSL).

"  Experience with DocGen (Nintex)
•  Experience with developing: Salesforce Intake solutions, Salesforce

Investigation solutions. Salesforce Assessment solutions. Salesforce Service
Planning solutions, Salesforce Cose Management solutions, Salesforce
Reporting solutions, Solesforce Resource Management solutions, Salesforce
financial Management solutions, Salesforce Obfect Search Language fSOQL,
and HTML.

F. Salesforce Data Architect

Ttie Contractor must hove, maintain for the duration of this Agreement and engage as
a Salesforce Data Architect In any RFQ/SOW in this Agreement with the following •
minimum quafificotioris:

■  Technical Architect shall have at least 5+ years of Salesforce Data
Architecture experience with a Salesforce project team within the Public
Sector or Governmental environments.

■  Experience in agile deliver.
" Must be 0 Salesforce certified Dota Architecture and Management Designer.
•  Experience with Data Modeling/Database Design.
■  Experience with large scale Data Migration efforts and Indexing.
■  Experience with performing Extract, Transform, Load (ETL) efforts.
• Must maintain data quality, o dota dictionary, and As-ls and TO-Be data

models (logical and physical] for users to reference.
•  Experience vvifh Salesforce Shield for data security.
■  Experience with Oracle database.
•  Experience with leveraging Master Data Management (MDM) Tools.
■  Experience with deploying Salesforce's solutions within a Government Cloud

environment.

■  Experience with Salesforce Apex.
■  Experience with MuieSoft and API programming.
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Experience with VisualForce.
Experience with Salesforce's Lightning Component.
Experience with SQL or Data Manipulation Language (DML).
Experience with Salesforce Object Query Language (SOQLJ.
Experience with GitHub or similar tools and code versioning best practices.
Experience with JavaScript.
Experience with Tableau or similar data visualization tool.
Experience with data analytics, data governance, and Business Intelligence
solutions svithin Salesforce.

Experience vwth DocGen (Nlntex).
Experience with developing Salesforce Intake solutions.
Experience with developing Salesforce Investigation solutions.
Experience with developing Salesforce Assessment
Experience with developing Salesforce Service Planning solutions.
Experience with developing Salesforce Case Management solutions.
Experience with developing Salesforce Reporting solutions.
Experience with developing Salesforce Resource Management solutions.
Experience with developing Salesforce Financial Management solutions.
ExjDerience and knowledge with Transport Layer Security (TLS) and Secure
Sockets Layer [TSL).

G. Salesforce Business Analyst
The Contractor must hove, maintain for the duration of this Agreement and engage as
a Salesforce Business Analyst In any RFQ/SOW In this Agreement with the following
minimum qualifications:

■  Salesforce Business Analyst shall hove at least 3+ years of Salesforce Business
Anolyst experience with a Salesforce project team within the Public Sector or
Governmental environments.

Must hove the Salesforce Certified Administrator certification.

Experience in agile delivery.
Proficient In MS Excel, Word. PowerPoint and Vbto.

Experience with writing user stories, use cose. business/IT requirements, and
User Acceptance Testing documents.
Experience with writing manuals and-standord operating procedures.
Experience with developing As-ls and To-Be process.
Experience with Salesforce Solutions.
Experience with Tableau or similar data visualization tools.
Strong knowledge of the SDLC framework.
Experience with facilitating requirements gathering sessions and problem
solving.
Experience developing reports that meeting Federal Standards.
Experience with gathering requirements for DocGen (Nintex).
Experience with gathering requirements for Salesforce Intake solutions.
Experience with gathering requirements for Salesforce Investigation solutions.
Experience with gather requirements for Salesforce Assessment solutions.
Experience with gathering requirements forSale^orce Service Planning
solutions.

Experience with gathering requirements for Salesforce Case Management
solutions.
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•  Experience with gathering requirements for Sclesforce Reporting solutions.
■  ExiDerience with gathering requirements for Salesforce Resource Management

solutions.

■  Experience with gathering requirements for Salesforce Rnanciol management
solutions.

H. Salesforce Training Consultant
The Contractor must hove, maintain for the duration of this Agreement and engage as
a Salesforce Training Consultant In ony RFQ/SOW in this Agreement with the following
minimum qualifications;

■  Salesforce Training Consultant shall have Salesforce Training experience with a
Salesforce project team vrithiin the Public Sector or Governmental
environments.

Must hove Salesforce Certified Administrator certification.

Proficient In MS Excel. Word, PowerPoint, and VIsio.

Experience vrith writing user guides and training manuals.
Experience with Tableau or slmDar data visualization tool.
Experience with Learning Management Solutions such as Moodle.
Experience with training and teaching an audience on Salesforce solutions.
Strong knowledge of the SDLC framework.
Experience with gathering training requirements for future training sessions.
Experience with fqcllltating requirements gathering sessions and prablem
solving.
Experience with providing training on DocGen (Nintex);
Experience with providing training on Salesforce Intoke solutions.
Experience with providing training on Salesforce Investigation solutions..
Experience with providing training on Salesforce Assessment solutions.
Experience with providing training on Salesforce Service Planning solutions.
Experience with providing training on Salesforce Reporting solutions.
Experience with providing training on Salesforce Resource Management
solutions.

Experience with gathering requirements for Salesforce Rnanciai management solutions.

ly, DELIVERABLES

The Contractor shall provide the State with the Deliverables and Services In accordance with
the time frames in their response to RFQs/SOW. All Deliverables shall be subject to the State's
Acceptance as set forth in Testing and Acceptance, herein. Upon its submission of a
Deliverable, the Contractor shall represent that it has performed its obligations under the
Contract and RFQ/SOW associated with the Deliverable.

By unconditionally accepting a Deliverable, the State reserves the right to reject any ond all
Defiverables in, the event the State detects any Deficiency in the System, in whole or in part,
through completion of all Acceptance Testing, including but not limited to. Software/System
Acceptance Testing, and any extensions thereof.

For each denial of Acceptance, the Acceptance Period may be extended, at the option of
the State, by the corresponding time required to correct the Deficiency, retest or Review.
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I. WRIHEN DEUVERABLES REVIEW

The State will Review RFQ/SOW Written Defivetcbles for an Acceptance Period of five (5)
business days after receiving written Certification fronr^ the Contractor that the Written
DefiverGble Is final complete, and ready for Review. The State will notify the Contractor in
writing of Its Acceptance or Non-Acceptance of a Deliverable by the end of the five (5) day
Review Period. If any Deficiencies exist within RFQs/SOW, the State will notify the Contractor In
writing of the Deficiency and the Contractor must correct the Deficiency within five (5)
business days of receiving notice from the State at no charge to the State. Upon receipt of
the corrected Deliverable, the State wpl have five (5) business days to Review the corrected •
Written Deliverable and notify the Contractor in writing of Its Acceptance or rejection thereof.

n. SOFTWARE DELIVERABLES

Testing and Acceptance are completed based on the requirements defined herein.

IP. NON-SOFTWARE DaiVERABLES REVIEW

The State will Review RFQ/SOW Non-Software Defiverables to determine whether any
Deficlericy exists and notify the Contractor in writing of Its Acceptance or non-acceptance of
the Non-Software Deliverable. The Contractor must correct the Deficiencies within five (5)
business days, or vrithin the period identified In the Work Plan, as applicable. Following
correction of the Deficiency, the State wPI notify the Contractor in writing of its Acceptance or
rejection of the Deliverable.

iv. SOFTWARE LICENSE GRANT

The Software License shall grant the State a worldwide, perpetual, irrevocable, noivexcluslve,
non-transferable, limited license to use the Software and its associated Docurhentation,

" subject to the terms of the Contract. ;

V. SOFTWARE AND DOCUMENTATiObi COPIES

The Contractor shall provide the State with a sufficient number of hard copy versions of the
Software's associated Documentation and one (1) electronic version in Microsoft WORD end
PDF format. The State shall hove the right to copy the Software and Its associated
Documentation for Its Internal business needs. The State agrees to Include copyright and
proprietary notices provided to the State by the Contractor on such copies.

vl. RESTRICTIONS

Except OS otherwise permitted within, the State agrees not to:

•  Remove or modify any program markings or any notice of Contractor's proprietary
rights;

• Make programs or materials available in any manner to any third party for use In the •
third party's business operations, except as permitted herein; or

•  Cause or permit reverse engineering, disassembly or recompilafion of the programs.
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vll. TITLE

The Contractor must hold the right to allow the State to use the Software or hold all title, right,
and interest pncludlng oil ownership and intellectual property rights) In the Software and its
associated Documentation.

vfli. Remedies

If the Contractor fails to correct a Deficiency within the period of time allotted by the State,
the Contractor shall be deemed to hove committed an Event of Default, pursuant Section 8,
State of New Hampshire Terms and Conditions - P-37. General Provisions.

Notvrithstanding any provision of the Contract, the State's option to terminate the Contract
and pursue the stated remedies will remain in effect until the Contractor completes the
Contract to the satisfaction of the State.

Ix. SYSTEM ACCEPTANCE

Upon completion of the Warranty Period, the State will issue a Letter of Rnal System
Acceptance.

X. WARRANTY PERIOD

I

The Warranty Period for each project will initially commence upon the State issuance of a'
Letter of Acceptance for UAT and will continue for ninety (90) days. If within the last ttiirty (30)
calendar days of the Warranty Period, the System Software falls to operate as spedfied, the
Warranty Period will cease, the Contractor will correct the Deficiency, and a new fhirty (30)
calendar day Warronty Period will begin. Any further Deficiencies with the Software must be
corrected and run fault free for thirty (30) days.

The Contractor shall warrant-that the System must operate to conform to the Specifications,
terms, and requirements of the Contract and RFQ/SOW.

The Contractor shall warrant that the Software is properly functioning within the System,
compliant with, the requirements of the Contract, and will operate in accordance with the
Specifications. Software shall be archived and or version controlled through tl;ie use of the
State of New Hampshire's configuration management system.

The Contractor shall warrant that it has good title to, or the right to allow the State to use all
Services, equipment, and Software provided under this Contract, and that such Services,
equipment, and Software ("Material") do not violate or Infringe any patent, trademark,
copyright, trade name or other intellectual property rights or misappropriate a trade secret of
any third party.

The Contractor shall warrant that the Software will not contain any viruses, destructive
programming, or mechanisms designed to disrupt the performance of the Software in
accordance \Mth the Specifications.
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The Contractor shall warrant thot aU System components, including any replacement or *
upgrad^ System Software corpponents provided by the Contractor to correct Deficiencies or
as an Enhancement; shall operate with the rest of the System without loss of any functionality.

The Contractor shall warrant that all Senrices provided under the Contract will be provided in
a proferaonal manner in accordance with Industry standards and that Services will comply
with performance standards.

xl. * WARRAt^iTY SERVICES

The Contractor shall agree to maintain, repair, and correct Dendendes in the System
So^are, Indudirig but not limfted to the individual modules or functions, during the Warranty
Period at no addtionci cost to the State, In accordance with the Specifications and terms and

Contract, including without imitation, correcting all errors, and Defects
and Defidencies; eliminating viruses or destajctive programming; and replacing incorrect
Defective or Deficient Software and Documentation.

Warranty Services shall indude, vWthout limitation, the following;
• Maintdn the Systern Software In accordance with the Specifications terms and

requirements of fhe Contract;
•  Repair or replace the System Software or any portion thereof so that the System

operates in accordance with the Spedficotfons, terms, and requirements of the
Contract;

■  The Contractor shell hove available to the State on-call telephone assistance, with Issue
tracking available to the State, twenty four (24) hours per day and seven (7) days a
week with an emdl / telephone response within two (2) hours of request, with
assistance response dependent upon issue severity;

■  On-site additional Services within four (4} business hours of a request;
• Maintdn a record of the activities reloted to Warranty Repair or maintenance activities

performed for the State; and
•  For all Warranty Services calls, the Contractor shall ensure the following information vwil

be collected and maintained;
o Nature of the Deficiency;
o Current status of the Deficiency;
0 Action plans, dates, and times;
o Expected and actual compleKon time;
o Deficiency resolution Information;
o Resolved by;
o  identifying number i.e. work order number; and
0  Issue Identified by.

•  The Contractor must work with the State to Identify and troubleshoot potentially lorgor
scale Software failures or Deficiencies by collecting the following Information:

o Meon time between reported Deficiencies with the Software;
o Diagnosis of the root cause of the problem; and
o  identification of repeot colls or repeat Software problems.

•  All Deficiencies found during the Warranty Period and oil Deficiencies found with the
Warronty Releases shell be corrected by the Contractor no later than five (5) business
days; unless specifically extended in voting by the State, at no additional cost to the
State.
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If in the Event of Default, the Contractor fails to correct the Deficiency within.the allotted
period of time (see above), the State shall have the right, at its option: 1) to declare the
Contractor in default, terminate the Contract, in whole or In part, vrithout penalty or liability to
the State; 2) to return the Contractor's product and receive a,refund forall amounts paid to
the Contractor, including but not limited to, applicable license fees within ninety (90) days of
notification to the Contractor of the State's Intent to request a refund; and 3) to pursue its
remedies available at law or in equity.

Notwithstanding any provision of the Controct, the State's option to terminate the Contract
and pursue the remedies above will remain in effect uritll satisfactory completion of the full
Warranty Period.

xh. ongoing software maintenance and support levels

The Contractor shall maintain and support the System in all material respects as described In
the applicable program Documentation after deRvery and the Warranty Period of ninety (90)
days through the completion of the Contract term. •

The Contractor will not be responsible for maintenance or support for Software developed or
modified by the State.

xHI. MAINTENANCE RELEASES

The Contractor shall make available to the State the latest program updates, general
■ maintenance releases, selected functionality releases, patches, and Documentation that ore
generally offered to Its customers, of no additional cost.

xtv. CONTRACTOR RESPONSIBILITY

The Contractor shall be responsible for performing on-site Or remote technical support in
accordance with the Coniract Documents, including without limitation the requirements,
terms, and conditions contained herein.

As part of the Software maintenance Agreement, ongoing Software maintenance and
support levels. Including all new-Software releases, shall be responded,to according to the
fcIloNving:

• Class A Deficiencies - The Contractor shall have available to the State on-coll

telephone assistance, with issue tracking available to the Stote. eight (8) hours per day
and five (5) days a week with an email / telephone response within two (2) hours of
request; or the Contractor shall provide support on-site or vrith remote diagnostic
Services, within four (4) business hours of a request;

•  Class B & C Deficiencies -The State shall notify the Contractor of such Deficiencies
during regular business hours and the Contractor shall respond bock within four (4)
hours of notification of plonned corrective action;
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The Contractor shall repair or replace Software, and provide maintenance of the Software In
Gccordance with the Specifications. Terms and Requirements of the Contract;

The Contractor shall maintain a record of the activities reloted to warranty repair or
maintenance activities performed for the Stote;

For aD maintenance Services calls, the Contractor shall ensure the following Information will be
collected and maintained: .

I. Nature of the Deficiency;
II. Current status of the Deficiency;
in. Action plans, dotes, and times:
iv. Expected and actual completion time;
V. Deficiency resolution Information;
vi. Resolved by;
vii. Identifying number I.e. work order number; and
vBI. Issue Identified by. '

The Contractor must work vwth the State to identify and troubleshoot potentially large-scale
System failures or Deficiencies by collecting the following Information: 1) niecn time between
reported Deficiencies with the Software; 2) diagnosis of the root cause of the problem; and 3)
identification of repeat colls or repeat Software problems.

If the Contractor falls to correct a Deficiency within the allotted period of time Stated above,
the Contractor shall be deemed to have committed on Event of Default, pursuant to Section
8: State of New Hampshire Terms and Conditions - P-37. The State reserves the right to return
the Contractor's product and receive a refund for all amounts paid to the Contractor,
including but not limited to, applicable license fees, v/ithln ninety (90) days of notification to
the Contractor of the State's refund request

XV. .ADMINISTRATIVE SPECIFICATIONS

The State will not be responsible for any travel or out of pocket expenses-incurred In the
performance of the Services.

The Contractor shall assume all travel and related to include, but not limited to: meals,

hotel/housing, airfare, car rentals, car mileage, and out of pocket expenses.

The State will not pay for any shipping or delivery fees unless spedfically itemized In the
Contract.

The State agency will work with the ,Contractor to determine the requirements for providing all
necessary workspace and office equipment. Including desktop computers for the
Controctor's staff. If Contractor has specific requirements, they must be Included in the
Contractor's response to any RFQ/SOW.

Contractor personnel shall provide Services between the Work Hours as identified by the
requesting State Agency, excluding State of New Hampshire holidays. Changes to this
Schedule may be made upon Agreement with the State Project Manager.
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As applicable, and reasonably necessary, and subject to the applicable State and federal
laws and regulations and restrictions imposed by third parties upon the State, the State will
provide the Contractor with access to all program files, libraries, personal computer-based
systems, software packages, network systems, security systems, and hardware as required to
complete the contracted Services,

The Contractor shall provide the State access to all Documents, State Data, materials, reports,
and other work in progress relating to the Contract ("State Owned Docurhents"). Upon
expiration or termination of the Contract, Contractor shall turn over all Stdte-owned
Documents. State Data, material, reports, and work in progress relating to this Contract to the
State at no additional cost to the State. State-ONvned Documents must be provided in both
printed and electronic format.

Upon successful completion and/or termination of the Implementation of the Project, the
Contractor shall own and hold all, title, and rights In any Software modifications developed In
connection with performance of obligations under the Contract, or modifications to the
Contractor provided Software, and their associated Documentation Including any and all
performance enhancing operational plans and the Contractors' special utilities. The
Contractor shall license back to the State the right to produce, publish, or ottierwise use such
Software, source code, object code, modifications, reports, end Documenlation developed
under the Contract.

In no event shall the Contractor be precluded from developing for Itself, or for others, materials
that are competitive with, or similar to Custom Software, modifications developed in
connection with performance of obligations under the Contract. In addition, the Contractor
shall be freb.to use its general knowledge, skills, experience, and any other ideas, concepts,
know-how, ond techniques that ore acquired or used In the course of Its performance under
this Agreement.

All work done must conform to standards and procedures established by the Department of
Information Technology and the State.

In consideration for receiving access to and use of the computer facilities, network, licensed or
developed Software. Software maintained or operated by any of the State entities, systems,
equipment. Documentation, information, reports, or Database Administrator of any kind
(hereinofter "Information"). Contractor understands qnd agrees to the following rules:

•  Every Authorized User has the responsibility to assure the protection of information
from unauthorized access, misuse, theft, damage, destruction, modification, or
disclosure;

•  information shall be used solely for conducting official State business: and all other
use or access Is strictly forbidden Including, but not limited to, personal, or other
private and non-State use ond that of no time shall Contractor access or attempt to
access any infotmatjon without having the express authority from the State to do so;

•  At no time shall Contractor access or attempt to access any information in a
manner inconsistent with the approved policies, procedures, and /or agreements
relating to system entry/access;

•  All Software Licensed, developed, or being evaluated by the State cannot be
copied, shared, distributed, sub-licensed, modified, reverse engineered, rented, or
sold, and that at all times Contractor must use utmost care to protect and keep
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such Software strictly confidential in accordance with the license or any other
Agreement executed by the State. Only equipment or Software owned, licensed, or
being evaluated by the State, can be used by the Contractor. Personal Software
(including but not limited to palmtop sync Software) shall not be Installed on any
equipment; and

•  If the Contractor is found to be In violation of any of the above-stated rules, the
Contractor moy face removal from the Contract, and/or criminal or civil
prosecution. If the act constitutes a violation of low.

E-Mail ond other electronic communication messaging systems are State of New Hampshire
property and ore-to be used for business purposes only. Email Is defined as "internal email
systems" or "State-funded email systems." Contractor understands and agrees that use of
email shall follow State standard policy (available upon request).

The Intemet/lntranet is to be used for access to and distribution of information in direct support
of the business of the State of New Hampshire according to State standard policy (available
upon request).

xvl. FORCE MAJUERE

Neither Contractor nor the State shall be responsible for delays or failures in performance
resulting from unforeseeable events beyond the control of such party end without fault or
negligence of such party. Such events shall include acts of God. strikes, lock outs, riots, and
acts of War. epidemics, fire, power failures, nuclear accidents, earthquakes, and unusually
severe weather.

Bccept in the event of the foregoing. Force Mojeure events shall not Include Contractor's
inability to hire or provide personnel needed for the Contractor's performance under, the
Contract.

xvR. STATE CONRDENTIAL INFORMATION

In performing its obligations under the Contract, the Contractor may gain access to
information of the State, Including State Confidential Information. "State Confidential
Information" shall include, but not be limited to. information exempted from public disclosure
under New Hampshire RSA chapter 91 -A: Access to Public Records and Meetings (see e.g. RSA
chapter 91-A: 5 Exemptions). The Contractor shall not use the State Confidential Information
developed or obtained during the performonce of, or ocqulred, or developed by reason of
the Contract, except as Is directly connected to and" necessary for the Contractor's
performance under the Contract.

The Contractor agrees to molntoln the confidentlarrty of and to protect from unauthorized use.
disclosure, publication, and reproduction (collectively "release"), oil State Confidential
Information that becomes available to the Contractor in connection with its performance
under the Contract, regardless of its form.

Any disclosure of the State Confidential information shall require prior written approval of the
State. The Contractor shall Immediately notify the State If any request, subpoena or other
legal process Is served upon the Contractor regarding the Stote Confidential Information, and
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the Contractor shall cooperate with the State in dny effort it undertakes to contest the request,
the subpoena or other lego) process, at no additional cost to the State.

In the event of unauthorized use or disclosure of the State's Confidential information, the
Contractor strail immediately notify the State, and the State shall immediately be entitled to
pursue any remedy at law and in equity, including, but not limited to injunctive relief.

Insofar as the Contractor seeks to maintain the confidentiality of its conftdential or proprietary
information, the Contractor must clearly Identify in writing the information It claims to be
confidential or proprietary. The Contractor acknowledges that the State is subject to the Right
to Know Low, RSA chapter 9I-A. In the event the State receives o request for the information
Identified by the Contractor as confidential, the State will notify the Contractor and specify
the date the State will be releasing the requested information. At the request of the State, the
Contractor shall cooperate and assist the State \Arith the collection end Review of the
Contractor's information, at no additional expense to the State. Any effort to prohibit or enjoin
the release of the information shall be the Contractor's sole responsibility and at the
Contractor's sole expense. If the Contractor fails to obtain a court order enjoining the
disclosure, the State shall release the information on the date specified in the State's notice to
' the Contractor without any State liability to the Contractor.

In the event of a Data Breach, the Contracta shall comply with provisions of NH RSA 359-C.

xvHL TRANSMISSION OF CONFIDENTIAL DATA

Application Encryption: Contractor attests the applications have been evaluated by an
expert knowledgeable in cybersecurity and that said application's encryption capabilities
ensure secure transmission via the internet If transmitting data containing confidential data
between applications.

Computer Disks and Portable Storage Devices: Contractor may not use computer disks or
portable storage devices, such as a thumb drive, as a method of transmitting Confidential
Data. Encrypted thumb drives may be used with written exception from the State.

Encrypted Email: Contractor may only employ email to transmit Confidential Data if email is
encrypted and being sent to and being received by email addresses of persons authorized to
receive such Information.

Encrypted Web Site: If Contractor is employing the Web to transmit Confidential Data, all data
must be encrypted in transit using TLSvl .2 or hngher.

File Hosting Services, also known as RIe Sharing Sites: Contractor may not use file hosting
services, such as Dropbox or Google Cloud Storage, to transmit Confidential Data, without
written exception from the State.

Ground Mail Service: Contractor may only transmit Confidential Data vio certified ground mail
or other delivery service with document/parcel tracking and receipt signature systems, such as
UPS or FedEx, within the continental U.S.'and when sent to a named individual.
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Open Wireless Networks: Contractor may not transmit Confidential Data via an open wireless
network, unless employing a secure method of transmission or remote access, such as a virtual
private network (VPN).

Remote User Communication: If Contractor Is employing remote communication to access or
. transmit Confidential Data, a secure method of transmission or remote access must be used.

SSH File Transfer Protocol also known as Secure File Transfer Protocol (SFTP): If Contractor is
employing an SFTP to transmit Confidential Date, Contractor will structure the Folder and
access privileges to prevent inappropriate discbsure of information. SFTP folders and sub-
folders used for transmitting Confidential Data will be coded for 24-hour auto-deietion cycle
(I.e. Confidential Data will be deleted every 24 hours).

Wireless Devices: If Contractor is transmitting Confidential Data via wireless devices, oil
Confidential Date must be encrypted to prevent Inappropriate disclosure of Information and
devices must be password protected.

xix. RETENTION AND DISPOSITION OF IDENTIFIABLE RECORDS

The Contractor shall retain the Confidential Data for the duration of this Coiitract. Upon the
termination of the Contract, the Contractor shell return the Data in whatever form It may exist
to the State vwthin 30 days of the Contract termination. Only upon return of-the Data to the
State, the Contractor shell destroy the Data unless instructed otherwise by the State.

I. ' Retention

Contractor agrees:

•  Not to store, transfer or process Confidential Data collected In connection Nvith the
services rendered under this Contract and RFW/SOW outside of the United States. This

physical location requirement shall also apply in the Implementation of cloud
computing, cloud service or cloud storoge capabilities, and includes backup data and
Disaster Recovery locations.

•  Conftdentlal Data will not be stored on personal devices.

•  To ensure proper security monitoring capabilities are in piece to detect potential
security events that can impact State of NH systems and/or State Confidential Dote for
contractor provided systems accessed or utilized for purposes of carrying out this
Contract.

•  To provide or require security awareness and education for/of its End Users in support of
protecting Confidential Dote.

•  To retain all electronic and hard copies of Confidential Data in a secure location.

• Confidential Data stored in o Cloud must be in a Government Cloud- compliant solution
* and comply with all applicable statutes and regulations regarding the privacy and
security. All Controctor controlled servers and devices must follow the hardening
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. standards .05 outline in NIST 800-123
(https://nvlpubs.nist.g0v/ni5tpubs/legocY/sp/nistspeciQlpubRcation8OO-l 23.pdf). As well
as current, updated, and maintained onti-malware utilities (e.g. antl-viroi, anti-hacker,
anti-spam, antl-spyware). The environment, as a v4io)e. must have intrusion-detection
services and Intrusion protection's^vices, as well as. firewall protection.

•  To cooperote with the Stale's Chief Information Securrty Officer (CISC) in the detection
of any security vulnerability of the hosting infrastructure.

ii. Disposition

If the Contractor will maintain any Confidential Dote on its systems (or its sub-contractor
systerns), the Contractor will maintain a documented process for securely disposing of such
data upon request or contract termination. The Controctor win also obtain Nvritten
certification for any State of New Hampshire dote destroyed by the Contractor or any
subcontractors as a part of ongoing, emergency, and or disaster recovery operations
When no longer in use, electronic media containing State of New Hampshire Confidential
Data shall be rendered unrecoverable via o secure wipe program in accordance with
industry-accepted standards for secure deletion and media sanitization, or otherv^se
physically destroying the media (for example, degaussing) as. described in NIST Special
Publication 800-88. Rev 1. Guidelines for Media Sanitization, National Institute of Standards
and Technology, U. S. Department of Commerce.

The Contractor shall provide the State with written certification, including date and time of
data destruction, osserting that data was destroyed per this Agreement. The written
certification will include all details necessory to demonstrate Confidential Data has been
property destroyed and validated. Where applicable, regulatory and professional
standards for retention requirements will be jointly evaluated by the State and Contractor
prior to destruction. In the event where the contractor hos comlngled Confidential Data
and the destruction is not feasible the State and Contractor wiD jointly evaluate regulatory
and professional standards for retention requirements prior to destruction.

XX. PROCEDURES i=OR SECURITY

L Contractor agrees to safeguard the Confidential Data received under this Contract, and
any Derivative Data or files, as follows

a. The Contractor wiD maintain proper security controls to protect Confidential Data
collected, processed, managed, end/or stored in the delivery of contracted
services.

b. The Contractor will maintain policies end procedures to protect Confidential Data
throughout the Informotion llfecycle, where applicable, (from creation,
transformation, use, storage and secure destruction) regordless of the medic used
to store the data (i.e., tape, disk, paper, etc.).

c. The Contractorwill maintain appropriate authenticotion end access controls to
contractor systems that collect, transmit, or store Confidential Data where
applicable.

d. if the Controctor will be sub-contracting any core functions of the Contract and or
RFQ/SOW supporting the services thereunder, the Contractor will ensure End User(s)
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will maintain an internal process or processes thot defines specific security

expectations, and monitoring compliance to security requirements that are
equivalent vWth the obligotions imposed on the Contractor by this Agreement.

e. The Contractor will work with the State to sign and comply with all applicable State
of New Hampshire and Department system access and authorization policies and
procedures, systems access forms, end computer use agreements as part of
obtaining and maintaining access to any Confidential Data or system(s].
Agreements will be completed and signed by the Contractor and any appBcable
sub-contractors prior to system access being authorized.

f. If the State determines the Contractor Is a Business Associate pursuant to 45 CFR
160.103, the Contractor will execute o HIPAA Business Associate Agreement (BAA)
with the State and Is responsible for maintaining compliance with the BAA.

g. In the event of on Incident, Computer Security Incident, or Privacy Breach the

Contractor shall make immediate efforts to contain the Incident/Privacy Breach, to
minimize any damage or loss resulting from the Inddent, Computer Security
Incident, or Privacy Breach, as well as. investigate the causefs) and promptly take
measures to prevent future Incidents, Computer Security Incidents, or Privacy
Breaches of a similar nature from reoccurring.

h. Contractor agrees to maintain a documented Breach Notification and Incident
Response process that complies with the requirements of this Information Security
Requirements Exhibit.

I. Contractor must, comply with all applicable state and federal laws relating to the
privocy and security of Confidential Data, and safeguard the Confidential Data at a
level consistent with the requirements applicable to state and federal agencies.
Contractor agrees to establish and maintain appropriate administrative, technical,
physical, and organizational safeguards to protect the confidentiality of the
Confidential Data and to prevent unauthorized use or access to It. The safeguards
must provide a level and scope of security that is not less than the level and scope
of security requirements that Is set forth In the principles of NISI 800-53 (Rev.4).

]. Contractor agrees to use the minimum necessary Confidential Data in performance
of this Contract.

k. The Contractor is responsible for ensuring End User compliance with the terms and
conditions of the Contract and this Information Security Requirements Exhibit.

I. The State reserves the right to conduct bnslte Inspections to monitor compliance
" with this Contract, Including the privacy and security requirements provided herein,
HIPAA, and other applicable lows and Federal regulations until such time as the
Confidential Data is disposed of in accordance with this Contract.

2. The State reserves the right to conduct onsite inspections to monitor compliance with this
Contract, including the privacy and security requiremenis provided herein. HIPAA, and
other applicable State and federal lows and regulations until such time as the Confidential
Dota is disposed of in accordance with this Contract.

xxL LOSS REPORTING

The Contractor must notify the State of any Information security events, computer security
incidents, or privacy breaches as soon as feasible, but ho more than 24 hours after the
Contractor has determine that the aforementioned has occurred and that Confidential Data
may hove been exposed or compromised.

Page 31 of 50
Contractor Initials San/os/i

Date 20"^ July, 202!



If a suspected or known information security event, computer security incident or privacy
breach Involves Social Security Administration (SSA) provided data or Internal Revenue
Services (IRS) provided Federal Tax Information (FT!), the contractor must notify the State
immediately and without delay.

The Contractor must comply with all applicable state and federal laws relating to the privacy
and security of Confidential Data, and safeguard the Confidential' Data at the level consistent
with the requirements applicable to state and federal agendes. In addition to, and
notwithstanding. Contractor's compliance with all applicable obligations and procedures.
Contractor's procedures must also address how the Contractor vrill;

a. Identify Incidents;
b. Determine If Confidential Data is Involved in Incidents;

c. Report suspected or confirmed Incidents as required in this Information Security
Requirements Exhibit;

d. Identify and convene a core response group to determine the risk level of Incidents and
determine risk-based responses to Incidents and mitigation measures;

e. Identify Incident/Breach notificotion method and timing; and
f. Address and report Incidents, Computer Security incidents. Privacy, end/or Breaches

that implicate persona! Information (PI) In accordance with NH RSA 359-C:20 end this
Agreement.

5. TERMINATION

a. Terminaiion for Default

Upon the occurrence of any Event of Defoult, the State may take the following action:

•  Procure Services that ore the subject of the Contract from another source and the
Contractor shall be liable for reimbursing the State for the replacement Services,
and all administrative costs directly related to the replacement of the Controct and
procuring the Services from another source, such as costs of competitive bidding,
mailing, advertising, applicable fees, charges or penalties, and staff time costs; all of
which shall be subject to the limltatfons of liability set forth In the Contract.

b. Termination Procedure

Upon termination of the Contract for any reason, the State, In addition to any other rights
provided in the Contract, may require the Contractor to deliver to the State any property,
including without limitation. Software and Written Deliverables, for such part of the Contract as
has been terminated.

After receipt of a notice of termination, and except as otherwise directed by the State,
Contractor shall:

I. Stop work under the Contract on the date, and to the extent specified, in the
notice;
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2. Provide written Certification to the State ttiat Contractor has surrendered to the

State all said property.

c. Termlnaflon

All RFQ/SOW shaD automatically terminate In the event that this Contract terminates for any
reason.

OBLIGATIONS AND UABIUTY OF THE CONTRACTOR

The Contractor shall provide all services strictly pursuant to, and in conformity with, the specifications
under the terms of this Contract and as described In State RFP #2348-21.

UMITATION OF LIABILITY

CONTRACTOR

Subject to applicable lows and regulotlons. In no event shall the Contractor be liable for any
consequential, special. Indirect, incidental, punitive or exemplary damages and the Contractor's
liability to the State for any claims, liabilities, or expenses relating to this Contract shall not exceed two
times (2X) the total Contract price set fortti in Contract Agreement - P-37. General Provisions, Block
1.8.

Notwithstanding the monetary limitation contained in this paragraph above, in the event a claim or
action is brought against the State in which infringement, violation of Contractor's obligations under
the Business Associate Agreement, and/or any third party claims for bodily injury, death, or damage
to real or tangible personal property to the extent caused by the

Contractor's negligence or willful misconduct are alleged, the Contractor, at its own expense, shall
defend, indemnify and hold harmless the State against all such claims or actions for any expenses,
costs or damages. Including legal fees and expenses, incurred by the State in connection with such
claims or actions.

7. DEBARMENT. SUSPENSION. INELIGIBILITY AND VOLUNTARY EXCLUSION LOWER TIER COVERED

TRANSACTIONS

The Contractor certifies, by signature of this Contract, that neither it nor its principals is presently
debarred, suspended, proposed for debarm.ent, declared ineligible, or voluntarily excluded from
participation in this transaction by any Federol or State Department or Agency.

8. INSURANCE.

Certificate of insurance amounts must be met and maintained throughout the term of the Contract
and any extensions as per the P-37, section 14 and cannot be concelled or modified until the State
receives a 10 day prior written notice.
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9. CONFIDENTlALtTY g. CRIMINAL RECORD

If requested by the Using Agency, the Contractor and its employees, and Sub-Contractors (if any),
shall sign and submit a Confidential Nature of Department Records Form and a Criminal
Authorization Records Form. These forms shall be submitted to the Using Agency prior to the start of
any work.

10. ADDITIONAL REQUIREMENTS

a. The State requires ten (10) days' advance knowledge of work schedules to provide security
and access to respective work areas. No premium charges will be paid for any off-hour
work.

b. The State shall require correction of defective work or damages to any part of a building or
Its appurtenances syhen caused by the Contractor's employees, equipment or supplies.
The Contractor shall replace In satisfactory condition all defective work and damages
rendered thereby or any other damages incurred. Upon failure of the Contractor to
proceed promptly with the necessary corrections, the State may withhold any amount
necessary to correct all defective work or damages from payments to the Contractor.

c. The Contractor or their personnel shell not represent themselves as employees or agents of
the State. _ '

d. While on State property. Contractor's employees shall be subject to the control of the
State, but under no circumstances shall such persons be deemed to be employees of the
State.

e. Ail personnel shall observe all regulations or special restrictions in effect at the State
Agency.

f. The Contractor's personnel shall be allowed only in areas where services are being
performed. The use of State telephones is prohibited.

g. THRMS AND DEFINITIONS

-

Acceptance
Notice from the State that a Deliverable has

satisfied Acceptance Test or Review.

Access Control
Supports the management of permissions for
logging onto a computer or network.

Appendix^ Supplementary material that is collected and
appended at the back of a document.

Authorized User
The Contractor's employees. Contractors.
Subcontractors or other ogents who have
permission to access the State's Personal Data
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•
to enable the Contractor to perform the
Service required.

Breach or Breach of

Security

Unlawful and unouthorized acquisition of

unencrypted computerized Data that

materially compromises the security.
Confidentiality or Integrity of personal
Information malritained by a person or
commercial entity.

Certiflcaflon

The Contractor's written declaration with fuB

supporting end written Documentation
(including without iimitation test results as
applicable) that the Contractor has
completed development of the Deliverable
and certified its readiness for applicable
Acceptonce Testing or Review.

Change Control
Formal process for initiating changes to the
proposed Solution or process once
development has begun.

Change Control
Procedures (CCP)

Formal process for initiating changes to the
proposed Solution or process once
development has begun through the use of a
Change Request/Order or CR.

Change Management

A process designed to help control the life
cycle of strategic, tactical, and operational
changes to IT services through standardized

,  procedures. The goal of Change
Management Is to control risk and minimize
disruption to associated IT services and
business operations.

Change Order

Consists of changes which range from minor
, changes to significant changes that drastically
alter the project, however, typically formal
change requests involve more significant
changes and the less impactful changes are
made at the project management level. The
change order must be made formally, via a
written proposal or request form typicolly, and
that changes ore not to be implemented until
they are formally approved.
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CJIS

Means sensitive information like fingerprints
and criminal backgrounds gathered by local,
state, and federal criminal justice and law ■
enforcement agencies as defined in the '
Criminal Justice Information Services (CJIS)
Security Policy, o joint program of the FBI. State
identification Bureaus, and CJIS Systems
Agency,

Cloud/CJoud

Government

Environment

Refers to aD the cloud computing and
virtuolizotion products arKl solutions that ore
developed specifically for government
organizations and Institutions.

Completion Dote End date for the Contract.

Computer Security
incident

Means "Computer Security Incident" as stated
In Section 2.1 of NIST Publication 800-61 Rev. 2,

Computer Security incident Handling Guide

Confidential Data

Means oil information owned, managed, ;
created, received, from or on behalf of the

State that is protected by information security,
privacy or confidentiality rules and state and
federal laws. This information includes but is not

limited to Derivative Dato, Protected .Health

Information (PHI), Personally Identifiable
Information (PD), Federal Tax information.
Social Security Administration, and CJIS
(Criminal Justice Information Services) data.

Confidential Information

Information required to be kept Confidential .
from unauthorized disclosure under the "•

Contract.

Contract

This Agreement between the State of New
Hampshire and a Contractor, which creates
binding obligations for each party to perform
as specified In the Contract Documents.

Contract Conclusion

Refers to the conclusion of the Contrccf, for

any reoson, including but not limited to. the
successful Contract completion, termination
for convenience, or termlnotion for default.

Contract Documents Documents that comprise this Contract.

Contract Managers The persons identified by the State and the
Contractor who shall be responsible for all
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contractual authorization and administration

of the Contract. These responsibifities shall
include but not be limited*to processing
Contract Documentation, obtaining executiv©
approvals, tracking costs ond payments, and
representing the parlies in all Contract
administrative activities.

Contract Price

The total, not to exceed crriount to be paid by
the State to the Contractor for product and
Services described in the Contract Agreement.
This amount is listed in Part 1. P-37 General
Provisions-Section 1.8: Price Limitation.

Contractor/Contracted

Contractor

The Contractor whose proposal or quote was
awarded a Contract with the State and who Is

responsible for the Services and Deliverables of
the Contract.

Cure Period

The thirty (30) day period following written
notification of a default within which a

Contractor must cure the default identified.

Custom Software
Software developed by. the Contractor
specifically for a project for the State.

Data

State's records, files, forms. Data and otiier

documents or Information. In either electronic

or paper form, that will be used /converted by
the Contractor during the Contract Term.

Data Breach

The unauthorized access by a non-authorized
person/s that results in the use, disclosure or
theft of the State's unencrypted Non-Public
Data.

Deficiencies/Defects

A follure. Deficiency or Defect in a Deliverable
resulting in a Deliverable, the Software, or the
System, not conforming to Its Specifications.

Deliverable

A Deliverable Is a fully quarified IT consultant
provided by the Contractor to Ihe State under
the terms of a Contract requiremerjit.

Deportment An agency of the State

Department of
Administrative Services

(DAS)

Responsible for providing innovative
leadership, quality statewide management of
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services, and ensuring an efficient/cost-
effective state government.

Deporlment of Health
and Human Services

(DHHS)

Responsible for thie health, safety and well-
being of the citizens of New Hampshire. OHHS
provides services for individuals, children,
families and seniors, and administers programs
and services such as mental health,
developmental disability, substance abuse,
and public health.

Department of
Information Technology

(DoIT)

. The Department of Inforrrxation Technology
estabb'shed under RSA 21-R by the Legislature
effective September 5, 2008.

Derivative Data
Means data or information based on or

created from Confidentiol Data

DevOps

Is a set of practices that automates the
processes between software development
and IT teams, in order to build, test, and release

software faster and more reliably.

Digital Signature
Certification that guarantees the unaltered
state of a file, also knosvn as "code signing".

Documentation

Ail information that describes the instaiiation,

operation, and use of the Software, either in
printed or electronic format.

Effective Date

The Contract and ail obligations of the parties
hereunder shall become effective on the date

the Governor and the Executive Council of the

State of New Hampshire approves the
Contract.

Encryption
Supports the transformation of Data for security
purposes.

End User

Means any person or entity (e.g. contractor's
employee, business associate, subcontractor,
other downstream user) that receives
Confidential Data in accordance with the

terms of this Contract.

Enhancements
Updates, additions, modifications to. and new
releases for the Software, and all changes to
the Documentation as a result of 1
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Enhancements, including, but not limited to.
Enhancements produced by Change Orders.

FuUy Loaded

Rotes ore Inclusive of all allowable- expenses,
including, but not Bmited- to: meals,
hotel/housing, airfare, carrentals, car'mileage,
and out of pocket expenses.

Governor and Executive

CouncD

The New Hampshire Governor and Executive
Council.

HeaHh Insurance

Portobiirty and
Accountability (HIPAA)

Means the Health Insurance Portability and *
Accountability Act of 1996 and the regulations
promulgated thereunder.

Identlticatlon and

Authentication

Supports obtaining information about those
parties attempting to log on to c System or
appDcation for security purposes and the
validation of those users.

Incident

Means an act that potenlfaDy violates an
explicit or implied security poUcy, which
includes successful attempts to gain
unauthorized access to a system or Its data,
unwanted disnjpflon or denial of service, the
unauthorized use of a system for the processing
or storage of dota; and changes to system
hardware, firmware, or software

characteristics without the owner's knowledge,
instiTJction, or consent. Incidents include the
loss of data through theft or device
misplacement, loss or misplacement of
hardcopy documents, and misrouting of
physical or electronic mail.

Input Validation

Ensure that the values entered by users or
provided by other applications meets the size,
type and format expected. Protecting the
application from cross site scripting, SQL
injection, buffer overflow, etc.

Intrusion Detection
Supports the detection of illegal entrance into
a computer system.

information Technology

(IT)

Refers to the tools and processes used for the
gathering, storing, manipulating, transmitting,
sharing, and sensing of information including,
but not limited to. Data processing,
computina. information svstems.
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telecommunicailons, and various audio and

video technologies.

Key Project Staff
Personrtel Identified by the State and by the
Contractor as essential to work on the Project.

Licensee The State of New Hampshire

Non Exclusive Contract

A contract executed by the State that does
not restrict the State from seeldng alternative
sources for the Deliverables or Services

provided under the Contract.

Non-Software

Deliverables

.Deliverables that ore not Software Deliverables

or Written Deliverables, e.g., meetings, help '
support, service, other.

Notice to Proceed (NTP)

The State Contract Manager's written direction
to the Contractor to begin work on the
Contract on a given date and time.

Not to Exceed (NTE)

The total contract value committed by the
State of New Hampshire that will not exceed
the amount of the Contractor's firm proposal
and estimates.

Open Wireless Network

Means any network or segment of a netwcrtc
that is not designated by the State of New
Hampshire's Department of Information
Technology or delegate as a, protected
network (designed, tested, and approved, by
means of the State, to transmit) will be
considered an open network and not
adequately secure for the transmission of
unencrypted Confidential Data.

Operational

The System is operating and fully functional, all
Data has been loaded; the System Is avaDable
for use by the State In Its dally operations, and
the State has Issued an Acceptance Letter.

Order of Precedence

The order in which Contract/Documents

control in the event of a conflict or ambiguity.
A term or condition In a document controls

over a conflicting pr ambiguous term or
condition In a document that Is lower In the

Orderof Precedence.

Page 40 of 50
Contiactor Initials Santosh

Date 20"^ July, 2021



Personally Identifiable
Information (Pll)

Means any data that could potentially identify
0 specific Individual. Any Information that can
be used to distinguish one person from another
and con be used for de-anonymlzing ;
anonymous data can be considered Pll

Privacy Breach

Means the loss of control, compromise,
unauthorized disclosure, unauthorized
ocquisitton, unauthorized access, or any similar
term referring to situations v^here persons other
than authorized users and for an other than '

authorized purpose hove access or potential
• access to personally identifiable Information,

whether physical or electronic. With regard to
Protected Health Information, ."Breach" shall

have the same meaning as the term-"Breach"
in section 164.402 of Title 45, Code of Federal

Regulations.

Project
The planned undertaking regarding the entire
subject matter of this Contract. RFQ/SOW and
the octivities of the parties related hereto.

Project Team

The group of State employees and contracted
* Contractor's personnel responsible for ;
managing the processes and mechanisms
required such that the Services are procured in
accordance with the Work Plan on time, on

budget and to the required specifications and
quality.

Project Management
Plan

A document that describes the processes and
methodology to be employed by the
Contractor to ensure q successful project.

Project Managers

The persons Identified who shall function as the
State's and the Contractor's representative
with regard to Review and Acceptance of
Contract Defiverobles, invoice sign off. and
review end approval of Change Requests (CRJ
utilizing the Change Control Procedures (CCP).

Protected Health

Information (PHI)

With regard to Protected Health Information,
. "Breoch" shall have the some meaning as the
term "Breach" in section 164.402 of Title 45,

Code of Federal Regulations.

Regression Test Plan A plan integrated Into the Work Plan used to
ascertain whether fixes to Defects hove
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caused errors elsewhere In tt^e

application/process.

Review
1

The process of reviewing Deliverables for
Acceptance.

Review Period

The period set for Review of a Defiverabie. If
none is specified then the Review Period is five
(5) business days.

Role/Privilege
Management

Supports the granting of abilities to users or
groups of users of a computer, application or
network.

Schedule

The dates described in the Work Plan for
deadlines for performance of Services and
other Project events and activities under the
Contract.

Security Rule

Means the Security Standards for the
Protection of Electronic Protected Health

information at 45 C.F.R. Part 164, Subpart C,
and amendments thereto.

Services

The work or labor to be performed by the
Contractor on the Project as described in the
Contract.

Software

All custom Software and COTS Software

provided by the Contractor under the
Contract.

Software Deliverables
The Software provided under this Contract ar»d
any Enhancements.

Software License
Licenses provided to the State under this
Contract.

Solution

The Solution consists of the total Solution, which

Includes, without limitation. Software and

Services, addressing the requirements and
terms of the Contract Specifications as c

response to this RFP.

Specifications

The written Specifications that set forth the
requirements which include, without limitation,
this RFP, the Proposal, the Contract, any
performance standards. Documentotion,
applicable State and federal policies, lows .
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and • regulations. State technical standards,
subsequent State-approved Deliverables, and
other Specifications and requirements
described In the Contract Documents. The

Speclficofions ore. by this reference, mode c
part of the Contract as though completeiy set
forth herein.

standard Operating

Procedure (SOP)

Is a set of step-by-step Instructions compiled by
on organization for users to carry out complex
routine operations. SOPs aim to achieve
efficiency, quality output and uniformity of
performance, while reducing
miscommunlcation within the organization.

i.; , /

1

State

STATE is defined as:

State of New Hampshire

Deportment of Administrative Services

20 Capitol Street

Concord, NH 03301

The term "Stats" shall Include all stote

agencies.

Statement of Work (SOW)

A Statement of Work clearly defines the basic
requirements and objectives of a Project. The
Statement of Work also defines a high level
view of the architecture, performance and

design requirements, the roles and
responsibities of the State and the Contractor.
The SOW defines the results that the Contractor

remains responsible and accountable for
achieving.

State's Confidential

Records

State's Information regardless of Its form that is
not subject to' public disclosure under
applicable state end federal lows end
reguiatiorvs, Including but not limited to RSA
Chapter 9 l-A.

State Data
Any Information contained within State systems
in electronic or paper format.

State Hsca! Year (SPY)
The New Hampshire State Rscai Year extends
from July 1 st through June 30th of the following
calendar year.
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State's Project Manager
(PM)

State's representative witti regard to Project •
management and technical matters. Agency
Project Managers ore responsible for review
and Acceptance of specific Contract
Deliverables, Invoice sign ofif, and Review and
approval of a Change Request (CR).

Subcontractor

A person, partnership, or company not In the
enriploymenf of, or owned by, the Contractor,
which Is performing Services under this
Contract under a separate Contract with or on
behalf of the Contracted.

System

All Software, specified hardware, arxl
Interfaces and extenslor^s, integrated and
functioning together In accordance with the
Spedfications.

System Integrator (SI)

A Contractor that spedarizes in bringing
together component subsystems into a whole
and ensuring that those subsystems function
together, a practice known as system
Integration. They also solve problems of
automation.

TBD To Be Determined

. Term
Period of the Contract from the Effective Date

through Contract'End Date.

Test Plan

A plan. Integrated in the Work Plan, to verify
the code (new or changed), works to fulfill the
requirements of the Project. It may consist of c
timeline, a series of tests and test Dota, test

scripts and reports for the test results as well as

a tracking mechonism.

Using Agency
A State of New Hampshire Agency that,
submitted * a request for* a quote from
vendor(s).

Verification Supports the confirmation of authority to enter

a computer system application or network.

VMual Private Network [VPN)
Extends a private network across c public
network, and enables users to send and

receive Data across shored or public networks
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as if their computing devices were directly
connected to the private network.

Warranty Period

A period of coverage during which the
contracted Contractor is responsible for
providing a guarantee for products and
services delivered as defined in the contract.

Work Hours

Contractor personnel shall .provide Services
between the Work Hours as Identified by the
requesting State Agency, excluding State of
New Hampshire holidays. Chonges to this
schedule may be made upon agreement wtth
the State Project Manager. State holidays are:
New Year's Day. Martin Luther King Day,
President's Day, Memorial Day, July' 4'^. Labor
Day, Veterans Day, Thanksgiving Day, the day
after TtTonksgiving Day, and Christmas Day.
Specific dates will be provided upon request.

Work Plan

1
The overcii plan of activities for the Project
created in accordance with the RFQ/SOW.

The plan and delineation of tasks, activities
and events to be performed and Dellverables
to be produced under the Project. The Work
Plan shall include a detoiled description of the
Schedule, tasks/activities. Deliverables, critical

events, task dependencies, and the resources
that would lead and/or participate on each
task.
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EXHIBIT C

METHOD OP PAYMENT

1. CONTRACT PRICE

The Contractor hereby agrees to provide Salesforce Professional services In complete compliance with
the terms and conditions of this Agreement and any future Stotement of Work awarded to the
Contractor. The Contractor acknowledges and agrees that this Is o .not-to-exceed Agreement with
an aggregate price limitation of $10,000,000.00 for aB future SOW. This price limitation is shared between
multiple vendors, and no funds Nvill be paid to the Contractor once the price limitation is reached. This
price limitation is not considered a. guaranteed or minimum figure; however it shall be considered a
maximum figure for oil future SOW from the effective date through the expiration date as indicatedJn
Form P-37 Block 1.7.

Both Parties acknowledge and agree that this Contract shall not be exclusive in any respect.

2. PRICING STRUCTURE

Contractor shall provide the services at the not-to-exceed hourlv rates set in the Tobie below. This

pricing for hourly staff or Project staffing shall be effective for the term of this Controct. onv extensions

thereof and the Stotement of Work.

Position

Year 1

Contract Approval -

12/31/21

Year 2

1/1/22-T2/31/22

Years

1/1/23-12/31/23

Hourly Rate Not to

Exceed

Hourty Rate Not to

Exceed

Hourly Rote Not to

Exceed

Program Manager $130.00 $133.00 $135.00

Scrum Master $124.00 $127.00 $129.00

Salesforce Technical

Architect

$127.00 $130.00 $133.00

Salesforce Administrator $93.00 $94.00 $96.00

Salesforce Platform

Developer

$97.00 $99.00 $101.00

Salesforce Dote Architect $98.00 $100.00 $102.00

Salesforce Business Analyst $94.00 $96.00 $98.00
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Solesforce Training $85.00 $89.00 $91.00

Cdnsultant

3. FUTURE PRICING REQUESTS

The State reserves the right to either seek additional discounts from Contractor or to contract
separately for a single purchase, if In the judgment of the State, the Project required Is sufficiently
large, to enable the State to realize a cost savings, over and above the prices set forth In Exhibit C
Section 2, whether or not such a savings actually occurs.

4. INVOICE

Itemized Invoices shall be submitted to the requesting agency after the completion of the
job/services and shall Include o Ixfef description of the work done along v^'th the location of work.

Contractor shall be paid within 30 days after receipt of properly documented invoice and ..
acceptance of the work to the State's satisfaction.

5. PAYMEt^

Payments may be made via ACH or P-Cord. Use the following fink to enroll with the State Treasury
for ACH payments: httDs://www.nh.Qov/trea5unr
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EXHIBIT D

RFP #2425-21 !s Incorporated here within.
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EXHIBIT E -Solesforce Managed Services RFQ WorksheefAempIate

Purpose: To request a proposal from prequalified Salesforce Managed Services vendors for a specific Scope of
Work. All Statements pfWork shalladhere to this worksheet. All the terms and conditions within the Salesforce
Managed Services Contract RFP 2348-21 are applicable to diis scope of work.

Salesforce Professional Services Managed Seruices RFQ * '

Date; MM/DDAYYV Proposal Due Date: MM/DD/YYYY

Project Name:

Agency Supported: Submitter:

<Name>

<Tltle>

<Cont3ct lnformatfon>

Mandatory Expertise or Contractor Qualifications:
• Text

key Staff Required with Subject Matter Expertise:
«  Staff assigned to the following roles shall have knowledge of (X) Programs and experience with (X)
requirements

o  Staff Title-Text

o  Staff Title-Text

Sample Work plan and Methodology Required? Key Contractor Staff Resumes Required?

Compliance Requirements:

Project Overview: Describe how the work will meet statutory/regulatory/business requirements for the Agency that
is associated with the project.

Background and Current Processes:

Assumptions/Risk Mitigation Plan:

M . _ I

-1" 1. ■- -1 PROJECTD.aaVEiUaL^ AND Mlfe^OHES-
Deliverables:

Page 49 of 50
Contractor Initials Santosli

Date 20^ July, 2021



Mnestones:

Interfaces Required?

Assumptions/Risk Mitigation Plan

SOW Project Manager

<Name>

<Tlt(e>

• <Contact lnformatlon>

Key Team Members

<Role>

<Name>

<Tlt]e>

<Contact lnformatlon>

<Rol8>

<N3me>

<Title>

<Cont3Ct lnf6rmatlon>

Evaluation Criteria (for SOW awards)
All awards for the SOW will be based on the following criteria. (The agency will select award criteria and point
allocations.)

For example purposes only:
1. Ability to meet "Mandatory Expertise or Contractor Qualifications' - 30 Points

2. Ability to meet "Key Staff Required with Subject Matter Expertise' - 20 Points
3. Optional Interviews as deemed necessary by the State *■ 20 Points
4. Total cost-30 Points

Note: Points must total 100.
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State of New Hampshire
department of ADMINISTRATrV^ SERVICES

25 Capitol Street - Room 100
Concord. New Hampshire 03301
(603) 271-3201 Offioea,dab,nh.g.oy

Charles M. Arlinfffaaus
Commissioner

Catherine A. Keane
Deputy ComtniHsioner

Sheri Rookburn
Assistant Commissioner

His Excellency, Governor Christopher 7. Sununu
and the Honorable Council
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His Excellency. Ciovcmor Christopher T. Sununu
and the Honorable Council

Page 2 of2

jpFplT interruption for projects while building a new Request for Prorxisal(RFP) to solicit updated rates and improved serv ices that will fit evolving industrj needs.

will "PProv^l. this requested contract amendment with Tech Mahindra (Americas) Inc
trsuD^rt r rr^ 'T" T '"'" information Technology (liilT)to support the strategic business objectives of State agencies; to create and sustain a secure and

oftt smt '""T" environment; and to ensure careful and responsible managementthe State s mtormation technology resources. Not providing this service would increase the

'rei; JrlltbSe's" "" environments that would

extensioL'lt $15^849^' 'aextension at $ 157,849.78, gives an estimated term spend of $631.399.11. There are no additional

Je^cxtosioif of $10,000,000.00 can support the one-

Original contract price limitation
L

Contract fmancials

ess current spend on contract
One-\ear extension

Estimated term spend (Including one-year extension)
Available balance in price limitation

$10,000,000.00
$473,549.33

$157,849.78

$631,399.11

$9,368,600.89

Respectfully submitted,

CiL6t-/-
Charles M. Arlinghaus
Commissioner

TDl) .M'CESS RKL\Y .\H I-800 ::J5.2964
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STATE OF NEW HAMPSHIRE
DEPARTMENT OF INFORMATION TECHNOLOGY

27 Hazen E)r., ConcorcL NH 03301
Fax: 603-271-1516 TDD Access: 1-800-735-2964

www.nh.gov/doit

Denis Goulet

Commissioner

October 31,2023

Charles M. Arlinghaus, Commissioner
Department of Administrative Services
State of New Hampshire
25 Capitol Street-Room ICQ

Concord, NH 03301

Dear Commissioner Arlinghaus:

has annrli^Vvf notif.cation that the Department of Information Technology (DoIT)
xfrhnri T ^ amendment with Brite Systems Inf SpruceTectology Inc., Deloitte Consultmg LLP, Coiesphere, LLC, MTX Group, Tech Mahindra Americas Inc
and Sapient Corporation dA)/a Publicis Sapient, as described below and referenced as DoIT No. 2021-081 A.

purpose of ̂ s request is to provide statewide Salesforce Professional Services and
continued support and services for the Department of Information Technology

^ec^\n"dTr hi' sustaina secure and reliable information technology environment, and to ensure careful and
responsible management of the State's information technology resources.

The Total Pnce Lirnimtitm will not change and shall remain $10,000,000, effective upon
Governor and Executive Council approval through December 31, 2024.

thp ^ accompany the Department of Administrative Services' submission tothe Governor and Executive Council for approval. ^uomission to

Sincerely,

Denis Goulet

DG/jd
DoIT #2021-081A

cc: Rebecca Bolton, IT Manager

"Innovative Technologies Today for New Hampshire's Tomorrow"



DMsion of Procurement Support Services
Bureau of Purchase Property

RFI Summary

Gary S. Lunetta

Director

(603) 271-2201

tron
lefbrceProfessional rvices /^flencv

Vendor

RRCIoaIn

;2024-370
(Name Tech Mahlndra (Americai) Inc

"6/300023 ft PrOO AM
Claudia

fctlmated annual aperS St57849Eatlmated term apend flndudlnq 1 vaar
ataenaton) S831

CufrorrtPriceUinltattafi "SiaSoMnfJi
Avaliaiila balance In price llmttatlonK3ESE5ED

ecommendatlon SummaStatewkle Contract or AmftfvtmAnf
T Amendmarnerm of Contract

4.00Price Limitation
310,000.000.00Number of Scifcitations Received

Number ofSourced bidders
Number of NIGP Vendors

Number of non-res nsive bidders
29P-37 Checklist Com ete
YesD&B Re rt Attached
NAMethod of P ment (P-card/ACH
BothFOB Delivered
Yes

■nt currou price limliuion is $10,000,000.00. Dssed on (he curreni SDeadoftan «o ^ ^
»hcn:sn= no ,ddi.ionsl funds

ai Notes;



FIRST AMENDMENT TO THE CONTRACT

BETWEEN TECH MAHINDRA (AMERICAS) INC
AND

THE STATE OF NEW HAMPSHIRE, DB>ARTMENT OF ADMINISTRATIVE SERVICES,
FOR SALESFORCE PROFESSIONAL SBiVICES

CONTRACT #6002968

This First Amendment (hereinafter referred to as the "Arrrendment"}, dated this day
of December, ̂ 3. is by and between the State of New Hampshire, Department of
Administrative Services (hereinafter referred to as "the State") and Tech Mahindro (Americas) •
Inc. (hereinafter referred to as "the Contractor") forSalesforce ProfesslorHal Services.

WHEREAS, pursuant to an agreement effective October 13,2021, Item #95. set to expire
December 31,2023, (hereinafter referred to as "th»e Agreement"), ttre Contractor agreed to
perform certain Solesforce Professional Services for the State In consideration of poyment by the
State of certain surre as specified therein; and.

WHEREAS, pursuant to Section 17 of the Agreement the Agreement may be amended
by an instrument in writing executed by both parties:

NOW. THEREFORE, for and in consideration of the mutual promises set forth In this
Amendment and the underlying Agreement, the parties do mutually agree as follows:

1. Delete in its entirety Form Number P-37, item 1.7 Completion Date and substitute the
following:

1.7 December 31, 2024

2. Paragraph 2 as set forth in Exhibit C (Pricing Structure) is deleted in Its entirety and
replaced with the following:

2. Pricing Structure. -Confrcctor shall provide the services at the not-to
exceed hourly rates set forth in the table below.

Position Howty Rde

Proarom Monoaer $135D0

Scrum Master $129.00

Salesforce Technical Architect $133.00

Solesforce Administrator $96.00

Salesforce Platfon-n Developer $101.00

Salesforce Data Architect $102.00

Salesforce Busir>ess Analyst $98.00

Salesforce Troinlna Consultont $91.00

3. All other provisions, of the Agreement, approved by the Governor and Executive Council
on October 13. 2021. Item #95, shol! remain In full force and effect.

Poge 1 of 2
Couti-actor Ijiitials: SN

Date: 12/7/23



T«ch Mohlndra (AmeHccs) Inc.

^  i^ntoxklaiMai'Naff
By: &Wh Huffif M wrtftw 8.IW3^1 <WT-S S)

SantoshkumarNair

{Print Narr»e)

IjiiQ. Assistant General Counsel

7 December 2023
Date:

Of NEW HAMPSHIRE

CharlQS M. AilirKahaus
(Print Nome)

Ti^: CornrrMSsioner

Deoartmerit of Administrative Services

Dole: 1^ ^
OFFICE OF THE ATTORNEY GENERAL

By: I?uK€,.ajt' /I.

Duncan A. Edgar

(Print Nome)

Title: Attorney

Dote: December 8. 2023

Ttre foregoing contract was approved by
the Governor ond Council of New

Hampshire on

Signed:

(Print Nome)
Title:

Poge 2 ot 2
Contmctor Initials: SN

Date: 12.7/23



State of New Hampshire

Department of State

CERTIFICATE

I, D»v,d M. Sccrcuo- of S..,= of of Now H^pohiro. do horoby ocdify d.at TCCH MAHINDRA (AMERICAS)
C. ,s a Now Jersey Pmf,. CoT>oralion registered .0 bansaet business in New Hampshire on October 23,2013.1 further certify

that all fees and documents requited by the Secretaty of State's office have been received and is in good standing as far as this
omcc IS concerned.

Business ID: 699441

Ccrtificaic Number: 0006323370

o
%

o

N

IN TESTIMONY WHEREOF,

I hereto set my hand and cause to be affixed

the Seal of the State of New Hampshire,

this 20th day of September A.D. 2023.

David M. Scanlan

Secretary of State



mahindra

Tech Mahindra (Americas) Inc.

Sharda Centre, Off Karve Road,
Pune - 411004. Maharashtra, India

TeL *91 20 6601 8100

Fax. *91 20 2542 4466

techmahindra.com

connectigitechmahindra.com

To

New Hampshire, Department of Administrative Services
State House Annex, 25 Capitol Street, Concord, NH 03301

Subject: Letter of Confinnation on the validity of Power of Attorney of Mr. Santosh Kumar Nair.
Contract with the State of New Hampshire for Salesforce Professional Services:

1 Anil Khatri, Company Secretary of Tech Mahindra (Americas) Inc. having its Registered Office at
Gateway Building,, Apollo Bunder, Mumbai - 400 001, wish to infomi you that the Board of
Directors of the company vide resolution dated 25, June 2013 has conferred Power of Attorney to
Mr. Samosh Kumar Nair - Assistant General Counsel, to inter- alia sign ail contracts on behalf of
the Company and Subsidiaries of the Company. We hereby confirm that the Power of Aiiomey
issued to Mr. Santosh Kumar Nair on 17"* September. 2013 has not been revoked (ill date and is
valid and subsisting.

For Tech Mahindra (Americas) Inc.

Anf} Khatri

Company Secretary

07 December 2023

\nd

PUNE£

Regd. Office: Gateway BuiLdtng, Apollo Bunder, Mumbai 400 001. India, ON L64 200MH1986PLC041370
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.  Power of Attorney

To all wtwn ihew'presents shall come, we Tech MahlndraUmltod, a Company )ncp|pbrated.under
'ttie Companies Act. and-hayingife R^isteiid'Office'at ̂Gateway 'BuBdingi Apqib Bunder.
Mumtiai .400 001 and Corpor^e Offioe at Plot No. 1, Phase I'li.' Rajly" Gandhi Infotech Par*. HinjewadI,
Puna r-,4fi 057sItehariashtra,, India,(hfereihater ^ Tha Compan^ do'herebynomlnale,
consyitrta and appoint the following officer of the Corhpany: ,'

•  , - ■ MrSantOsh-Kum'ar.Nalr.VicePre.sJdehlhi^al •.«. •

to be our tnjo a'tfo lawful atiprhey in fact and in law of the Company and.of its Subsidiartes. v/oridwide; -
for ahd jri the n^e and Beli^ of the Company and'te.Subsidiarfesfo exwiite.and'perferin all arb for
any ofthe following acts.deeds, matters and things;. • . ^

I! to negotiate, 'ex^e and.$ign all ttie.agreerrlehts conti^ wifii.tha cust(^ers 'and.sub'
contractore for pnjvkling ..Softr/are: Development Services, Software'COTSullancy Sen/ices,

"  'ou'lsourbing cpnlrkts other SeivlCe&frnatters. and Licerise Of Sbftwale. frorh its suppliers; or
■ariythrngmconnecbonthei^h.
*  ' . ^ •

. " . i . . *• . j /.
it." ' 'To' negotiate, sign; and; execute all agreements with vendors for provlfSng: Software

Deyelopfnent Ser^cb, Sofhyarie Consultancy. Services, other Se,fvices/rnatterS: and License of
..Software, Of anyltyng in connectiomtherewithi' ' -• * v. '

■fti. To accept service, of any writ of summons or other jegar. prrxessi.and to appear and to
represent the Company or its Subsidiaries in any Court or Quasi>ludid^'Autfiorities; v/h^er
cMI or ciiminal..of insolvency or ;Cfourt hearing, Company matters or';Sales lax, Wealth tax;
"matters of Lar>4>reference "and'crfher fn'atteis of v^atsoevef nature-and before•ali'.Und
Authorities or any other authority v/hatsoever and Compensaiiofi or Accommodation Officers,-

/" CoBectofs, Ctwiom Offlcere; Commisslorreis, Central Board-fof Revenue, ofj.cprre^
authorities having-jurisdiction in any Sovereign Tefiitbries woHdWide'^ all o^er Judtcl^ or'
other OfTtcers, fobunals and public-officers and authorises v/tiatsoeyer shaQ. be thought

; advisable by the Attc^Jxand for the Compariyfor- Its Siitsldiartes; ^ In the name of the.
Company or of its ^bsidiah^ or olherv/ise to commence, cany on or opntinue,.ac(ion or other
proceedings.before any.such aulhbriti^ or In any :Court,of Justice or;before the Incorne tax,
Sales Ta*. Wealth lax, Guit6mdr:Revenue Oflteers, .ContibllersorariypWp(jbiicauthorflles
or officer whatsoever for tlie recQVoiy -of any debt- sum of money refoiid, rtghl, titlOi Iriterest,

. property- matter of Oiing whatsoeverhoy/due or payatte'or to.becomefdije or payable or in any
way belonging to the Company or pf.rts Subsidiaries t^ any 'means or any acco.unt whatsoever

.  •• or in respect of any offeripe or crime In respect of the any-property, «.tate or.-.chattels..qf the
Company or of .Subsidises and.-to defend all -actions,, suits, proceedings of every nature
and kind and to pro^ute-or disco'ntinue pr.become.-non suited therein.tf foe" Attorney shall see

< cause anid abo tp'fiiey de^d, appeals^ refererx^, reviews,-revbidns and other appfications
from the.decisions in such; proceedings and to carry to final.determination as foe Attorney shall

.  foink fit arid also to feke such other.lawful ways ajxi means for recoveririg, or getting in'such*
sum.of m'orrey, f^iind or other thing.whatsoever and also to appoint any number of Solicitors,
Pleaders, "Advocates, Barrister or.pther Legal AcjyisefS.lo prosecute or 'defend lri foe. premises
aforesaid-or any of them as' occasiph may requirSi wither In-foe narfie of the Company or'of Its

, Subsidiaries of in the name of Attorney, ahd' for tffe purposes, aforesaid' to sign;.wear, declare

k- 'i

>'■ .•

. . -1

p.'-



• A

■■ -a
iv.

V.

■  and verify ail plaiiits. petitions, apRlicattons.afiidavtei dedara^^
.  .Cms ̂.^ision Micattons,^arx. odter dooanents as .ay be deemed

necessary and advisable by ttie Attorney In the, premises nothing excepted.

To Sinn and exeoate all docoments, deeds, appHcaddns, deciaratlpns of vyhalsoever natuie the
Con^ny and/or Its Subsidiaries maybe reqdired.tp.execute/sign
statutes, rules or regutaSons, for the lime being in force In any Sovereign Territories wortdvnde.
To sign, execute and lb perfomr all and/or any
.things incidental-or ancillary to the matters,or aud^rities mentioned above^ to fuily eSectuate
Ihesame. •

j;SCt of theCp^y or li-dre Company revokes the sam« at anyhme tor any mason
wh^oeyer. • _ •;

Given this day the 17^ September, 2013 ^ — ; ^ ^
ForTechMahrndraLimited _

G faman

jany Secretary

Mr. Sanlosh Kumar Nalr shall sign as:

g!
zmMAY

oaH

I ■/
AtTEStED '

' OINESH KR.felNGH
E*©c,'S<>crBftjry

Chamber of InAio Trade & fndusWss
•  - OELW

■ir 42 4 7



ACORC^ CERTIFICATE OF LIABILITY INSURANCE DATE (UMiDonnnrr}

luS^meZLTd the P0,.ci^^.) have ADDMrONAL tNSURED prov..>on, or be .ndor«>d.mii^rt'flcate do«ra not confer righte to th« certlflcate holder in llou of such ̂or^menast''''*'' "" on
YSUTXETMarsh Risk & Insurance Services

1735 Technokny Drive, Sdte 790
San Jose, CA 95110
Altn: SanJosexsrtreQueslQmarshrttn

CN103181849-GAUWC-23-24

PHONE

*OPRPgS:

PAX

<A^. Wt>>:

INSURERf8)AFFOR01H0 COVeRAOB

INSURER A: MassachusaHs Bay Insurance Co,
NAwe

Tech Mahbidra (Americas) Inc.
Tech Mahlndrs Limrted
Atln;Piitesh Lakhotiya
570O Democracy Drive, Suite 2000
Piano. TX 75024

INSURER B:NiA m

INSURER c: AUmertca Financial BeneSt Ins Co

INSURER D:

41040

INSURER E !

INSURER P:

SEA-003881078-14CERTIFICATE NUMBER:

INSR

CERTinCATE MAY BE ISSUED OR MAY PERtSn TO WHICH THIS
OCCLUSIONS AND CONOmONS OF SUCH POLICIES. UMtTS SHOWN MAY BSITprni ,S'»v 'S SUBJECT TO ALL THE TERMS.
z*I - ifinni nitnrt , nw.

TYPE OP INSURANCE
rro'iiMtM;)

P

COMMERCIAL GENERAL UABIirTY

CLAIMS-MADE B OCCUR

ll,VI<U.Vi>i

Contractual Uabffity

OENL AOGREQATE LIMIT APPLIES PER:

POUCY C]] Q LOG ■
OTHER:

AUTOMOBA^ LIABILITY

ANY AUTO

OWNED
AUTOS ONLY
HIRED
AUTOSONLY

UMBRELLA UAB

EXCESS UAB

DED

SCHEDULED
AUTOS
NON-OWNED
AUTOSONLY

R
OCCUR

CLAIMS-MADE

RETENTIONS

WORKERS COMPENSATKM
AND EMPLOYERS'UABIUTY

ANYPROPfilETORrPARTNERTEXECUTIVE
OFRCER/VEMBEREXCLUOED?
(Mandatory In KH)
If yaa. daacrlba undar
OESCRIPTXiN OP OPERATIONS tMou

Tin

H N/A

OLICY EPF
rWWDfVYYYVl

POLICY EXPPOUCYNUMBER
IMWOtyyYYY! LIMTTS

ZDY-A9672144)7 07/01/2023 07/01/2024
EACH OCCURRENCE 1.000.000

PREMISES lEa occurmneal 100.000

10.000MEO EXP (Any ona paraon]

1.000.000PERSONAL a AOV INJURY

GENERALAOGREQATE 2.000.000

PRODUCTS - COMP/OP AGO 2.000.000
Oeductbte: 1.000
c6mbjned single limIt

BODILY INJURY (Par parton]

WUSSf^W

BODILY INJURY (Par acsklant)

PROPERTY DAMAG0"
tPar acddanil

mifm mmi

EACH OCCURRENCE

AOGREQATE

Y  PER
STATUTE

■OTfT
.ga_

E,L- EACH ACCIDENT

E.L. DISEASE-EA EMPLOYEE
E.L. DISEASE - POLICY LIMIT

1.000,000
1J)00JI00

1.000,000

OESCI«PT10NOFOPERATION9/UOCATK)N3/VEHICL£S(ACORO,01.AddIOonUR«n.H«8cl.«h.ta.™,^biMMcl«dir™««,p«.Mr,qulil)

CERTIFICATE HOLDER
CANCELLATION

State of Hampshire
Admir^strative Services
Bureau o> Purchase and Property
25 Capilol Street
Room 102
Concord. NH 03301

DESCRIBED POUCtES BE CANCELLED BEFORE
THEREOF, NOTICE WILL BE DEUVEREO IN

ACCORDANCE WITH THE POLICY PROVISIONS.

AUTHORIZED REPRESENTATIVE

& OndtnAttec ScwUU
ACORO 25 (2016/03) Th, Arrvprv -. €> 1988-2016 ACORD CORPORATION. All rights reserved.The ACORD name and logo are registered marks of ACORD
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State of New Hampshire
DEPARTMENT OF ADMINISTRATIVE SERVICES

26 Capitol Street - Room 120
Concord, New Hampshire 03301

OfBcetadasnhgov

Charles M. Arlinghaus
Commiiiioner

(608) 871-8201

Joseph B. Bouchard
Assistant Commissioner

(603) 271-8204

Catherine A. Keano

Deputy Commissioner
(608) 271-2069

August 20, 2021

His Excellency, Governor Christopher T. Sununu
end the Honorable Council

State House

Concord, New Hampshire 03301

REQUESTED ACTION

Authorize the Department of Administrotive Services to enter into a contract with Tech
Mahindra Americas Inc. of Piano, TX (Vendor No. 255204), for an aggregate price limitation
of $10,000,000.00 among oil awarded vendors, for Salesforce Professional Services. The term
shall be effective upon Governor and Council approval and ending on December 31, 2023
with the option to extend for two (2) additional one-year extension terms.

Funding shall be provided through individual agency expenditures, none of which
shall be permitted unless there are sufficient appropriated funds to cover the expenditure.

EXPIANATION

The Deportment of Administrative Services, through the Bureau of Purchase and
Property, and in collaboration with the Department of Information Technology, issued a
request for proposal on February 3,2021 svith responses due on March 3, 2021. There were 11
compliant responses received.

It is the Department's Intent to enter into contracts with the 10 highest scoring vendors
where through a Request for Quote (RFQ) ond Statement of Work (SOW) process the
Deportment of Administrative Services, on behalf of a requesting State agency, will issue
RFQ/SOW to all contractors. Each SOW will detail various requirements related to the services,
planning and implementation of new projects. The project engqgement will be based upon
the highest scoring response. Project engagements under the agreements with a dollar value
exceeding $10,000 shall be brought before the Executive Council for approval prior to
proceeding with the engagements.



His Excellency, Governor Christopher T. Sununu
and the HorSoroble Council

August 20. 202)
Page 2 of 2

As the State's "experience and expertise with Salesforce matures, it will expand its
Salesforce capabilities and services offered. The production Salesforce environment is
centrally managed'. The State has Implemented an Enterprise Government Model that seekS;
to establish Standard Operating Procedures (SOP) and processes on the use of third party
solutions.

I

Through the proposed contracts, the State anticipates improvements in the following
areas: automating business processes, providing prompt responses to tracking or delivering
constituent needs, refining business operations based on access to insightful data, securing
information within compliance of State and Federal regulations, and deploying rapid
solutions throughout the State of New Hampshire's IT environment.

Enabling these capabilities will often require the use of expert resources thot con assist
the State to efficiently design, govern, maintain and provide ongoing management of these
platforms in a secure, responsible and effective manner. Contracting mechanisms that
shorten the "time to value" are needed to procure resources to work with State agencies and
IT staff to supplement existing constrained resources that are needed to provide the skills
necessary for fhe State to excel In its Digital Government Initiatives. Based on the foregoing, I
am respectfully recommending approval of the contract with Tech Mahindra Americas Inc.

Respectfully submitted.

Cl~(Ui
Charles M. Arlinghaus
Commissioner

TDD ACCESS; RELAY NH l.e00-.736-2964



Division of Procurement Support Services
Bureau of Purchase Property

RFI Summary

Gary S. Lunetta

Director

(603) 271-2201

tion •eiorce Professional rvees en OofT
T^i^Mahlndra (Americas) lr>c

6/300023 fl PrOO AM

2024-370
Vendornt Name

Claudia R
Rncios

S'Ii'mT'.."!?! annualapend <157.649.78

$631,389.11
Eatlmatod term ipand (Inctudinfl 1 year trtenatenl

Current price UmitaMan $10,000,000.00Avallabia tiatanca In limttatlon $9,366,600.80

^commendation SummaStatewide Contract or Amendment
Te Amendmentrm of Contract

4.00Price Limitation
$10000,000.00Numtter of Solicitations Received

Number of Sourced bidders
Number or mop vendors
Number of ndn-responsive bidriBn»
37ChecklistCom ate

YesD&B Report Attached
MAMethod of Payment fP-card/ACH)

FOB Delivered Both

Yes

Special Notes: •nwcunerwpricclimitsUonis$10,000,000.00. Bssedon thecunemsDcndof$475 ^ ~-



FIRST AMENDMENT TO THE CONTRACT

BETWEEN TECH MAHINDRA (AMERICAS] INC
AND

THE STATE Of NEW HAMPSHIRE, DEPARTMENT OF ADMINISTRATIVE SERVICES,
FORSALESFORCE PROFESSIONAl SKVICES

CONTRACT #6002968

This First Amendment (hereinafter referred to as the "Amendment"), dated this day
of December, 2023, is by and between the State of New Hampshire, Department of
Administrative Services (hereinafter referred to as "the State") and Tech Mahindra (Americas) •
Inc. (hereinafter referred to as "the Contractor") forSclesforce Professional Services.

WHEREAS, pursuant to an agreement effective October 13,2021, Item #95. set to expire
December 31, 2023, (hereinafter referred to as "the Agreement"), the Contractor agreed to
p^orm certain Solesfofce Professional Services fa the State in consideration of payment by the
State of certain sums as specified therein; and.

WHEREAS, pursuont to Section 17 of the Agreement, the Agreement may be amended
by on instrument in writing executed by both parties:

NOW, THEREFORE, for and in considefation of the mutual promises set forth in this
Amendment and the underlying Agreement, the parties do mutually agree as follows;

1. Delete in its entirety Form Number P-37, item 1.7 Completion Dote end substitute the
following:

1.7 December 31. 2024

2. Paragraph 2 as set forth in Exhibit C (Pricing Structure) is deleted in its entirety end
replaced with the following:

2. Pricino Structure. -Controcta shall provide the services at fhe not-to
exceed hourly rates set forth in the table below.

Position Homty Rofe

Proorom Monooer J 135.00

Scrum Master J 129.00

Salesforc© Technical Architect $133.00

Salesforce Admlnlstrata $96.00

Salestorce Plalfocm Deveiooer $101.00

Solesface Dote Architect $102.00

Salesforce Business Anoivst $98.00

Solesface Trolnlna Consultant $91.00

3. All other provisions, of the Agreement, approved by the Governor and Executive Council
on October 13. 2021, Item #95, sholl remain in full face end effect.

Page 1 of 2
Contractor Initials: SN

Date: 12/7/23



Tech Matiindra (Americas) Inc.

^  SantockkuMatNaii^
By: s*nwtt» kama* <0«c9.IW309:H CMT-iS}

SantoshkumarNair

Dote:

By:

f Of NEW HAMPSHIRE

(Print Name)

Assistant General Counsel

7 December 2023

Charles M. Arttnahaus

(Print Nome)

Title: Commissioner

Deoortment of Administrative Services

IX

OFFICE OF THE ATTORNEY GENERAL

By:

Duncan A Edgar

(Print Name)

Title: Attorney

Date: December 8. 2023

The foregoing contract was approved by
the Governor and Council of New

Hampshire on

DEC 2 0 2n?S

SECRETAKTOF STATE

Poge 2 ot 2
Contnictor Initials: SN

Date: 12/7/23



Tech
rOahindre

Tach IVlahlndra Limited
Shsrtla Centra Off Karve Roed

Pune 41-1004. Maharashtra, Inda

M -1-91 206601.6100

FaL-t-91 20 2542 4466

Cechm9h!n(trfi.com
conn8ctSKechmdiindr4£0m

Revered Office:
88teyii^'^uBdn& BiJndei'
Mtnrdjai 400 CS31,.lncfia

CtN L64200MH1SSBPLC041370

Nevy Harhpsliirej De))^iftcriei2t ofAdministrQtive Services
Siitfe House" Amcx, y "Capitol Stiwt,. Concord,

Subject: Letter ofConfirmation.onthevalidity ofEowcr of Attorney of Mr. Sianto'shKumanNair.
Coidract with-the Strtepfl^w,Hanwshire for Salesforoe Professional Services:

I Anil Khati^, Compfiny Sjccrctaiy of tech Mahindfa Limited having its Registered Office, at
Gateway Building, Apdllq' BUnder, Miunb^ — 4(V 0.01-. wish to inform -you thai the Board of
I)irector5 of thecompany vlde^fesolutipn dated-25, Junei'2013 has conferred Power of Attorney to
Mr. Santosh -KumM'Nau' - Assistant Qcn^'.Counsel, to inter- alia Sign all contracts on behalf Of
the Comply and Subsidiaries Of the Compapy. We "hereby conrinn that the Power, of Attorn^
issued 'to Mr. Santosh. Kumar hlair On September, 2013 has not been revoked" till date and is
valid and subsisting.

For Tech Mahindca Limited

AoDlIDiatri

Company Secretary

21 July,202]

PUNE£
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T(&aind1ji:lhe?hamej8nd;.bieljarf.^.'lKe-d6.^p^!an1J1|S."S.ubsl^^
•anyofthe,<&lovwTi-kts,llBe(Is;maU^ ' ; ' ■ ,.■■

vh ■ TCi,ii^dliate.. exkuie;.^d sl§o;ali1jieie^n#^'erSI"^^ VierSisforter^S^
#MP ^ ~-'- - * - *. ^ i'tt — -*- ^^. J 1- ^ --f -• -- -■

■  . , ■ 'r H'-, . : . • •"• .■ ■ " •Tp ■rtegofete, sjgnj .ariif; e;(e^;;^^;^agieeni8^^^^ for ,Ripyiif^:.^^tg1t^
Deye)bpmeJ|t^,Seiyjc^, Softw^ieSfi^t^^SefjiceA .
Softw^^oriiar^ " " : -' ■' ■■■ '. - " v.

in:

civa or. cfiminai or insol\rer^ or-GcTurt-fearingi.-ewnp^^^ or Sales-fax, Wi^th. tax,
n)alteis or" Land reVnB(ice-at}d' otheY,matters of y^afsc^rTiafeJTe '^-.bef^- |,apd
Auti)onljes or -(^erguOipr^'ilfe^ &jmf3eii$^n-pr Arcor^paation'ORjcejj,
.CoSectors, Oustom Officers, Gprnmlsjskmei^ Cehiral-..S[^ • of, Be^nue or coitespondlhg
aufhorilies fiayn^^juistncto'n'Inrahy.'SoV^^ terTtt6ii.es Worldwide and'kLQ{her'-Judicial.cr
other Officers, trfburrals and pQb^c ;Qffica}s and: .8n;^.nt(^. Y^ts6e«/er: str^ ..be.lhPt^fH
advisable by, the ^tlbmey,-and. fo'f the Conipgny^.or -^ubs.idlarles and lh lfie harnelorthe
Companyof of Its SubsWi'arfeS'Orolhervflse toicommencey/catryon orconlmue, acton-'ordyrer
•proceedings' befo're arty sireh aWttdnll^pr irt any-Couft dfJUSdca, or before the Incpfne.t^
Sates Tax, VVealth tax, Cultonra pr'.R^nOe-'Offioeis. C6ritn)l!e'(S'6f ariyolhSr public aothp'rilies
Of offfcer-whatsoever-for the recovery; of any. debt,, sum of'.money refutrd, right,'iltte. fnlerest
property matter of thing whatsoeverinow'dite or payalile or to become due or payable or in.any
way tietonging to the Comparry or of its Subskliade$'l>y arry means or any account whatsoever
or in respect of any offence or cnhie in respect of .the any property, estate or chattets-dt the
Company or of its Subsldlarfes and-'lo defend all actions, suits, proceedings .of every nature
and kind arfo fo prosecute or discontinue or become non suited therein if ttie Attorney shaD see
cause and also to Se, defend; appeals retererTces, revlev/s. revisldrts and ofher applications
from the decisions in such proceedings and to cany to finai defennlnation as ttre Attorrrey shall
think fit and also to. take such other-tav/foi v/ays and means for recovering or getting .in such
sum of money, refund or other thing whatsoever and. also to appoifil any number of Solicitors,
Pleaders, Advocates. Barrister or other Legal Advisers to prosecute or defend in the premises
aforesaid or any of them as occasion may require, vflther h the name of the Cornpany or of Its
.Subsidiaries of in the name of Attcforiey and for the purposes aforesaid to sign, wear^ declare



■ ■ ~ • lana verify-all plaints, pelifipns, ert)llcatkm3,.8admits,;dedat^ stMemerts, memos
^ --'Of appeals, reviews^ revfelon appifcaflons; and ail other dpcpmenB as may be deemed

^.5 U,

Iv. To-sign afid .execute aU docurae.nts,- deeds, appDcaltonSi dedafaBons of whatsoever, natu^, liw
Company and/bf,Hs-Sut>sl(naries.'may be required to' ejrecutesign utuJer^Ihe prbvfeio^ of any
Statutes; mles.orreffljlattons, fof.lhffAne being &i force in ̂ 'Sovere^ territories woridwide.

V. Tos^'Wecutband to peiforin-al>ariH/6rahy.adS deedsjundertaidhgs.affi^
things-incWental'oranciiry to. the maflers.pr audmtifi«:mbnlibnpd aboVe, to'fully ̂ ectuate
the^amei *'•

■And-toe Company;8nd/or Bs SubsicfiarieSi as;lhe.(asi may be.-^tf^ uoSeftaKefe to.^tify and
confint) wHSevef-^ AHbmey mayiswtiipy^^ioi'causesto'be.afl^ pr^'ents..
The power deieg^ by vbftto-of ttited^qwrtf^to^ act;bn.^Mrdf the Coro-pany.m^ IB
Siibsidiartes in resped-of-ihe eWm^d^' via ^e-said-Atto^y is In
emptoyment' of-the' bfnpany' dr.Bl tha Company ievofes the same a! anytimd-for .any reason
wltalsoeve'5. " . * ■ v -•

.Given tWs.daythe IT^September.^.fS ■ ... .
tofTaiv1itehliidra.Umlted • . - * ••

.1, .J: ■*■

fiy Secretary

Mr. Santosh Kumar NaIr-8haI):Sign as:

«>3.:

.. •.

S!
2015KAY

ATTE

DiNESHKRblNGH
Exec. Secreory

Clumber of lodiii Tr*de I taCustries
0SI.H1

Br 42 4 7



state of New Hampshire

Department of State

CERTIFICATE

I, \Wlljanj M. Oardner, Secretary of State of the State ofNew Hanq>ririrc, do hcrd>y certify that TECH MAHENDRA

(AMERICAS) INC ts a.New Jeney Profit Corporaiion registered to traosoct husincss in New Hamp^re on October 23,2013.1

flirther certify thai all fees and documents required by the Secretary of State's office have been received and is in good standing as

ftr as this oflice is coocemed.

Business ID: 699441

Certificate Number 00OS407617

IN TESTIMONY WHEREOF,

I hereto set my hand and cause to be affixed

the Seal of the State ofNew Hampshire,

this 14th day of July A.D. 2021.

William M. Gardner

Secretary of State



CERTIFICATE OF LIABILITY INSURANCE
OATEpOVDOrvyW)

07iC2I2021

THIS CbKIIFICAlb IS ISSUbb As A OIATTER OF JNFORMATIOM ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE HOLDER. THIS
CERTIFICATE DOES NOT AFFIRMATIVELY OR NEGATIVELY AMEND, EXTEND OR ALTER THE COVERAGE AFFORDED BY THE POLIOES
BELOW. THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE ISSUING INSURERIS), AUTHORIZED
REPRESENTATIVE OR PRODUCER. AND THE CERTIFICATE HOLDER.

IMPORTANT: If the certQIeate holder la an ADDfTlONAL INSURED, ihk peney(le9) must have AODmOHAL INSURED provlalons or be endorsed
if SUBROGATION IS WAIVED, subject to the terms and conditions ol the policy, certain poUdes may require an endorteiRenL A statement on
this certificate does not confer righto to the certificate holder In lieu of such endorsementfs).

PRODUCER

Uaoii Rld( & btnnoce Senfeet
ITnTrdnNcgy Ddn, Suto 783
8»leM.CA 8§1t0
aitrSanlotf f""

CN10318tB49>GAVyU&21^

CONFACT
NAME;

p^a tin
l(AK.Nek

UMAIL \
AMSFM: '

MSURSRm APFOROING COVERACE NAICS

INSURBIA: Ussssdmsetts Qsv hsmnea Co. 22206
BISURED

Teth hhUnfra (Amedeas) he.
TesbMalMrsUtdM
ABcPflteih Ldtetin
S700 Otmocreey Ome, Suits 2000
Fbre.lX 75024

INSURSt B: WA fUA

MsmER c: ABmerka Rnandii BencR ht Co 41840

wsvneto:

HSURtRB:

KSlfflERPi

THIS IS TO CERTIFY THAT THE POUaES OF INSURANCE USTEO BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY PERIOD
WDIGATED. NOTWITHSTANDINO ANY REOUIREMENT. TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WTTH RESPECT TO WHICH THIS
CERTIFICATE MAY BE ISSUED OR MAY PERTAIN, THE INSURANCE AFFORDED BY THE POUCIES DESCRIBED HEREIN IS SUBJECT TO ALL THE TERMS
EXCLUSIONS AND CONOmONS OF SUCH POUCIES. LMT8 SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS.

iNsn

ITR TPPeOPINSURANCfi li.'U'U'.Vi* POUCVNUMBER UMJTS '
A X COMItERCIALatOrenALUABtLfTY

IE 1 X 1 OCCUR

ZDy-A367214-(IS 07X1112021 07AU2022 EACH OCCURRENCE t  1,000,000

1 CLAai»MAt DAMAeOTOheNTeS
%  1OOJI0O

UEO E19 (Any ont pcnenl S  10,000

.
PERSONAL a AOVOUURY s  1,000000

loSfLACcrtEOATB UMn APPLIES PER: GENERAL A00RE0A7E s  2000,000

pojcyI 1. lux
OTHER:

PRODUCTS • COMPTOP AGO c  2000,000

□ s

[ AuroMooaEUABiLnY 1 S

AMYAVro ' BODILY aUURY (Parpnoo) s

1 ovmEO
AtnroSONLY

1 HIRED
i AUTOS ONLY

—

SCHEDULED
WTC6
NOIM»VNED
AUTOS ONLY

BODILY INJURY (Per aeddtni] f

mOPERTY DAMAGE c

s

UUSMLLAUAS

iSCCESaUAB

OCCUR

CLAtMSMAOe
•

EACH OCCURRENCE

ACOREOATE s

DEO 1 1 RBTENTIONt 1 s
C WOEKERS eOUPEMSATION

ANOEIIPlOVERS'UABnjrr
AMTPROPRiSTOfUPARTNEneXECUnvE
OFFICEWUeMSEREXaUDEO? 1 ^
pi*»tf«0*ylBNM) ' '
Bws. dttoht unStF
MSCR2PTI0N OP QPERAHONS bekn*

H/A

WMY-A9S722V0S D/xni2lttt 07/01/2022 : * I Sf&un. 1 iT
Ej-EACHACcoarr : s 1,000,000
E.L nSEASE • £A EMPLOYEE s  i.ooojrao

e.L DISEASE • POLICY UMH* ,  . 1.000,09)

•

.

DESCIUPnON CP OPCIUTIONS / L0CAT10MSIVEHWLES {ACORD 1 tl, AdAlUontJ lUflwki ScMub.nsir meliaP V «or* tfMt it

CERTIFICATE HOLDER CANCELLATION

suiolNpffHafflpchbe
AdfrMsmfivB Scrtas
Bufew cfpjnhate end Pr^cfty
2SCa|telSUMt
Roam 102
CoaeotdNH 03301

'

SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED BEFORE
THE EXPIRATION DATE THER&OP, NOTICE WILL BE DEUVEREO IN
ACCORDANCE WITH THE POUCY PROVISIONS.

AUTMORSED REPRESENTATIVE
qI Martb Rltk S Insuraac* Sorvicw

PetrenclaMsssey

ACQRD 25 (2016/03)
0196B-2016 ACORD CORPORATION. AH lights reserved

The ACORO name and logo are registered marks of ACORD



^o^^laudia

From: Arpit Shastri <Arpit.Shastri@TechMahindra.com>
Sent: Tuesday, July 25, 2023 9:46 AM

To: Roy, Claudia

Subject RE; Sal esforce Contracts

EXTERNAL; Do not open attachrnents or click on links unless you re'cbjghize and tru^ the sender.

Hi Claudia,

Good Morning M

Yes, we are interested in extending the current contract.

Please let me know If you need any more information from my side.

Thanks for the opportunity.

Regards

Arpit Shastri

Public Sector | Tech Mahindra Americas Inc

+1 224 616 7440

ArDit.Shastri@techmahindra.com

From: Roy, Claudia <Claudia.l.Roy@das.nh.gov>

Sent: Tuesday, July 2S, 2023 9:43 AM
Subject: Salesforce Contracts

Importance: High

Good morning,

I am reviewing the current contracts in place for salesforce professional services and
see there is an opportunity to extend for an additional year.

We are obligated to send out an RFI to the public in order to verify we are doing our
due diligence to ensure the best price for our taxpayers. While you are not obligated
to reply to the RFI, I would like to verify if each of you are Interested in extending for
an additional year at the same price, terms, and conditions via email.

Please reply to me by 7/31/2023 if you wish to extend or if you wish to not extend your
contract after it lapses on 12/31/23.

Thank you for your continued service with the State of New Hampshire.



Claudia Roy
Senior Purchasing Agent

State of New Hampshire
Department of Administrative Services
Division of Procurement & Support Services
25 Capitol Street,
Concord, NH 03301
Email: Qaudia.I.Rov@DAS.NH.gov

Phone: (603) 271-2202

Caution: Please do not click links or open attachments unless you recognize the sender and know the content is

safe.

•- Disclaimer: This message and the information contained herein Is proprietary and

confidential and subject to the Tech Mahindra policy statement, you may review the policy at
httD://www.techmahlndra.com/Disclaimer.html externally httD://tim.techmahindra.com/tim/disclaimer.html internally

within TechMahlndra.


