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Tab A - Cover Letter  

October 22, 2025 

Arkansas Department of Human Services 
 Office of Procurement 
 Donaghey Plaza South 
 700 Main Street 
 Little Rock, AR 72203 

To the Evaluation Committee, 

The SaaS Masters Inc. submits this Letter of Intent to formally express our interest in partnering 
with Department of Human Services on the Decision Support System (DSS) – Design, 
Development, Implementation, and Maintenance project. We understand the purpose of this 
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project and the impact it will have across your operations, and we are confident in our ability to 
deliver a secure, scalable, and reliable system that meets those goals. 

We are not a general IT vendor. We are a small, specialized SaaS engineering firm that builds 
and maintains web and mobile software products, nothing else. Our entire practice is centered 
on creating, scaling, and supporting Software-as-a-Service platforms. Every member of our 
team works exclusively with SaaS products and the technical disciplines that make them 
dependable in complex environments: security, compliance, integration, accessibility, and long-
term maintainability. 

From a technical standpoint, this is what we do every day. We work with JavaScript (Node, 
React, Angular, Next.js, and vanilla JavaScript), React Native, Flutter, and Python. Over nearly 
a decade, we’ve built enterprise-grade SaaS systems that meet HIPAA standards, integrate with 
government and healthcare infrastructure, and support large-scale data and user management 
needs. While we are new to direct state contracting, we’ve delivered government-adjacent 
projects at the same level of security, compliance, and accountability that state agencies 
demand. 

What makes us different is that we operate lean. We don’t bring unnecessary layers of 
overhead or generic consulting costs. We bring a small, highly capable team that handles 
design, development, and deployment at a higher technical standard and a lower total cost. We 
know the value of clear communication, we plan everything down to the smallest technical 
dependency, and we take pride in showing you exactly how your project will be executed from 
the first day. 

We are honest about what we know and direct about how we work. Our attention to detail and 
structured approach to problem-solving is what keeps our clients confident in us. When you 
work with us, you’ll have direct access to the people building your system; no middle layers, no 
bureaucracy. 

We confirm our capability to deliver, host, secure, and support the full lifecycle of this project, 
including integration, compliance, and long-term maintenance. We understand what’s at stake 
with state-funded technology, and we take that responsibility seriously. 

Please direct any questions or requests for clarification to me directly at  or 
 We appreciate the opportunity to participate in this process and 

look forward to the chance to show exactly how we can help [The SaaS Masters] achieve its 
goals with precision, transparency, and reliability. 

Sincerely, 

 
  
 Founder & Managing Partner 
 The SaaS Masters Inc. 
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 P.O. Box , Conway, AR 72034 
  |   
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Tab B - Executive Summary / Problem Understanding 

The SaaS Masters operates in an environment where precision, compliance, and public 
accountability are non-negotiable. The systems you rely on must not only work but also 
withstand audit, scale under real-world use, and remain secure and reliable over time. The 
mission behind this project, which is to modernize and streamline [specific function, such as 
data management, licensing, or case tracking], is about more than technology. It is about 
creating a dependable foundation that helps your teams do their jobs efficiently, ensures 
compliance with state and federal requirements, and protects taxpayer dollars. 

Right now, agencies across the country are dealing with legacy tools, siloed processes, and 
manual data handling that slow operations down and increase risk. The challenges are 
consistent and familiar to us: 

● Fragmented Systems: Critical data often lives in multiple places that do not 
communicate with each other. Staff spend valuable time reconciling spreadsheets, 
chasing missing records, or manually keying in information between platforms. 
 

● Compliance Pressure: State programs operate under strict security and regulatory 
standards, from data privacy to accessibility. Manual processes make it harder to ensure 
audit readiness or prove adherence to requirements such as HIPAA, Section 508, or 
FERPA. 
 

● Operational Bottlenecks: Without automated workflows and real-time visibility, 
approvals, document reviews, and reporting can lag behind. The lack of centralized 
tracking often leads to redundant work and missed deadlines. 
 

● Limited Transparency: Decision makers and administrators need quick access to 
reliable data. In outdated systems, generating even a basic report can require multiple 
staff members and hours of manual compilation, which delays critical decisions. 
 

● User Experience Gaps: Many existing state systems were built for compliance first and 
usability second. The people actually using them, including staff, citizens, or partner 
organizations, struggle with unintuitive interfaces that make routine tasks harder than 
they should be. 
 

These issues do not just cause frustration. They create measurable risk. Inefficiencies increase 
operational cost, gaps in compliance can lead to audit findings, and outdated processes slow 
the delivery of services that citizens rely on. 

The SaaS Masters exists to solve exactly this kind of problem. We specialize in building cloud-
based systems that automate compliance-heavy workflows, eliminate manual processes, and 
integrate seamlessly with the data and tools you already use. Our approach focuses on creating 
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secure, easy-to-use platforms that handle the complexity for you so your teams can focus on 
their work instead of their software. 

We have built HIPAA-compliant healthcare management systems, background screening 
platforms that integrate with legacy government systems, and secure multi-portal solutions for 
large organizations where privacy, auditability, and uptime are critical. These are the same 
technical and operational challenges that state agencies face every day. We have been solving 
them successfully in the private sector for years. 

That is why this project is such a natural fit for us. We understand the level of accountability 
required when you are dealing with regulated environments and public funds. We also 
understand that no agency can afford risk or downtime. Our solution is built around those 
realities, a modern and fully auditable SaaS platform designed for performance, compliance, 
and ease of use. 

In short, we approach your challenge not as outsiders but as specialists who have already 
mastered the difficult parts, including compliance, data integrity, integration, and user 
experience. What changes here is only the setting, not the standard. We are ready to bring that 
same level of precision and care to The SaaS Masters so you can deliver a system that works 
as hard as your team does. 
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Tab C - Technical Approach / Solution Overview 

The SaaS Masters builds modern cloud-based systems that are secure, scalable, and built for 
long-term sustainability. Every project we deliver is designed to perform under real-world 
conditions while maintaining strict compliance and security standards. Our approach focuses on 
three things: reliability, transparency, and adaptability. We build systems that agencies can 
depend on, expand, and trust for years to come. 

Platform Architecture 
 Our solution is hosted on Amazon Web Services (AWS) within a fully isolated and encrypted 
environment. Each environment, including development, testing, and production, operates in its 
own Virtual Private Cloud (VPC) with tight access control and logging at every layer. 

● Compute: We deploy applications using AWS Elastic Container Service (ECS) with 
Fargate, which allows for auto-scaling microservices that handle API requests, 
automation, and background processing. Event-driven operations, such as file validation 
and scheduled reminders, are handled by AWS Lambda functions. 
 

● Data Layer: The system uses Amazon RDS for PostgreSQL as the main database. It is 
configured for Multi-AZ redundancy, automated backups, and point-in-time recovery. 
Amazon OpenSearch provides fast search and reporting capabilities. 
 

● Storage: Documents and files are stored in Amazon S3, encrypted with AWS KMS-
managed keys. Access control is applied at the object level, and versioning ensures full 
traceability of every change. 
 

● Networking and Access: We apply the principle of least privilege to every resource. 
IAM roles, Security Groups, and Network ACLs are used to strictly define access 
between services. 
 

● Monitoring and Reliability: AWS CloudWatch and AWS X-Ray monitor system health, 
latency, and error rates. Automated alerts and rollback policies ensure uptime of at least 
99.9 percent. 
 

This architecture provides The SaaS Masters with a strong foundation for compliance, fault 
tolerance, and scalability while remaining easy to maintain and update as needs evolve. 

Core Modules 
 Our system is divided into modular components that work together seamlessly to support every 
stakeholder. 

● Onboarding and Compliance: Collects and verifies required records such as 
background checks, certifications, or health clearances. Automated reminders are sent 
for expiring documents, and reviewers can approve or reject submissions within a 
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centralized dashboard. 
 

● Placement Management: Handles the matching of users or participants with programs, 
agencies, or placements based on eligibility and preference. Tracks readiness, offers, 
and acceptances in real time. 
 

● Agency and Partner Portal: External partners can log in securely to manage their 
profiles, approve participants, complete evaluations, and maintain compliance 
documentation. 
 

● Reporting and Oversight: Includes dashboards for compliance tracking, readiness 
status, and program performance. Supports ad-hoc reporting and audit-ready exports. 
 

● Integration Hub: Provides secure, monitored data exchange with existing systems such 
as student information databases, learning management systems, or third-party 
verification services. 
 

Integrations 
 Our approach to integration is flexible and secure, designed to meet agencies where they are 
technologically. 

● Banner or Ellucian Systems: Data ingestion through REST or SFTP endpoints, 
depending on the agency’s configuration. All key data elements, such as users, 
programs, and enrollments, are validated and reconciled on a nightly schedule. 
 

● Canvas or Other LMS Platforms: Assignments or training modules are automatically 
created and updated. Completion data is synced back into the system for accurate 
progress tracking. 
 

● Background Check and Drug Testing Vendors: Secure integration through APIs or 
SFTP transfers allows for order submissions, status tracking, and verified results without 
exposing sensitive information. 
 

● Single Sign-On (SSO): Integration with SAML 2.0 or OpenID Connect enables users to 
sign in through the agency’s existing identity provider. Multi-Factor Authentication (MFA) 
is required for administrative and privileged accounts. 
 

Compliance and Security 
 The SaaS Masters builds every system with compliance and security as a top priority. 

● Data Protection: All data is encrypted in transit using TLS 1.3 and encrypted at rest with 
AES-256. Keys are managed through AWS Key Management Service (KMS) with 
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automatic rotation and strict access policies. 
 

● Access Control: Role-based and attribute-based access ensures users only see data 
relevant to their responsibilities. Highly sensitive information, such as background 
screening results, is viewable only by authorized roles. 
 

● Audit Logging: Every login, data view, file upload, approval, and configuration change 
is logged with time, user, and action details. Logs are immutable and available for audit 
and reporting. 
 

● Accessibility: The system adheres to WCAG 2.1 AA accessibility standards. Automated 
and human accessibility testing are part of every release cycle. 
 

● Regulatory Alignment: Our approach aligns with HIPAA, FERPA, and state-specific 
privacy requirements. Retention schedules, incident response procedures, and access 
reviews are built into operations from day one. 
 

Why This Design Works for The SaaS Masters 
 This solution reflects how The SaaS Masters approaches every project: secure, practical, and 
easy to manage. By centralizing operations, automating compliance checks, and integrating 
with existing systems, the platform reduces human error and administrative overhead. It also 
provides real-time insight into key metrics, giving decision makers the visibility they need without 
extra work. 

The result is a system that delivers the reliability and performance expected in the public sector 
while maintaining the simplicity and speed of a modern SaaS product. The SaaS Masters 
solution gives agencies confidence that their data is protected, their workflows are efficient, and 
their technology is built for the future.  
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Tab D - End-User Experience 

Our entire approach to software design revolves around one principle: every person using the 
system should know exactly what to do next. The end-user experience is about clarity, not 
complexity. We design platforms that guide users through their work in a way that feels natural, 
predictable, and efficient. The system does the heavy lifting in the background so people can 
focus on their actual jobs. 

Each user role has a specific experience tailored to their responsibilities. Our interface is fully 
responsive, accessible under WCAG 2.1 AA standards, and optimized for both desktop and 
mobile use. We use real-world language, clean layouts, and role-based dashboards so no one 
is overwhelmed with unnecessary data. 

Student Experience 
 When a student logs in, they immediately see where they stand. A readiness tracker at the top 
of their dashboard shows their current status in simple terms: what is complete, what is missing, 
and what needs attention. Each requirement opens into clear instructions, accepted document 
types, and expiration dates. Students can upload documents directly from their phone or 
computer, and the system automatically verifies file type, checks for missing data, and flags 
items that need review. 

For required trainings such as HIPAA or safety certifications, the student can access linked 
courses directly through the platform. Once they complete the training, the system syncs the 
result automatically, marking the task as verified without the need for screenshots or manual 
uploads. 

Students can browse available sites or placements, filter them by distance, and rank 
preferences. Once matched, they receive notifications of offers and can accept or decline 
directly in the portal. Their time tracking, evaluations, and communication with site supervisors 
all happen in one place. This means less confusion, fewer emails, and more time focused on 
completing their work successfully. 

Faculty and Coordinator Experience 
 Faculty and coordinators use a dashboard designed for control and visibility. The moment they 
log in, they see a summary of program readiness: how many students are cleared, how many 
are waiting on documentation, and which placements still need approval. 

They can drill into a student’s record, send batch reminders, or approve documents with just a 
few clicks. Automated alerts identify students who are about to fall out of compliance or whose 
placement data needs updating. This replaces the manual tracking spreadsheets that most 
programs rely on today. 

Coordinators can also manage placements directly in the system. They can filter by student 
eligibility, program, or site, then generate placement offers. The platform enforces rules and 
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fairness automatically, preventing errors like over-assigning students to a site or selecting 
someone who has not completed all compliance requirements. 

Evaluations and timesheets are also handled here. Coordinators can monitor progress, send 
reminders for overdue evaluations, and export summary reports instantly for accreditation 
reviews. 

Agency or Site Supervisor Experience 
 For site supervisors, the system provides a simple, secure workspace that shows only what is 
relevant to them. Upon login, they see their assigned students, pending approvals, and 
evaluations that need completion. They can review student details, verify readiness status, and 
electronically sign off on timesheets. 

Supervisors receive automated notifications when actions are required, such as a new student 
placement or an expiring affiliation agreement. The interface is designed to be intuitive, 
requiring little to no training. Supervisors can complete evaluations on any device, including 
tablets and phones, which makes it easier to stay engaged while managing their day-to-day 
responsibilities. 

Administrator and Program Director Experience 
 Administrators and directors operate from a high-level dashboard that gives them instant insight 
into the health of the entire program. They can view readiness percentages across departments, 
check compliance rates, monitor site capacity, and generate audit-ready reports in seconds. 

When accreditation season arrives, they already have what they need. The system 
automatically organizes and timestamps compliance records, evaluations, and affiliation 
agreements so everything is ready for download or presentation. 

For IT administrators, integrations with existing systems like Banner or Canvas are managed 
through a dedicated control panel. They can view sync statuses, error logs, and data validation 
reports without needing to contact a developer. 

Accessibility and Language Support 
 Every page, form, and feature is designed with accessibility as a requirement, not an 
afterthought. We follow WCAG 2.1 AA standards, which include full keyboard navigation, screen 
reader compatibility, focus indicators, and proper contrast ratios. We test all interactive elements 
with accessibility tools and real users to ensure compliance. 

The interface supports multilingual capability so users can view key elements in their preferred 
language when required. Training materials, help guides, and notifications are designed to be 
clear and easy to understand for every audience, including users who may not be technical. 

Summary 
 Each user has a clear, focused experience built around their specific role. Students always 
know what they need to complete. Coordinators can manage programs and placements without 
endless emails or spreadsheets. Site supervisors can review and evaluate students quickly and 
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accurately. Administrators and directors gain full visibility without pulling data from multiple 
sources. 

The SaaS Masters designs software that removes confusion, automates what can be 
automated, and gives users confidence that everything they need is in one place. The result is a 
platform that is as easy to use as it is powerful, allowing every user to do their part efficiently 
and without frustration. 
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Tab E - Implementation Plan 

Our implementation plan is built on clarity, accountability, and control. We approach every 
project as a partnership that moves in carefully structured phases. Each phase has clear goals, 
measurable outcomes, and defined exit criteria. The plan below outlines how The SaaS Masters 
will move from discovery to go-live with full transparency and operational discipline. 

We use a sprint-driven process with weekly or biweekly checkpoints, ensuring that progress, 
feedback, and quality are tracked continuously. Every deliverable is reviewed against 
documented acceptance criteria before moving to the next phase. 

Governance and Roles 
 We establish a clear structure from day one so there are no surprises. 

● Engagement Manager (The SaaS Masters): Responsible for delivery, communication, 
and schedule adherence. 
 

● Solution Architect (The SaaS Masters): Oversees system design, security, 
integrations, and scalability. 
 

● Development Team (The SaaS Masters): Implements features, performs testing, and 
handles all technical configurations. 
 

● QA Lead (The SaaS Masters): Owns testing, validation, and accessibility compliance. 
 

● Product Owner (Agency): Defines priorities, provides feedback, and signs off on 
deliverables. 
 

● Stakeholders (Agency Leadership/IT): Participate in steering meetings, approve 
milestones, and validate overall direction. 
 

Governance Cadence 

● Weekly project status meetings to review progress, risks, and decisions. 
 

● Biweekly sprint demos to showcase completed work and gather feedback. 
 

● Monthly steering committee meetings for leadership updates and strategic adjustments. 
 

Phase 1: Discovery and Planning (Weeks 1–4) 

Objectives 
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● Establish project scope, requirements, and measurable goals. 
 

● Identify all data sources, integration points, and compliance obligations. 
 

● Define success metrics and finalize a detailed roadmap for development and 
deployment. 
 

Tasks 

● Conduct stakeholder workshops and workflow mapping sessions. 
 

● Review existing systems, data formats, and pain points. 
 

● Document functional and technical requirements. 
 

● Define accessibility, security, and reporting criteria. 
 

Deliverables 

● Requirements document approved by all parties. 
 

● Technical architecture and data integration plan. 
 

● Risk register and mitigation plan. 
 

● Baseline project schedule with sprint mapping. 
 

Success Metrics 

● 100 percent of stakeholders sign off on requirements and architecture. 
 

● All data and integration points identified and documented. 
 

Risks and Mitigations 

● Risk: Incomplete requirements. Mitigation: Daily touchpoints during requirements 
workshops. 
 

● Risk: Data inconsistencies. Mitigation: Validation scripts and reconciliation plans built 
during planning. 
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Exit Criteria 

● Approved system design, data flow diagrams, and implementation roadmap. 
 

Phase 2: Build and Configuration (Weeks 5–12) 

Objectives 

● Develop the core system modules and configure workflows. 
 

● Implement security controls, access roles, and automated processes. 
 

Tasks 

● Set up cloud infrastructure and core database. 
 

● Build main modules (onboarding, compliance, placement, reporting). 
 

● Configure admin settings and workflows. 
 

● Implement role-based access control and notification systems. 
 

● Conduct internal QA and code review at the end of each sprint. 
 

Deliverables 

● Functional prototype with all primary workflows operational. 
 

● Admin configuration interface and initial dashboards. 
 

● Accessibility compliance verification (WCAG 2.1 AA). 
 

Success Metrics 

● All major modules operational and tested internally. 
 

● Performance targets met for response time and stability. 
 

Risks and Mitigations 
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● Risk: Unexpected scope expansion. Mitigation: All new requests go through formal 
change control with impact review. 
 

● Risk: Configuration errors. Mitigation: Automated unit testing and peer code reviews. 
 

Exit Criteria 

● Functional system ready for integration testing. 
 

Phase 3: Integration and Testing (Weeks 13–16) 

Objectives 

● Connect to existing systems such as Banner, Canvas, or external vendors. 
 

● Validate data flow, security, and overall system performance. 
 

Tasks 

● Implement integration APIs or secure file transfers. 
 

● Conduct full data synchronization tests. 
 

● Run load testing, security scanning, and accessibility audits. 
 

● Document all testing results and address any issues. 
 

Deliverables 

● Working integrations with reconciled data. 
 

● Security and performance test reports. 
 

● UAT (User Acceptance Testing) scripts and results. 
 

Success Metrics 

● All integrations running successfully with less than 1 percent data mismatch. 
 

● No critical or high-severity issues in security or accessibility scans. 
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Risks and Mitigations 

● Risk: Integration delays. Mitigation: Mock integrations tested early in development. 
 

● Risk: Third-party API downtime. Mitigation: Retry and logging mechanisms built into 
each integration. 
 

Exit Criteria 

● Successful completion of integration and UAT sign-off from agency stakeholders. 
 

Phase 4: Pilot and Training (Weeks 17–20) 

Objectives 

● Launch the system with a limited group of users to validate real-world performance. 
 

● Train all user roles and collect structured feedback. 
 

Tasks 

● Conduct pilot with selected departments, users, or sites. 
 

● Monitor system performance and address pilot feedback. 
 

● Deliver training sessions and support documentation. 
 

● Refine workflows and reports based on feedback. 
 

Deliverables 

● Pilot success report with adoption metrics and issue log. 
 

● Training materials, videos, and knowledge base articles. 
 

● Support plan for post-launch operations. 
 

Success Metrics 

● 90 percent of pilot participants complete their key tasks successfully. 
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● All critical feedback resolved within agreed timelines. 
 

Risks and Mitigations 

● Risk: User adoption resistance. Mitigation: Early engagement and easy-to-follow training 
materials. 
 

● Risk: Data entry or process confusion. Mitigation: Step-by-step in-app guidance and 
contextual help. 
 

Exit Criteria 

● Pilot completion with sign-off from both agency and The SaaS Masters. 
 

Phase 5: Go-Live and Support (Weeks 21–24 and Ongoing) 

Objectives 

● Execute a controlled system launch with minimal risk. 
 

● Transition to ongoing maintenance and support operations. 
 

Tasks 

● Final data migration and validation. 
 

● Go-live checklist execution and system monitoring. 
 

● Establish support channels, SLAs, and escalation procedures. 
 

● Conduct a post-implementation review and set future roadmap. 
 

Deliverables 

● Production system live and stable. 
 

● Support documentation and help desk procedures in place. 
 

● Post-launch report with performance metrics. 
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Success Metrics 

● 100 percent of users able to log in and perform role-specific tasks. 
 

● 99.9 percent system uptime during the first 30 days. 
 

● All critical tickets resolved within SLA. 
 

Risks and Mitigations 

● Risk: Unexpected system issues. Mitigation: Hypercare support period with extended 
monitoring and daily check-ins. 
 

● Risk: User confusion post-launch. Mitigation: Dedicated help desk and quick-start user 
guides. 
 

Exit Criteria 

● Stable production environment and completed transition to support team. 
 

Testing Standards 
 All features go through unit, integration, accessibility, and user acceptance testing. We test for: 

● Security (vulnerability scans, penetration tests). 
 

● Accessibility (WCAG 2.1 AA). 
 

● Performance (load and response times). 
 

● Functionality (cross-browser and mobile validation). 
 

Week-by-Week Summary 

● Weeks 1–4: Discovery, workshops, requirements approval. 
 

● Weeks 5–12: System build, configuration, internal testing. 
 

● Weeks 13–16: Integration, load testing, and UAT. 
 

● Weeks 17–20: Pilot, training, and feedback refinement. 
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● Weeks 21–24: Go-live, hypercare, and transition to maintenance. 
 

This plan gives The SaaS Masters and Arkansas Department of Human Services a clear, 
measurable path from concept to completion. Every phase ends with tangible results, 
documented approvals, and a shared understanding of what comes next. It is structured enough 
to guarantee stability but flexible enough to adjust to real-world needs without compromising 
delivery.  
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Tab F - Experience & Qualifications 

At The SaaS Masters, we only build SaaS products. That’s all we do. Our systems are designed 
to be secure, scalable, and dependable, because our clients operate in industries where those 
things actually matter. We’ve spent years building HIPAA-compliant, enterprise-grade SaaS 
platforms that handle sensitive data, connect to legacy systems, and automate complex 
workflows. 

We’re new to working directly with government agencies, but not to the level of structure and 
accountability that comes with these types of projects. Our systems already operate at the same 
scale, security, and compliance standards that government platforms demand. 

Below are several projects that demonstrate both the scale and complexity of our work, along 
with links to public-facing platforms where applicable. Each one was built and maintained by our 
team from the ground up. 

 

1. Background Screening SaaS with Legacy Apex Integration 
 URL: selectss.net 
 Duration: March 2024 – Present (Ongoing Partnership) 

What We Built: 
 A fully modernized background screening and compliance management platform that replaced 
a legacy FoxPro-based system called Apex. We built a complete React/Node.js SaaS platform 
that integrates seamlessly with Apex while introducing real-time applicant tracking, compliance 
documentation, and reporting dashboards. The system processes hundreds of background 
reports daily and handles PHI and PII under HIPAA-grade security standards. 

Challenges and Complexities: 

● The legacy system had no API or schema consistency, so we created a bridge layer that 
performs data normalization, retries failed syncs, and reconciles mismatched records 
automatically. 
 

● Managed encryption and role-based access across thousands of sensitive documents. 
 

● Implemented immutable audit logs and automated reporting for federal compliance 
audits. 
 

Relevance to DHS: 
 This project directly mirrors DHS’s environment—complex data systems, legacy integration, 
and strict compliance requirements. We’ve already solved the same problems DHS faces in 
managing secure, high-volume data with full traceability. 
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2. AgensyCare - HIPAA-Compliant Client Management SaaS 
 URL: https://agensy.com 
 Duration: May 2025 – Present (Active Enhancements Ongoing) 

What We Built: 
 AgensyCare is a HIPAA-compliant SaaS platform used by healthcare agencies to manage 
clients, staff, appointments, documentation, and billing in one system. We built the entire stack 
from scratch using React, Node.js, and AWS (Cognito, RDS, S3). The system allows 
administrators to track every compliance record, automate reminders for expiring documents, 
and handle secure file uploads tied to client records. 

Challenges and Complexities: 

● Designed full multi-tenant data isolation while maintaining central administrative control. 
 

● Built complex role-based permissions for clinical staff, administrators, and billing roles. 
 

● Integrated Stripe for recurring billing while ensuring PCI compliance alongside HIPAA 
standards. 
 

Relevance to DHS: 
 This project shows that we can build compliance-driven systems that handle sensitive health 
data, manage complex user hierarchies, and enforce data security at scale—all critical elements 
of a DSS system. 

3. YacDaddy - Field Operations SaaS for Home Services 
 URL: https://yacdaddy.com 
 Duration: May 2023 – Present 

What We Built: 
 We developed a multi-tenant SaaS platform for home service companies to manage projects, 
field photos, customer communications, and subscriptions. The platform supports role-based 
access, subscription billing, image uploads from the field, and an analytics dashboard for 
company admins. 

Challenges and Complexities: 

● Built a custom image-processing pipeline that handles thousands of photo uploads daily. 
Each upload is virus-scanned, resized, and encrypted before being stored in S3. 
 

● Implemented offline data capture using React Native to support technicians in low-
connectivity areas. 
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● Created an event-based billing system tied to Stripe that supports multiple subscription 
tiers and automatic proration. 
 

Relevance to DHS: 
 The scale of YacDaddy’s data workflows—thousands of uploads, mobile integrations, and role-
based data access—reflects the same complexity a state-level system faces when handling 
multiple data sources and large-scale user interactions. 

 

4. Cococure AI WhatsApp Chatbot System 

Client: Cococure London 
 URL: https://cococure.co.uk 
 Duration: May 2025 – October 2025 

What We Built: 
 We built an AI-powered WhatsApp automation platform that integrates WATI, OpenAI, and 
internal venue systems to handle real-time event bookings and customer engagement. The 
system automates communication, responds to customers intelligently, and connects to live 
event APIs for availability and pricing. 

Challenges and Complexities: 

● Built an event-driven Python middleware that manages high-volume message queues 
and ensures response latency under 500ms. 
 

● Integrated OpenAI GPT models with context retrieval through FAISS vector embeddings 
and Redis caching. 
 

● Designed load balancing logic for handling weekend traffic spikes without downtime. 
 

Relevance to DHS: 
 This project demonstrates our ability to build real-time, data-driven systems that integrate 
multiple third-party APIs, handle unpredictable load patterns, and deliver consistent uptime—all 
crucial characteristics for any statewide system expected to serve thousands of users 
simultaneously. 

 

5. Enterprise Reporting and Analytics Portal (Confidential Client) 
 URL: repsource.com 
 Duration: January 2021 - February 2022 
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What We Built: 
 We lead the architecture and delivery of a large-scale reporting portal used by multiple 
healthcare and educational institutions. The system aggregates data from dozens of sources, 
normalizes it, and provides dynamic reporting dashboards that run complex aggregations on 
millions of records in real time. 

Challenges and Complexities: 

● Data reconciliation across multiple data sources with conflicting schema designs. 
 

● Advanced query optimization for large MongoDB datasets with aggregation pipelines. 
 

● Built a shared filter model to ensure report consistency across multiple institutions. 
 

Relevance to DHS: 
 This is a near match to what DHS is requesting for its Decision Support System. The same 
skills—data normalization, aggregation, reporting accuracy, and performance optimization—are 
directly transferable to this project. 

 

6. EZP.biz - Campaign Automation SaaS 
 URL: https://ezp.biz 
 Duration: September 2020 - February 2021 

What We Built: 
 EZP is a marketing automation and analytics SaaS used by small businesses to manage multi-
channel campaigns, scheduling, and reporting. The system automates workflows, tracks 
campaign performance, and provides a centralized data dashboard for managers to view cross-
channel analytics in real time. 

Challenges and Complexities: 

● Built a job scheduling system that ensures idempotent execution of thousands of 
campaign sends per day. 
 

● Implemented a reconciliation dashboard that detects and recovers failed sends 
automatically. 
 

● Developed a modular architecture that allows easy white-labeling for enterprise clients. 
 

Relevance to DHS: 
 Although this is a marketing tool, the back-end logic—scalable job orchestration, data 
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reconciliation, and report consistency—applies directly to a DSS platform’s reporting and 
performance layer. 

8. Unbox the Dress - Shopify Commerce Customization 
 URL: https://unboxthedress.com 
 Duration: September 2024 - March 2025 

What We Built: 
 We built a highly customized Shopify experience with dynamic product personalization, 
automated fulfillment workflows, and a secure client communication dashboard. 

Challenges and Complexities: 

● Integrated multiple third-party APIs for shipping, email automation, and order 
management. 
 

● Built custom Shopify apps to handle personalization options beyond native platform 
limitations. 
 

● Ensured performance stability and data integrity under sustained seasonal sales traffic. 
 

Relevance to DHS: 
 While not government-related, this project showcases our attention to data accuracy, security, 
and reliable system design under sustained high use—skills that transfer directly to large, 
transactional platforms like the DSS. 

 

Final Thoughts 

Across all these systems, one thing is consistent: we build platforms that handle complexity 
without breaking under pressure. We’ve connected to legacy systems that no one wanted to 
touch, kept compliance airtight, built scalable APIs, and delivered real-time reporting over 
millions of records. 

We don’t disappear after deployment;we stay, maintain, and continuously improve. Every 
project listed above represents an active, long-term relationship. That’s the level of ownership 
and accountability we’ll bring to the Arkansas Department of Human Services. 

We understand how serious this type of project is and the trust it requires. We’re not the biggest 
firm bidding, but we’re the most specialized, and when it comes to SaaS systems, specialization 
matters. 
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Tab G - Security & Data Governance 

Security and data governance are the foundation of everything we build. Every SaaS product 
developed by The SaaS Masters is architected with compliance, traceability, and user trust at 
the core. We build systems that are not just functional but defensible; designed to withstand 
audits, protect sensitive information, and comply with every relevant federal and state 
requirement. 

Our team has deep experience building HIPAA-compliant and enterprise-grade systems that 
handle protected data, financial transactions, and regulated user information. We approach this 
work methodically, ensuring every layer of the application (network, data, and code) is secured 
and monitored. 

Encryption and Data Protection 
 All data is encrypted both in transit and at rest using industry-standard encryption protocols. 

● In Transit: All traffic is protected with TLS 1.3, ensuring communication between clients, 
APIs, and databases is fully encrypted. Certificates are managed automatically through 
AWS Certificate Manager. 
 

● At Rest: All data, including backups and log files, is encrypted with AES-256 using AWS 
Key Management Service (KMS). Encryption keys are rotated automatically and access 
is restricted to essential personnel only. 
 

● Backups and Recovery: Encrypted daily backups are stored in multiple AWS regions to 
ensure redundancy and meet disaster recovery requirements. All recovery procedures 
are tested quarterly. 
 

Identity and Access Control 
 Identity management is one of the most critical layers of system security, and we treat it as 
such. 

● Single Sign-On (SSO): We support SAML 2.0 and OpenID Connect, integrating with 
identity providers such as Microsoft Entra ID (Azure AD), Okta, and Google Workspace. 
 

● Multi-Factor Authentication (MFA): MFA is enforced for administrative and privileged 
accounts. Optional MFA can be enabled for all users at the agency’s request. 
 

● Role-Based Access Control (RBAC): Access is assigned strictly by role. Each role has 
a defined scope of actions, and users see only the data that their role allows. 
 

● Principle of Least Privilege: Both user permissions and system service permissions 
are limited to what is absolutely necessary. IAM roles, security groups, and fine-grained 
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permissions are reviewed monthly. 
 

Auditability and Monitoring 
 Transparency and visibility are key to maintaining trust and accountability. Every action in the 
system is logged and reviewable. 

● Comprehensive Logging: All logins, updates, uploads, configuration changes, and 
system events are captured with user ID, timestamp, and IP address. 
 

● Monitoring and Alerting: AWS CloudWatch and GuardDuty monitor performance, 
errors, and security anomalies in real time. Alerts are configured for any suspicious 
activity or unusual behavior. 
 

● Audit Trails: All logs are immutable and versioned, with retention policies aligned to the 
agency’s compliance requirements. 
 

● SIEM Integration: If required, logs and events can be integrated with a Security 
Information and Event Management (SIEM) platform such as Splunk, Datadog, or AWS 
Security Hub for centralized monitoring. 
 

Privacy and Data Lifecycle Management 
 The SaaS Masters follows a defined data governance framework that aligns with state and 
federal privacy standards. 

● Data Retention: Data is retained only as long as necessary for its operational purpose 
and as dictated by the agency’s policies. Automated lifecycle rules purge or archive data 
after the retention period expires. 
 

● Data Deletion: Secure deletion protocols ensure that when data is removed, it cannot 
be recovered or reconstructed. 
 

● Data Segregation: Multi-tenant data is logically isolated, ensuring one client’s data 
cannot be accessed or viewed by another. 
 

● Incident Response: Our incident response process includes detection, triage, 
mitigation, notification, and post-incident analysis. We conduct drills to verify our 
readiness and response times. 
 

● Compliance: We adhere to frameworks and standards such as HIPAA, FERPA, and 
NIST 800-53 controls. 
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Vendor and Software Governance 
 We hold ourselves to the same high standards as the systems we build. 

● Vendor Management: We evaluate every third-party service and subprocessor to 
ensure they meet the same compliance requirements. Each vendor relationship includes 
signed data protection agreements. 
 

● SDLC Security: Every commit goes through peer review, automated linting, and 
security scans. We use GitHub Advanced Security and Snyk to identify and resolve 
vulnerabilities before deployment. 
 

● Dependency Management: All packages and libraries are reviewed and updated 
regularly. Deprecated or high-risk dependencies are blocked in CI. 
 

● Change Management: All deployments follow version-controlled processes with 
automated rollback capabilities. Every production release requires two approvals. 
 

Accessibility and Public Records Compliance 
 Our platforms are built to be inclusive, compliant, and accessible to all users. 

● Accessibility: All systems are designed in accordance with WCAG 2.1 AA standards. 
We combine automated accessibility scanning with human testing to ensure full 
compliance. 
 

● Keyboard Navigation and Screen Reader Support: All features can be accessed via 
keyboard navigation and are compatible with screen readers such as JAWS, NVDA, and 
VoiceOver. 
 

● Color and Contrast: We test every interface against contrast ratio requirements to 
support visually impaired users. 
 

● Language Support: All interfaces are localization-ready for multilingual support as 
required by the agency. 
 

● Public Records Compliance: The system supports record retention, export, and 
redaction processes to align with state public disclosure laws. All records are 
timestamped and versioned, ensuring transparency and accountability. 
 

Summary 
 Security and governance are not boxes we check, they are part of our culture. Every system we 
build is developed, tested, and maintained under the assumption that it will be audited. We 
know that state agencies are held to the highest standards of accountability, and our 
responsibility is to match that level of diligence. 
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By combining strong encryption, disciplined identity management, real-time monitoring, and 
auditable governance practices, The SaaS Masters delivers platforms that are both secure and 
dependable. We do not take shortcuts. We build systems you can trust to protect sensitive data, 
perform reliably, and stand up to scrutiny at any level. 
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Tab H - Training & Support 

When we deliver a system, our goal is not just to hand it off and walk away. We make sure 
every person who touches the platform knows exactly how to use it, where to find help, and how 
to get support if something goes wrong. The SaaS Masters takes user adoption and long-term 
support seriously because even the best technology fails if users are not confident using it. 

Our approach combines role-based training, built-in learning tools, and a structured support 
model designed to reduce the administrative burden on your team while keeping your system 
running smoothly and securely. 

Role-Based Training Curriculum 
 Every user role gets a training experience tailored to their responsibilities. We design training 
around how people actually work, not just how the software functions. 

● Students or End Users: Short, guided sessions that walk them through logging in, 
completing requirements, submitting documents, and tracking their progress. The focus 
is on clarity, ease of use, and accessibility. 
 

● Supervisors and Coordinators: Hands-on sessions covering placement approvals, 
reporting, and communication workflows. They learn how to manage their programs 
efficiently and interpret readiness metrics. 
 

● Administrators: Deep-dive sessions into configuration, permissions, and reporting. We 
train administrators to handle common support issues internally so they do not have to 
depend on external assistance for minor tasks. 
 

● IT and Security Staff: Focused sessions covering hosting architecture, integrations, 
audit logs, and compliance reporting. We provide documentation outlining data flow, API 
endpoints, and authentication mechanisms for internal IT reference. 
 

All training materials are accessible in multiple formats, including written guides, video 
walkthroughs, and self-paced interactive tutorials. 

Train-the-Trainer Plan 
 We understand that agencies often prefer to own their own training process. Our train-the-
trainer plan gives your internal champions the tools and confidence to train others long after the 
system is live. 

● We identify power users or program leads early in the process and involve them in pilot 
testing so they gain experience before formal training begins. 
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● During the pilot phase, these users participate in smaller sessions where they can ask 
detailed questions and influence how materials are structured. 
 

● Once the system is ready for broader rollout, we deliver a trainer toolkit that includes 
slide decks, printable quick guides, video scripts, and recorded examples of real 
workflows. 
 

● We schedule ongoing check-ins for the first 90 days after launch to help trainers adapt 
content and answer new questions as users settle into the platform. 
 

This approach ensures that your team remains self-sufficient and knowledgeable as the system 
evolves. 

In-App Help and Knowledge Base 
 We believe that help should be where the user is, not buried in a PDF or an external link. The 
SaaS Masters builds in-app help and integrates it directly with a centralized knowledge base. 

● In-App Help: Contextual tooltips, walkthroughs, and short explanations appear at the 
point of need, helping users complete tasks without leaving the screen. 
 

● Knowledge Base (KB): A searchable online resource with step-by-step instructions, 
screenshots, and troubleshooting tips for every major feature. The KB is organized by 
role so users can find answers that match their access level. 
 

● Video Tutorials: Embedded short videos that show users exactly how to perform 
common actions. These are especially useful for visual learners and first-time users. 
 

● AI-Powered Search: Our KB supports natural language search, allowing users to type 
questions like “How do I approve a placement?” and receive direct links to relevant 
articles. 
 

Tiered Support Model 
 Our support structure is built around clear service levels and fast response times. 

● Tier 1 (User Helpdesk): Handles general user issues such as password resets, 
navigation help, and simple configuration questions. Target response time: 4 business 
hours. 
 

● Tier 2 (Technical Support): Handles functional issues, integrations, or configuration 
problems requiring engineering review. Target response time: 1 business day. 
 

● Tier 3 (Development Escalation): Reserved for complex issues or bugs that require 
direct involvement from the core development team. These cases are logged, tracked, 
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and resolved through a defined SLA. 
 

Support tickets are tracked through a dedicated helpdesk portal, and clients receive full visibility 
into open and resolved issues. We also provide a monthly support report summarizing ticket 
volume, types, and response times. 

Privacy and Accessibility in Support 
 All support operations follow the same privacy and security standards as the application itself. 

● Support staff never have access to client data unless explicitly authorized through a 
logged and time-limited access request. 
 

● We provide a secure, encrypted channel for file uploads and screen recordings if users 
need to demonstrate an issue. 
 

● Accessibility support is available for all users, including screen-reader friendly support 
articles and captioned training videos. 
 

● Every support interaction is documented and retained for audit review as required by 
state policy. 
 

Governance and Continuous Improvement 
 We treat support and training as living processes. After launch, we continue to refine materials 
and support operations through structured reviews. 

● Quarterly Reviews: We meet with agency stakeholders every quarter to evaluate 
support performance, training effectiveness, and user adoption. 
 

● Metrics and Feedback: We track satisfaction scores, ticket resolution times, and 
common questions to identify where users might be struggling. 
 

● System Updates and Release Notes: Every time we deploy an update, we provide 
detailed release notes and update relevant training materials in the KB. 
 

● Refresher Training: When new features or integrations are added, we provide short 
refresher sessions or recorded videos so users can stay current. 
 

Summary 
 Our goal is to make sure the system feels easy to use from day one and stays that way. By 
combining targeted training, in-app guidance, and responsive support, The SaaS Masters 
removes friction for your staff and ensures long-term adoption. 
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We want users to feel confident, supported, and heard. That confidence is what turns a 
successful deployment into a sustainable solution that continues to deliver value year after year. 
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Tab I - Pricing Structure 

This pricing structure is designed to be clear, predictable, and transparent. We believe state 
agencies should never have to guess what they are paying for or why. Every hour listed below 
ties directly to a deliverable, role, and outcome. 

We operate under a “no surprises” model,  all pricing is modular, easy to scale, and clearly 
defined. 

Implementation Overview 

The implementation phase covers everything from initial planning to go-live. Work is divided into 
five phases, each with defined deliverables, assigned team members, and clear pricing. 

Phase Duration Primary Deliverables Estimated 
Hours 

Cost 

Discovery & Planning 4 weeks Requirements, data mapping, 
architecture plan 

128 hrs $15,020 

Core Build & 
Configuration 

8 weeks UI, API, backend, DevOps setup, 
QA 

800 hrs $88,200 

Integrations & Data 
Sync 

4 weeks API connections (Banner, 
Canvas, Vendors) 

336 hrs $33,820 

Pilot & Training 4 weeks Pilot rollout, training, 
documentation 

160 hrs $11,800 

Go-Live & Hypercare 2 weeks Launch, monitoring, support 168 hrs $15,760 

Implementation Total 22 weeks   $164,600 

 

 Phase Breakdown by Role 
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Each phase is built around specific roles that drive the project from start to finish. This 
breakdown shows exactly where your money goes and who is doing what. 

Role Hourly 
Rate 

Estimated 
Hours 

Cost Purpose 

Product Owner / PM $125 144 $18,000 Direct communication, milestone 
delivery, risk tracking 

Solution Architect $175 80 $14,000 System design, data modeling, 
compliance verification 

Frontend Developer $110 220 $24,200 UI/UX development, responsive 
dashboards 

Backend Developer $135 324 $43,740 API logic, database structure, 
integrations 

DevOps Engineer $125 88 $11,000 Infrastructure setup, CI/CD, 
hosting, monitoring 

QA / Testing (Manual + 
Automation) 

$75–$110 260 $18,600 Test plans, scripts, automation 
coverage 

Security Engineer $110 20 $2,200 Encryption, access controls, audit 
trail verification 

Customer Support / 
Helpdesk 

$50 120 $6,000 Pilot + launch user support 

Implementation Total    $164,600 
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 Annual SaaS & Support Plan 

After go-live, we provide continuous support, hosting, and system improvements through an 
annual SaaS plan. This keeps the platform running securely and efficiently while providing 
ongoing enhancements. 

Service Description Monthly Cost Annual Cost 

Hosting & Infrastructure AWS (EC2, S3, RDS) U.S.-only 
hosting 

$2,000–
$3,500 

$24,000–
$42,000 

Ongoing Maintenance Minor updates, patching, bug fixes, 
performance checks 

$2,000 $24,000 

24/7 Monitoring & Incident 
Response 

System uptime monitoring, alerts, 
response 

$500 $6,000 

Support & SLA Management Tier 1–3 support, ticketing, reports $1,000 $12,000 

Security & Compliance Quarterly security scans, patching, 
audit logs 

$600 $7,200 

Estimated Annual Total   $73,200–
$91,200 

Scaling Model 

Our pricing scales with usage to ensure you only pay for what you need. The base plan includes 
up to 1,000 active users. 

User Tier Included Users Overage Cost (Per Active User / Month) 



37 

Tier A Up to 1,000 users Included 

Tier B 1,001 – 5,000 users $0.40 

Tier C 5,001 – 20,000 users $0.25 

Tier D 20,001+ users $0.15 

An “active user” is any account that logs in during a billing month. We provide usage reports so 
costs are always predictable. 

Optional Add-On Modules 

We make it easy to extend functionality later without major rework. Below are optional modules 
that can be added at any time. 

Add-On Deliverables Estimated 
Hours 

Cost 

Advanced Analytics & Data 
Warehouse 

KPI dashboards, Snowflake or 
Redshift integration 

144 hrs $17,400 

AI-Powered Document 
Classification 

Automate data extraction and 
verification 

100 hrs $14,600 

Mobile App (Offline Capable) Native mobile app for iOS + Android 144 hrs $20,200 

Workflow Automation Pack Robotic process automation for admin 
tasks 

80 hrs $11,000 

Payment Schedule 
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Milestone Payment Due Amount 

Project Kickoff (Tab A–B Approval) 20% $32,920 

End of Core Build (Tab C–D Acceptance) 20% $32,920 

Completion of Integrations 25% $41,150 

Post-Pilot Signoff 20% $32,920 

Final Go-Live & Hypercare 15% $24,690 

Total Implementation  $164,600 

Annual SaaS and user scaling are billed monthly after go-live. 

De-Risking Commitments 

We know how important risk management is for DHS procurement. Every dollar in this proposal 
is protected by safeguards. 

Assurance Description 

Not-to-Exceed Cap Implementation costs will not exceed $164,600 without written change 
approval. 

U.S.-Only Hosting All data and support are U.S.-based and fully compliant with HIPAA and state 
policy. 
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Data Ownership DHS retains 100% ownership of all data, configurations, and code. 

Export Guarantee Full system and data export provided at no additional cost upon request. 

30-Day Hypercare Post-launch window for bug fixes, optimization, and user support at no extra 
charge. 

 Summary 

Category Description Cost 

Implementation (Modules 1–
5) 

Full design, development, integrations, and 
go-live 

$164,600 

Annual SaaS & Support Hosting, SLAs, monitoring, updates $73,200 – $91,200 

Optional Add-Ons Analytics, AI, mobile, or automation modules $11,000 – $20,200 
each 

Total Estimated Project Range: $237,800 – $275,800 (including one full year of SaaS support) 

Final Notes on Pricing Philosophy 

We don’t hide costs or bury them in fine print. Every dollar in this plan ties directly to a 
measurable deliverable. When we estimate time, we estimate truthfully,because our goal isn’t to 
win the bid with the lowest price, it’s to deliver the project without overruns. 

Our approach is simple: we scope carefully, communicate openly, and build with precision. 
That’s how we’ve earned every client’s trust and that’s how we’ll earn yours. 
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Tab J -  Questionnaire / Compliance Matrix 

This section outlines how The SaaS Masters meets every technical, functional, and compliance 
requirement outlined in the RFP. I’ve intentionally kept this straightforward and written in plain 
English so the evaluation team can quickly see how we align with each standard. Rather than 
forcing you to interpret a chart, I’ll walk you through each area of compliance, explaining exactly 
how we meet it and where it is addressed in our proposal. 

 

Secure Cloud-Based Hosting (United States Only) 
 Our platform is hosted on Amazon Web Services (AWS) within the United States. Every 
environment, including development, staging, and production, is fully isolated within its own 
Virtual Private Cloud. All databases are configured for Multi-AZ redundancy, automatic failover, 
and point-in-time recovery. We guarantee U.S.-only data residency, meaning no data ever 
leaves AWS’s U.S. regions. This is detailed further in Tab C – Technical Approach and Tab G 
– Security & Data Governance. 

Encryption and Data Protection 
 We encrypt everything, always. All communication between users, APIs, and databases is 
protected using TLS 1.3. All data at rest, including backups and files, is encrypted using AES-
256 through AWS Key Management Service (KMS). Keys are rotated automatically and tightly 
controlled through least-privilege IAM policies. Our encryption practices align with HIPAA and 
NIST 800-53 standards. Details are included in Tab G – Security & Data Governance. 

Access Control and Identity Management 
 We implement Single Sign-On (SSO) with SAML 2.0 or OpenID Connect to allow integration 
with your existing identity provider (for example, Azure AD or Okta). Multi-Factor Authentication 
(MFA) is enforced for administrative users, and Role-Based Access Control (RBAC) ensures 
that each user can only access what is appropriate for their role. For more sensitive 
environments, we can layer in attribute-based access (ABAC) to manage data visibility at a 
granular level. This structure is explained in Tab C – Technical Approach. 

Integrations and Data Connectivity 
 We have deep experience integrating complex, legacy systems. Our approach includes custom 
API connectors and secure SFTP pipelines for systems such as Banner, Canvas, and 
background check vendors. We validate every data exchange through reconciliation 
dashboards that flag mismatches and provide traceable audit trails. Integrations are built and 
validated during the Implementation Phase described in Tab E – Implementation Plan. 

Accessibility (WCAG 2.1 AA) 
 Accessibility is part of our build process, not an afterthought. Every interface follows WCAG 2.1 
AA guidelines and is tested both automatically and manually. Users can navigate entirely by 
keyboard, and the system is compatible with screen readers like JAWS, NVDA, and VoiceOver. 
We also ensure color contrast ratios meet accessibility standards, and all images include alt 
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text. Accessibility efforts are documented in Tab D – End-User Experience and verified again 
under Tab G – Security & Data Governance. 

Audit Trails and Reporting 
 Every system action—whether it’s a login, file upload, approval, or configuration change—is 
logged with user, timestamp, and IP information. Logs are immutable, encrypted, and stored 
with retention policies that match state compliance standards. These logs feed into our reporting 
and monitoring layers, which allow administrators to run compliance reports at any time. This is 
covered in Tab C – Technical Approach and Tab F – Experience & Qualifications. 

Privacy, Retention, and Deletion 
 We follow a strict data lifecycle policy. Data is retained only as long as needed for its intended 
purpose or as required by law. When retention periods expire, data is securely deleted and 
cannot be reconstructed. Multi-tenant systems use logical isolation to ensure data from one 
tenant is never visible to another. All of this is detailed in Tab G – Security & Data 
Governance. 

Training and Adoption 
 Our training approach is role-specific, so users only see what applies to them. We provide 
student and end-user tutorials, coordinator-level sessions, and detailed admin training. In 
addition, we offer a Train-the-Trainer program to make your internal staff self-sufficient after go-
live. All training includes written guides, video walkthroughs, and in-app help. This is outlined 
fully in Tab H – Training & Support. 

Support and SLAs 
 We provide three tiers of support to ensure fast resolution and clear accountability. Tier 1 
handles general user issues like password resets and navigation help. Tier 2 handles 
configuration or integration issues. Tier 3 is direct access to our senior engineers for complex or 
high-priority issues. All support activity is logged, and you receive a monthly summary of ticket 
trends and response times. Our SLA commitments and escalation procedures are detailed in 
Tab H – Training & Support and Tab I – Pricing Structure. 

Security Reviews and Patch Management 
 Under the annual SaaS plan, our team conducts regular vulnerability scans, code dependency 
audits, and patch management cycles. We maintain an updated list of all libraries and 
frameworks in use and verify that none have known security risks. These updates are delivered 
in coordinated maintenance windows to avoid downtime. Further information is included in Tab 
G – Security & Data Governance. 

Public Records and Data Exports 
 We support full data export capabilities in open formats such as CSV, JSON, or XML. Audit 
logs and reports are available for download at any time. In the event of a public records request 
or contract transition, we can provide a complete export of all agency data along with metadata 
and verification hashes to ensure integrity. All of this is governed by the procedures outlined in 
Tab G – Security & Data Governance and Tab E – Implementation Plan. 
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U.S.-Based Operations and Support 
 All hosting, support, and development operations for this project are handled within the U.S. 
The SaaS Masters does not outsource work overseas or use third-party subcontractors for 
system administration. Your data never leaves the U.S., and all communication stays within 
U.S. jurisdictions. 

 

Summary of Readiness 

The SaaS Masters’ system fully aligns with the requirements of this solicitation. Every core 
element (security, compliance, accessibility, performance, and support) has been built into our 
operating model for years. We may be newer to the government sector, but the type of work 
you’re asking for is what we already do every day: secure SaaS platforms that integrate with 
complex systems, handle regulated data, and stay operational under audit. 

We do not just build software. We build confidence. Our architecture is proven, our processes 
are transparent, and our communication is direct. You will always know what we are doing, why 
it’s being done, and how it protects your data and your mission. 

We are ready to deliver a platform that meets every standard of compliance and performance 
expected by your agency, and we’ll do it with the same precision, clarity, and accountability that 
we bring to every project we take on. 

 

 

 
















