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Team Wipro will use a DHS-approved Project Status Report template that provides clear, consistent, and
actionable insight into project health. The status report will include:

e Overall project status (Green/Yellow/Red)
e Progress against schedule and milestones
e Completed activities and upcoming tasks
e Risks, issues, and mitigation actions

e Change requests and decision items

e Key accomplishments and blockers

e Action items with owners and due dates
Status reporting cadence (weekly, biweekly, monthly) will be finalized during project initiation.

The following image depicts our sample status report template:
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D. Discuss your deliverable development, submission, quality assurance, and review 5 points
process, including your standard timelines for deliverable reviews.
Team Wipro follows a structured, transparent, and repeatable deliverable management process that governs
the development, quality assurance, submission, review, and acceptance of all contract deliverables. This
process incorporates clearly defined steps, standardized workflows, and mutually agreed-upon review
timelines to ensure deliverables meet DHS expectations and contractual requirements.
Team Wipro implements a comprehensive deliverable management process that encompasses creation,
quality assurance, submission, and review phases with clearly defined timelines.
Deliverable Expectations Document (DED):
For every deliverable in scope, Team Wipro creates and maintains a Deliverable Expectations Document
(DED). The DED is a mutually agreed-upon reference that:
o Defines the purpose, content, and acceptance criteria for each deliverable
e Documents the end-to-end submission and review workflow
o Identifies required formats, templates, and supporting artifacts
e (larifies roles, responsibilities, review cycles, and expected turnaround times
The DED serves as a single authoritative guide to ensure quality, consistency, and alignment across all
deliverables throughout the project lifecycle.
Team Wipro develops all contract deliverables in accordance with the Project Work Plan, using
DHS-approved templates and formats. Our approach integrates quality assurance directly into the delivery
lifecycle through:
e Routine Quality Checks: Work products are reviewed continuously to confirm accuracy,
completeness, correctness, and compliance with program standards.
¢ Formal Internal Review Process: Before any deliverable is submitted to DHS, it undergoes:
o Peer-Level Review
= Verification of completeness, correctness, and alignment to scope
» Validation against contractual and technical requirements
o Management Review
= Confirms alignment with project goals, stakeholder expectations, and DHS
priorities
=  Ensures readiness for DHS review
Only deliverables that meet all internal quality criteria are submitted for DHS review. This internal rigor
ensures high-quality submissions, minimizes rework, and supports predictable approval cycles.
Team Wipro utilizes tools such as SharePoint and Jira or other DHS-preferred tools to manage all
deliverable workflows. These systems provide:
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e Centralized, web-based repository access

e Version control and audit history

e Real-time visibility into submission status

e Traceability of comments, changes, and approvals

e Automated notifications and workflow routing
Each deliverable follows the same standardized workflow:

1. Internal QA and management review

2. Submission via SharePoint or DHS-approved platform

3. Documentation of version, submission date, and point of contact

4. Logging in the centralized deliverables tracker (co-managed with DHS)

Internal QA and
management review

!

Submission via SharePoint
or DHS-approved platform

1

Documentation of version,
submission date, and point of
contact

1

Logging in the centralized
deliverables tracker
(co-managed with DHS)

All submission timing aligns with the approved Project Schedule and the DED-defined review cycles.

Deliverables are submitted with sufficient lead time to allow DHS to complete thorough reviews. Each
submission includes:

e The deliverable in DHS-approved format
e A completed version-control table
e Cross-references to the DED acceptance criteria

e Supporting documents, as required

All deliverables are tracked in a centralized Deliverables Log, providing DHS full visibility into status,

comments, pending actions, and due dates.
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Team Wipro actively supports DHS during the review and approval process by:

e Participating in deliverable walkthroughs
e Providing clarifications and responding promptly to DHS questions

e Documenting all DHS feedback and tracking each comment to closure
To ensure predictability, Team Wipro proposes a standard 15-day review cycle for DHS acceptance:

¢ Initial Review Cycle (15 Days)
o Days 1-5: Deliverable walkthrough and initial DHS review
o Days 6-15: Formal DHS review and approval
e Revised Cycle (for deliverables requiring updates) — Where revisions are required, the review cycle
is extended to accommodate:
o Days 1-3: Team Wipro incorporates DHS feedback and internal quality review
o Days 4-8: DHS re-review and final approval

IAll iterations are logged in the Deliverables Log. Team Wipro coordinates closely with DHS to minimize
revision cycles and maintain schedule integrity.

\Upon DHS approval, deliverables are:

e Formally accepted, baselined, and added to the project repository

e Placed under configuration/change control, ensuring scope integrity

e Protected against inadvertent modification, with any updates requiring formal DHS-approved
change requests

Recurring or iterative deliverables, such as project plans, schedules, and status reports, follow the same

structured review and approval process. Each iteration:

e Is version-controlled
o Logged in the Deliverables Log
o Reviewed per the DED

e  Submitted according to the contractually defined cadence

This ensures a complete, traceable, and auditable record of deliverables across the contract lifecycle.

E. Describe your approach for ensuring the successful completion of each Contract Activity and
Deliverable during the Contract Initiation and Project Management Phase.

Team Wipro applies a structured, governance-driven, and outcomes-focused approach to ensure all
Contract Activities and Deliverables are completed on time, within scope, and to DHS quality standards
during the Contract Initiation and Project Management Phase. Our approach integrates disciplined
planning, rigorous quality controls, and continuous communication to maintain schedule integrity and
deliver predictable results.

Planning, Accountability, and Schedule Baseline

5 points
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IAt contract initiation, Team Wipro develops a Project Management Plan (PMP) and all subsidiary plans
needed to govern delivery. These plans define how each Contract Activity and Deliverable will be
executed, controlled, and measured.

Key components include:

o  Work Breakdown Structure (WBS): All contractual deliverables are decomposed into
manageable tasks and mapped directly to owners, reviewers, and approvers.

o Schedule Baseline: Activities are sequenced, dependency-mapped, and incorporated into a
detailed schedule built using critical-path methodology.

e Accountability Assignments: Each activity and deliverable has a designated responsible lead with
clear expectations for quality, timing, and communication.

This ensures DHS has full visibility into what will be delivered, who is responsible, and when each
deliverable will be completed.

Phased Execution with Governance Oversight

Contract Initiation and Project Management activities are executed in defined phases, each governed by
clear entry/exit criteria and formal DHS engagement points.

Team Wipro integrates oversight at multiple governance levels:

e Executive, program, and working-level checkpoints
e Progress reviews aligned to schedule milestones

e Defined DHS dependencies (approvals, data access, policy guidance)
These governance forums serve as the central venue for:

e Reviewing progress
e Making decisions
e Resolving issues

e Validating alignment with DHS priorities

This governance structure ensures Contract Activities progress in an orderly, controlled, and DHS-aligned

manner.
Proactive Risk and Issue Management
Team Wipro proactively manages risks, issues, and dependencies by:

e Maintaining a centralized Risks, Assumptions, Issues, Dependencies log updated continuously
throughout the phase

e Risk is assessed for probability and impact, prioritized, and assigned mitigation owners

e High-impact risks are escalated through defined governance channels

e Implementing mitigation actions before risks impact timelines or deliverable quality

Integrated Quality Assurance and Deliverable Acceptance

Wipro Technical Proposal




Team Wipro embeds quality controls throughout the deliverable lifecycle to ensure each product submitted
to DHS meets contractual and program expectations.

e Deliverables are developed using standardized templates and reviewed against defined acceptance
criteria prior to submission.

o Internal quality reviews validate completeness, accuracy, and contractual alignment; management
review confirms submission readiness.

e Deliverable walkthroughs are offered to DHS as needed to facilitate informed review and timely
acceptance.

e Upon DHS acceptance, deliverables are formally baselined under change control, ensuring scope
integrity for subsequent phases.

Monitoring, Reporting, and Continuous Improvement

Team Wipro uses transparent monitoring and reporting practices to keep DHS fully informed and ensure
successful completion of Contract Activities. Progress is tracked through:

e A master deliverables tracker is used to report during regular project status reports covering
accomplishments, upcoming milestones, risks, and issues
e Variances are identified early and addressed through documented corrective actions

e Transparent communication of progress, risks, and upcoming milestones

Lessons learned are captured at phase completion and applied to refine processes, templates, and execution
approaches outcome.

Team Wipro’s structured, governance-led approach ensures:

e The successful, timely completion of all Contract Activities and Deliverables
e Clear ownership and rigorous accountability

e High-quality deliverables that meet DHS requirements

e Proactive mitigation of risks and issues

e Transparent communication and strong collaboration with DHS

This foundation supports a successful transition into later phases and establishes the discipline required for
long-term program success.

F. Provide a detailed approach outlining how you will identify and continuously engage
stakeholders. Your response should address approaches to communication, relationship
monitoring, and ongoing relationship maintenance throughout the contract term, with an initial
focus on the initiation phase

Team Wipro employs a comprehensive stakeholder engagement strategy that begins during project
initiation and continues throughout the contract lifecycle through structured communication, relationship
monitoring, and ongoing maintenance activities.

5 points
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Team Wipro implements a structured engagement strategy to ensure stakeholders are informed, involved,
and empowered throughout the change lifecycle, which includes regular touchpoints, feedback loops, and
collaboration with state agencies, MCOs, and community partners.

Below are some key steps involved in our approach to Stakeholder Identification, Engagement, and
Relationship Management:

1. Stakeholder Identification and Mapping (Initiation Focus)

At contract initiation, Team Wipro conducts a formal stakeholder identification and develops a formal
Stakeholder Register to:

e Identify DHS business, operational, technical, and oversight stakeholders
e (Clarify roles, decision authority, and areas of influence

e Document preferred engagement methods and communication needs

Stakeholders are categorized (e.g., executive sponsors, operational leaders, subject matter experts,
oversight participants) to ensure engagement is purposeful and role appropriate.

2. Structured Engagement and Communication Approach

A Stakeholder Engagement and Communication Plan is established early and refined throughout the
contract. Team Wipro's Communications Management Plan (CMP) is designed to ensure efficient,
transparent, and effective communication that keeps all stakeholders informed and engaged throughout the
project's lifecycle. The plan addresses all stakeholders' communication needs for the project and is updated
as needed.

Key Components of Communication Plan:

e Define the purpose and goals of communication within the project: ensure stakeholders are
informed of progress, risks, and decisions, or fostering collaboration among team members.

e Stakeholder Information lists all stakeholders (internal and external): includes project team
members, clients, vendors, and other relevant parties, and specifies the communication needs for
each stakeholder group such as executive teams, project sponsors, and technical teams.

e Project Communications and Status Reporting defines how often communication will occur,
including weekly project updates, monthly status meetings, or ad-hoc communications for urgent
issues, ensuring timely communication based on the needs of the project and its stakeholders.

¢ Roles and Responsibilities specifies who is responsible for delivering each type of

communication, which may include project managers, team leads, or other key personnel.

Below is a sample of Team Wipro’s Communication Plan.
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Team Wipro regularly reviews stakeholder engagement practices using DHS feedback, lessons learned, and
evolving project needs. Engagement frequency, methods, and communication artifacts are adjusted
accordingly to ensure the approach remains effective and aligned with DHS expectations across the
contract lifecycle.

This disciplined, transparent, and adaptive approach ensures effective stakeholder engagement, strong
working relationships, and sustained collaboration throughout the contract term, beginning with a well
aligned initiation phase.

E.3 Initial Duties of CSC at Launch

10

A. The Respondent shall explain how each topic or capability in Table 1 and 2 of Section 2.3.2.1
will be operational at CSC Go-Live.

The Contractor ensures that all topics and capabilities identified in Table 1 and Table 2 of Section 2.3.2.1
are fully operational at CSC Go-Live through a structured, capability based readiness approach. The tables
are operationalized as follows:

Table 1 — Required CSC Topics and Capabilities (Operational at GoLive)

All topics and capabilities listed in Table 1 are treated as baseline Go-Live requirements and are
operational on day one through the following controls:

Operational Enablement

e Dedicated CSC staffing aligned to each Table 1 capability
e Trained agents, supervisors, and support staff certified prior to Go-Live

e Role-based access to required systems and tools
Process Readiness

e Documented standard operating procedures and call/workflows
e Exception handling and escalation paths defined

e Quality, compliance, and audit controls embedded into daily operations
Technology Readiness

e (CSC systems configured and accessible

e Required integrations and data access available for Go-Live
e Monitoring, reporting, and supervisory dashboards enabled
e Validation Prior to Go-Live

e End-to-end scenario validation covering Table 1 capabilities

e Go-Live readiness checkpoints and sign-off

e Resolution of any identified gaps prior to production launch

points
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of Information Technology (OIT), and the Office of Communications & Community Engagement. Where
directed by DHS, we will also engage the incumbent Beneficiary Call Line vendor.

Interviews are sequenced based on program criticality and dependencies for CSC go live, with schedules
coordinated to align with State availability and business hours.

Interview Objectives and Scope

Each interview has clearly defined objectives tailored to the role and function of the participants. Interview

discussions will focus on:

e Current beneficiary inquiry topics and call drivers

e Business rules, decision criteria, and compliance considerations

e Current handling models, including CSC eligible topics and those requiring State referral
o Transfer, escalation, and hand-off practices

e Variations based on program, population, or complexity

o Known challenges, risks, or informal practices impacting service delivery

Standardized Interview Framework

To ensure consistency and completeness, Team Wipro uses standardized interview guides across all
interviews. These guides are aligned to the requirements of Section 2.3.2.3 and allow for program specific
depth where required. The use of a common framework supports traceability of findings across divisions
and facilitate consolidation into actionable documentation.

Engagement with DHS Divisions

Interviews with DHS divisions are conducted collaboratively, with DHS providing subject matter expertise
and validation, and Team Wipro is responsible for facilitation, documentation, and synthesis. Interviews
may be conducted virtually or in person, as agreed with DHS, and are scheduled during State business

hours in accordance with DHS work schedules.
To minimize disruption to DHS operations:

e Interviews are grouped by functional similarity where appropriate
e Focused agendas are shared in advance

e Follow-up sessions are limited to areas with material impact on CSC readiness
Each interview results in documented outputs that identify:

e Topics appropriate for CSC handling at go-live
e Topics requiring continued State involvement
o Referral destinations and escalation criteria

e Dependencies on State systems, policies, or approvals

Engagement with the Incumbent Vendor
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At DHS direction and facilitation, Team Wipro will engage the incumbent Beneficiary Call Line vendor to

understand current operational capabilities and constraints. These interviews will focus on:

e Existing service scope and resolution patterns
e Operational workflows and escalation practices
e High volume or high complexity inquiry areas

e Known transition risks and stabilization considerations

The intent of this engagement is to inform CSC transition planning and risk mitigation, not to replicate
incumbent processes.

Documentation, Validation, and Use of Interview Insights

IAll interview findings will be:

e Documented in a structured, traceable format

o Reviewed and validated with DHS for accuracy and completeness

e Used to inform CSC system configuration, workflow design, and call routing logic

e Incorporated into role-based training materials and job aids for CSC staff

e Reflected in downstream deliverables, including process documentation and the Transfer of
Operations Plan

Team Wipro recognizes that some inquiry topics will continue to require State handling post go-live. The
Interview Plan will therefore also establish a mechanism for maintaining and updating referral topics and
escalation paths as CSC capabilities evolve.

Ensuring Readiness Prior to Go Live

The Interview Plan is executed early in the implementation timeline to ensure that discovery activities are
completed with sufficient time to support system build, training development, and operational readiness
prior to CSC go live. This approach reduces reliance on undocumented knowledge, minimizes late-stage
changes, and supports a consistent and reliable beneficiary experience at launch.

Summary

Through a structured, collaborative, and DHS approved Interview Plan, Team Wipro will ensure that CSC
operations are grounded in an accurate understanding of current State business practices and Beneficiary
Call Line capabilities. This approach supports a controlled transition, informed system and training design,
and a stable go-live aligned with DHS expectations.

B. Provide a draft or summary of the Transfer of Operations Plan. 5 points
Purpose and Objectives
The Transfer of Operations Plan is intended to ensure a controlled, low risk transition from the existing
Beneficiary Call Line to the Customer Service Center (CSC), executed under DHS governance and
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oversight, without disruption to beneficiary services. The Transfer of Operations Plan is developed
collaboratively with DHS and submitted for State review and approval prior to execution.

The primary objectives of the Transfer of Operations Plan are to:

e Maintain continuity of beneficiary services throughout the transition period
e Ensure CSC staff are prepared to handle DHS approved inquiry types at go live
o C(learly define operational responsibilities between the CSC and DHS

e Minimize operational, compliance, and service delivery risk during cutover and stabilization
Guiding Principles
The Transfer of Operations Plan is governed by the following principles:

e No transition activities will occur without DHS review and approval

e (CSC assumption of responsibilities will be phased and validated in alignment with DHS approved
launch scope

e Beneficiary access and service quality will be always preserved

e DHS oversight and coordination will continue through post go live stabilization
Phased Transition Approach
The Transfer of Operations Plan is organized into the following phases:
1. Pre Transition Planning

Establish transition governance, confirm scope assumptions, identify dependencies, and finalize readiness
criteria in coordination with DHS. This phase will align transition activities with contract initiation and

overall project governance processes.
2. Knowledge Transfer and Validation

Leverage findings from DHS division interviews and incumbent vendor discussions conducted under the
approved Interview Plan to document current workflows, escalation paths, service boundaries, and referral

criteria. All documented processes and assumptions will be validated with DHS prior to operational use.
3. Readiness and Go Live Preparation

Prepare CSC staff through role-based training delivered under the CSC training and operations plans and
informed by validated business processes. Conduct readiness activities, including validation of system
workflows, call routing, and transfer mechanisms, as part of overall system readiness activities, prior to go

live.
4. Go Live and Stabilization

Execute a DHS approved cutover approach supported by defined contingency measures. Maintain
heightened monitoring, coordination, and issue escalation with DHS during the stabilization period to

ensure continuity of services and timely resolution of issues.
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Risk Management and DHS Oversight

The Transfer of Operations Plan includes defined escalation paths, contingency planning, and clearly
documented decision authority. DHS will retain final approval over readiness determinations, cutover
execution, and any adjustments to transition scope or timing. The Contractor will not assume additional
responsibilities beyond those approved by DHS.

Ongoing Refinement

Recognizing that certain inquiry topics continue to require State handling post go live, the Transfer of
Operations Plan supports ongoing updates to referral criteria, escalation paths, and operating procedures as
CSC capabilities evolve, subject to DHS approval and established governance.

Summary

Through a phased, DHS governed Transfer of Operations Plan, Team Wipro supports a controlled
transition to CSC operations that is grounded in validated State business practices, informed by incumbent
operations, and aligned with DHS approved scope and readiness criteria. This approach minimizes
transition risk, preserves service continuity, and supports a stable go live for Arkansas beneficiaries and
DHS staff.

E.5 CSC System Requirements and Preferences

50

A. Outline how your proposed CSC system will meet requirements in Section 2.3.3.1.1, including
the technology chosen for CRM, telephony, community resource database, and IVR.

Team Wipro’s Customer Service Center (CSC) solution fully meets the requirements outlined in Section
2.3.3.1.1 by delivering an integrated, cloud-based platform that unifies CRM, telephony, IVR, and a
community resource database. The proposed solution is designed specifically to support Arkansas DHS,
Arkansas Medicaid beneficiaries, providers, MCOs, and community stakeholders with a secure, scalable,
high-availability customer-service ecosystem.

Multilingual Experience

Team Wipro provides a comprehensive multilingual support framework aligned to Arkansas’s diverse
Medicaid population. English, Spanish, and Marshallese are available across:

e VR and telephony routing
e Virtual agents and chatbots
e Web chat

e Email templates and written communications

All translations, audio recordings, and language assets are produced and quality-checked by Team Wipro to
ensure clarity, consistency, and compliance with ACA §1557 and DHS language-access requirements.

5 points
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To support Arkansas’s significant Marshallese community, Team Wipro partners with a State-approved
|Arkansas-based Marshallese interpreter, ensuring culturally and linguistically accurate interactions.
IAdditional certified interpreters are available on demand for other DHS-supported languages (e.g.,
'Vietnamese, Arabic, Chinese, Burmese dialects).

Team Wipro’s multilingual commitments include:

e Persistent language preference stored in CRM and applied across channels
e <30 seconds interpreter connection time

e DHS approval for all multilingual prompts, scripts, and templates
Text, Chat, and Email Integration

Wipro’s text-messaging solution supports DHS-approved opt-in/opt-out workflows and complies with all
Federal and State communication laws, including TCPA requirements. Members can receive reminders,
outreach messages, document requests, and status updates based on permissioned preferences.

Chat

The CSC’s chat experience uses CCAI web chat powered by Google Dialogflow CX for intent
classification, guided troubleshooting, and quick-resolution pathways. Complex or sensitive issues
seamlessly escalate to a live agent within the CRM powered by Genesy cloud routing and operational
control layer, which ensures skill based routing rules, supervisor visibility into chat interaction, wait times
and agent handling, and interaction metadata being passed into Dynamics 365 for complete case records,
preserving the chat transcript for case documentation.

Email

Microsoft Dynamics 365 provides a unified email queue, enabling Team Wipro agents to use
DHS-approved templates and standardized responses. This ensures accurate, consistent communication and

complete documentation for all member interactions.
Social Media Integration

Team Wipro collaborates with DHS Communications to integrate DHS-approved social media channels

into the CSC workflow. Social-media-submitted inquiries and complaints are:

e Monitored through DHS-authorized tools
e Triaged and categorized
e Automatically routed into Dynamics 365 as CRM cases

e Assigned to the appropriate queue for timely resolution

This ensures Arkansas DHS has a centralized, auditable process for social-media engagement without
exposing beneficiary data or bypassing DHS communication policies.

Comprehensive CRM Shared by CSC & DHS
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Team Wipro utilizes Microsoft Dynamics 365 Customer Service as the unified, enterprise-grade Customer
Relationship Management (CRM) platform serving both the CSC and the Arkansas DHS. This solution
becomes the system of record for all CSC-related customer interactions, case activities, and documentation.

Shared Access for CSC and DHS:

e Up to 1,200 State or designee users receive secure, role-based access to the CRM environment.

e SNAP-supporting CSC and Arkansas DHS staff have access no later than January 1, 2027, with
remaining users phased in according to the jointly approved Project Schedule.

e Remaining users will be deployed through a phased rollout based on the jointly agreed-upon
Project Schedule.

Case Assignment and Collaboration

Dynamics 365 enables bi-directional case assignment between CSC agents and Arkansas DHS program
areas. Capabilities include:

e Authorized users can open, edit, update, and close cases within their security roles.

e Streamlined collaboration between CSC and DHS divisions to ensure efficient, timely case
processing.

o Standardized workflows that support consistent customer service across agencies.

Outstanding Request Alerts via ARIES Integration
Through integration pathways with ARIES/Core/EMCI, Dynamics 365 provides real-time alerts related to:

e Qutstanding or missing customer documentation
e Pending State requests

e Required verifications or follow-up actions

'When CSC or DHS staff interact with a customer, the CRM displays any outstanding requirements,
enabling:

e Proactive, informed customer guidance
e Reduced wait times and fewer repeat contacts

e Improved accuracy and faster resolution
Scalable Telephony System with Recording & Real-Time Monitoring

Team Wipro provides a high-availability, cloud-based Genesys telephony platform that supports all
Customer Service Center (CSC) operations and seamlessly integrates with Arkansas DHS service channels
and the Dynamics 365 CRM.

The platform is designed for elastic scalability, ensuring reliable performance during peak call volumes,

seasonal fluctuations, or emergency response situations.
Key capabilities include:

e Automated call distribution (ACD)
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o Interactive Voice Response (IVR) with self-service workflows
e Skill-based routing
e Omnichannel expansion readiness (voice, chat, SMS, and future digital channels)

Reporting & Metrics
IAll call-flow, queue, abandonment, handle time, transfer, and service-level metrics feed into:

e CCAI Insights dashboards
e Dynamics 365 case analytics

e State-required reporting exports
Call Recording & Secure Storage

The telephony solution performs full-time recording of inbound, outbound, and transferred calls,

Features include:

e 100% call recording with configurable retention policies

e Secure storage using encrypted transmission and at-rest protection
o Indexed recordings for fast search and retrieval

e Role-based access controls for monitoring and playback

e Audit logging for all recording access and administrative actions

Real-Time Monitoring & Quality Oversight

insight across CSC operations.
Capabilities include:

e Real-time call listening, whisper coaching, and barge-in (as authorized)

e Live dashboards showing queue health, agent availability, service levels, and call handling
performance

e Configurable alerts for threshold breaches (e.g., wait times, abandonment rates)

o Integrated quality management tools for scoring, feedback, and coaching

e  Workforce management (WFM) and workforce forecasting integration

real-time operational performance.
Scalability & Resiliency
The telephony system is architected to scale as CSC and Arkansas DHS program needs evolve.

Key attributes:

supporting operational oversight, staff training, and compliance with State and federal requirements.

Supervisors and Arkansas DHS designees receive live monitoring tools that enable real-time operational

These capabilities allow both CSC leadership and Arkansas DHS to maintain transparent oversight of
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e Dynamic scaling to support growth or high-volume events (e.g., benefit renewals, outages,
emergency declarations)

e Redundant architecture ensuring continuity during outages or regional disruptions

e Geographic failover and disaster recovery readiness

e API-driven integration with Dynamics 365 and ARIES/Core/EMCI systems

Integrated Reporting & Analytics

The solution includes advanced analytics and reporting across call volumes, performance metrics, and

customer engagement trends.
Highlights:

e Standard and customizable reports

e Historical reporting with trend analysis

e Role-based dashboards for CSC supervisors and Arkansas DHS stakeholders
e Export capabilities to support DHS program oversight and audits

Intelligent IVR with Multilingual Support

Team Wipro delivers an Intelligent Interactive Voice Response (IVR) system to streamline customer
interactions, reduce call handling time, and ensure consistent access to Arkansas DHS services. The IVR
uses natural language processing (NLP), configurable menus, and real-time integration with State systems
to deliver personalized, efficient service at any hour.

The platform supports both high-volume efficiency and compassionate service delivery—ensuring

customers reach the right resource with minimal effort.
Advanced Routing and Automated Self-Service

The IVR routes each caller based on data-driven logic, program rules, and caller-provided information.

Routing features include:

e Skill-based and program-specific routing for SNAP, Medicaid, Child Care, and other DHS
programs

e Dynamic decisioning informed by ARIES/Core/EMCI data, such as case status, outstanding
verifications, or scheduled appointments

e Single authentication carried through to live-agent transfers to prevent repeated verification

e Automated self-service for common tasks including benefit status, document requirements, renewal

timelines, and office locations
These capabilities reduce misroutes, shorten wait times, and improve first-call resolution.
Multilingual IVR Capabilities for Arkansas Residents
To meet Arkansas’s language-access needs and ensure service equity, the IVR includes full support for:

e English

e Spanish
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e Marshallese

Additional languages can be added through configurable language packs to meet future Arkansas DHS
policy or demographic needs.

All menus, prompts, and self-service workflows are professionally recorded and fully customizable to
ensure cultural and linguistic accuracy.

Real-Time CRM and System Integration

The IVR integrates seamlessly with Dynamics 365 and core State systems, enabling real-time, data-driven
customer interactions. Integrated capabilities include:

e Automatic population of caller data into Dynamics 365 upon call arrival

e Data-informed menu paths based on eligibility, application status, or outstanding verification needs
e IVR disposition codes delivered directly to the CRM for reporting, coaching, and case-tracking

e Consistent, real-time synchronization of customer information

This ensures smooth handoffs and eliminates redundant questions for the customer.
Accessibility, Compliance, and Customer Equity
The IVR is designed to be fully compliant with:

e ADA / Section 508
e Arkansas DHS accessibility requirements

o Federal regulations for language access, privacy, and civil rights

Prompts and menu structures follow best practices for clarity, ease of navigation, and reduced cognitive
load.

Scalable, Configurable, and Continuously Optimized
The IVR supports rapid scaling and continuous improvement, including:

o Elastic capacity to absorb seasonal or emergency-driven call spikes
e Rapid reconfiguration of menus or prompts through intuitive administration tools

e Ongoing refinement based on Arkansas DHS feedback, analytics, and customer usage patterns
This ensures the IVR remains responsive to evolving program requirements and caller needs.
Real-Time Document Submission

Team Wipro ensures real-time document submission through multiple intake channels, ensuring customers
can provide required verification materials quickly and without service delays. All submitted documents
flow directly into the integrated CSC workflow and Arkansas DHS systems, enabling immediate visibility
for CSC agents, DHS staff, and caseworkers.

Supported channels include:
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e Mobile upload via customer smartphone

e  Web portal upload (including ACCESS Arkansas or DHS-designated portals)
e Email intake using secure, monitored mailboxes

e Fax ingestion with automatic digital conversion

e In-person scanning at CSC or local DHS offices

Each submission triggers automated indexing, validation, and delivery to the appropriate case or program

queue.
Real-Time Integration With ARIES/Core/EMCI and Dynamics 365
Document submissions are processed and displayed in real time through integrations with:

e Dynamics 365 CRM

e ARIES

e Core eligibility systems

e EMCI (Enterprise Master Client Index)

As soon as a document is received, the CRM and State systems update the case record, enabling CSC and
Arkansas DHS staff to immediately see:

e What was submitted
e Which verification requirement it satisfies
e  Whether any outstanding items remain

o The timestamp and source of submission
This eliminates delays and reduces repeat calls from customers seeking confirmation.
‘Automated Document Classification and Routing

The solution uses OCR, metadata extraction, and rule-based workflows to automate document handling.
Key capabilities include:

¢ Automatic identification of document type (e.g., paystub, ID, residency proof)
o Intelligent routing to the correct program or DHS worker

o Flagging of incomplete, unreadable, or mismatched submissions

e Attachment of documents to the correct customer record or case

e Immediate notification to CSC/DHS teams when required items are received
These features reduce manual work, minimize errors, and accelerate case processing.
Customer Confirmation and Transparency
Upon successful submission, customers receive confirmation through their preferred channel, such as:

e SMS

e Email

e [VR callback or recorded status message
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e Portal notification

Customers can also check the status of submitted documents through self-service options, reducing
follow-up inquiries and increasing transparency.

Enhanced Caseworker and Agent Visibility
IAll CSC agents and authorized DHS users see document submissions as they occur, providing:

e Real-time updates on outstanding verifications
o Immediate access to documents for review
o Eliminated wait times for paper routing

e Faster time-to-decision for eligibility workers

This supports DHS program goals for efficiency, accuracy, and timely customer service.
Compliance, Security, and Auditability

The document submission framework adheres to all State and federal requirements governing:

e Data privacy

e Electronic signatures (where applicable)

e HIPAA

e SNAP, Medicaid, and Child Care documentation standards

Full audit trails record:

e  Submission timestamps
e Upload location and method
e User access and review activity

¢ Routing and processing actions
This ensures transparency and full traceability for DHS program audits.
Scalability and Continuous Optimization
The document intake platform supports DHS growth and policy evolution through:

e Scalability to handle high-volume events (renewal waves, disaster response, policy changes)
e Parameter-based configuration to add new document types or workflows

e Analytics and reporting to identify trends, bottlenecks, and opportunities for automation

This creates a modern, responsive document intake solution aligned with Arkansas DHS’s long-term

vision.
Community Resource Database Integration

Team Wipro integrates State-approved Community Resource Database (CRD) a directly into the CSC
ccosystem, enabling agents and members to quickly locate and access Arkansas-based social-service,
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healthcare, and community-support organizations. The CRD is fully embedded within CRM, IVR, chat,
email, and virtual-agent flows, ensuring members receive consistent, accurate resource information across

all channels.

The CRD supports keyword and category search, geographic filtering, and DHS-approved resource
metadata. Results can be delivered via IVR, SMS, chat, or email, and agents can initiate warm handoffs or
create CRM-tracked referrals when needed. The CRD is refreshed on a DHS-defined schedule to ensure
accuracy of contact details, hours, eligibility criteria, and service availability.

Team Wipro collaborates with Arkansas community partners to maintain culturally appropriate entries,
including resources serving Spanish-speaking, Marshallese, Vietnamese, Burmese, and other LEP
populations. All referrals and interactions are documented in Dynamics 365, enabling DHS to track referral
outcomes and monitor statewide needs.

Commitments:

e CRD refreshed daily or per DHS schedule
e <2 seconds resource search response time

o 100% referral documentation for warm handoffs and closed-loop referrals

This integrated CRD approach ensures Arkansas Medicaid beneficiaries receive timely, accurate, and
culturally responsive connections to the services they need.

Al Enablement Across CSC Operations

Team Wipro integrates Al-enabled capabilities across the CSC ecosystem to enhance service quality,
reduce handle time, and ensure consistent, accurate interactions for Arkansas Medicaid beneficiaries. Al is
embedded in CRM workflows, IVR, chat, email, and quality processes, enabling the CSC to operate

efficiently while maintaining human-in-the-loop oversight.
Conversational AI & Virtual Assistants

CCAl-powered virtual agents use Google Dialogflow CX to handle common inquiries such as eligibility
status, program information, renewal guidance, and community-resource lookups. The virtual agent
escalates seamlessly to a live agent when member needs exceed self-service. Al intent classification

improves routing accuracy and reduces call-handle times.
IAl-Enhanced Agent Assist
Al provides real-time guidance to agents during calls, including:

e Suggested responses and knowledge-base articles
e Auto-population of call summaries
o Eligibility and program prompts based on caller patterns

o  Script adherence and compliance reminders

This improves consistency and reduces after-call work.
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Al in Quality Management
Al-driven speech and text analytics automatically evaluate interactions for:

e Empathy and professionalism
e Accuracy of information provided
e Script and policy adherence

e Detection of potential escalations or complaints
Supervisors receive targeted coaching recommendations, improving CSC performance.
Al-Driven Workflow Automation

Al assists with classification of emails, documents, and chat transcripts, automatically routing them to the
correct queue in Dynamics 365. Repetitive tasks (e.g., ID verification steps, standard notices) are
streamlined through Al-enabled workflows to reduce manual workload.

Fraud Mitigation & Anomaly Detection

Al models monitor patterns in call behavior, system activity, and case notes to help identify unusual
activity or potential misuse, enabling early investigation and DHS oversight.

Commitments

e >20% reduction in average handle time through virtual agents and automated classification
e 100% interactions analyzed by Al quality tools for coaching and compliance
e Real-time agent assist integrated directly into CRM workflows

e Al models reviewed and updated regularly with DHS approval to prevent bias and ensure accuracy

Al enablement across CSC operations increases efficiency, accuracy, and consistency while improving
member experience. With Al embedded in IVR, chat, CRM workflows, and quality monitoring, Arkansas
DHS benefits from a proactive, data-driven customer service operation that supports timely, high-quality
service throughout the contract term.

Internal Communication & Collaboration Tool

Team Wipro provides a secure and fully integrated communication and collaboration capability that
enables CSC agents, supervisors, SMEs, and leadership to coordinate efficiently within the Dynamics 365

ecosystem.
Dynamics 365 Integrated Communication

e Agent-to-agent and agent-to-supervisor messaging enables real-time support without leaving the
CRM workspace.

e Built-in chat allows supervisors to guide agents during live interactions, improving accuracy and
reducing escalations.

e Conversation logs can be stored as part of the case record for auditability and quality review.
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Knowledge Base Collaboration

e Agents receive real-time knowledge-base updates, ensuring consistent and compliant responses.

e SMESs can create, review, and publish articles in a controlled workflow, with DHS approval where
required.

e Searchable topics surface automatically based on the interaction context using Al-powered
relevance tools.

Workstreams for Escalations & SME Support

e Dynamics 365 workstreams route complex cases directly to designated SMEs, supervisors, or
Tier-2 teams.
e Escalation decisions, supporting notes, and turnaround expectations are automatically tracked.

e DHS can view escalation metrics through shared dashboards.
Microsoft Teams Integration (Optional / DHS-Approved)

o  When approved by Arkansas DHS, Dynamics 365 integrates with Microsoft Teams for cross-team
collaboration.

e Features include internal channels for issue resolution, RCA reviews, project coordination, and
supervisor communication.

o Teams integration supports secure file sharing, video calls, and triage huddles without exposing
member data.

This internal communication framework ensures that CSC staff have immediate access to guidance,
subject-matter expertise, and verified information—leading to faster resolution, consistent service quality,
and improved operational efficiency for Arkansas DHS.

Support for 1,200 State or Designee Users

Team Wipro’s CSC platform securely supports up to 1,200 Arkansas DHS or designee users (as defined in
|Attachment L) across CRM, telephony, reporting, and supervisory functions.

e Role-based access control (RBAC) ensures each DHS or designee user receives permissions
aligned to their responsibilities.

e User onboarding and oftboarding follow DHS-approved workflows, including identity verification,
access provisioning, and timely deactivation.

e Training is provided for all user groups (agents, supervisors, analysts, and program staff) through
role-specific modules, quick-reference guides, and refresher sessions.

e The cloud-based platform scales to support high concurrent user volumes without performance
degradation.

e Supervisors have access to dashboards, quality-monitoring tools, and work-queue management
features.

Commitments:

Wipro Technical Proposal



e Supports up to 1,200 concurrent users
e >09.9% system availability

e Role-specific onboarding and initial training completed within DHS-approved timeframes

This ensures Arkansas DHS and its designees have secure, reliable access to the CSC tools and the training
required to perform their roles effectively throughout the contract term.

B. Detail the proposed CSC System architecture, software proposed, and other information
germane to the State to understand the nature of the proposed CSC System.

Team Wipro proposes a modern, cloud-native, Al-enabled Customer Service Center (CSC) platform
anchored by Microsoft Dynamics 365 Customer Service as the shared CRM for CSC and DHS staff,
integrated with Google Cloud Contact Center Al (CCAI) for virtual agents, agent assist, and conversation
insights. A flexible, carrier-agnostic telephony and IVR layer Genesys Cloud provides omnichannel access,
while an API-driven integration fabric connects the CSC to EMCI, ARIES, and Core MMIS.

This architecture meets every mandatory requirement: multilingual service (English, Spanish, and
Marshallese), shared CRM use across CSC and DHS, high-volume telephony with recording and live
monitoring, intelligent IVR, Al enablement, community resource database integration, and scalability for
up to 1,200 State and State-designee users. It also aligns with COTS/SaaS expectations, State security
policies, and CMS certification.

Below is our overarching architecture diagram:

CSC System Architecture Overview

5 points
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Team Wipro designs the CSC as a hub-and-spoke system with Dynamics 365 Customer Service at the
center. Dynamics serves as the single pane of glass for all cases, interactions, notes, and collaboration
across CSC and DHS.

Engagement Layer (Omnichannel)

The CSC supports inbound and outbound voice, SMS/text, web chat, and email, with a consistent customer
experience across channels. All services are available in English, Spanish, and Marshallese. Team Wipro
will contract with a DHS-approved, Arkansas-based Marshallese interpreter resource to produce all
translations and audio recordings (IVR and virtual agents), and to provide real-time interpretation as
needed. Email remains a first-class channel for document submission as required by the State.

Shared CRM Layer (Microsoft Dynamics 365 Customer Service)

Dynamics 365 is the operational backbone of the CSC. It provides:

e A shared CRM used by both CSC and DHS staff to view and record all interactions.

e Bi-directional case assignment and workload management between CSC and DHS teams.

e Proactive alerts for outstanding State requests (e.g., missing documentation) presented to agents
during customer interactions, with ARIES as the source of truth.

o Configurable security roles and workflows to support up to ~1,200 State and designee users.

e COTS-based configurability, enabling rapid changes without heavy customization and aligning
with modular, sustainable design principles.

Al Layer (Google Cloud Contact Center Al)

CCAI increases capacity and quality across channels:

e Virtual Agents (voice and chat) to guide callers through structured flows and resolve high-volume
inquiries.

e Al-based routing to place customers with the right team the first time.

e Agent Assist to surface knowledge, hints, and compliance prompts during live interactions.

e Automated summaries written back to Dynamics to reduce after-call work and increase
documentation consistency.

e Conversation Insights for quality management, trend analysis, and continuous improvement.
Team Wipro will deliver a formal Al Implementation Plan that sets governance, use cases, and guardrails.

Telephony & IVR Layer (Cloud-Native, Carrier-Agnostic)

Genesys Cloud delivers the carrier-agnostic, cloud-native telephony and IVR capabilities required by
Solicitation requirement, including multilingual IVR, high-volume voice handling, recording and DHS live
monitoring. Genesys Cloud handles all foundational telephony and IVR functions, including call delivery,
routing, queue management, multilingual prompts, recording retention and live monitoring for up to 10
State users. For more complex, intent-driven self-service interactions, Genesys routes callers to CCAI
virtual agents, delivering a unified and intelligent customer experience across channels. Virtual agents are

powered by Dialogflow CX for natural language menus, policy-based guidance and sentiment-aware
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routing to the live agent. Team Wipro produces all IVR translations and audio using the DHS-approved,
|Arkansas-based Marshallese interpreter resource.

Integration & API Management Layer

Through enterprise-grade API management, the CSC connects to State and external systems:

e EMCI for identity coherence across systems.

e ARIES for eligibility context, case note synchronization, and outstanding request alerts.

e Core MMIS for benefits and program data.

e Community resource databases (findhelp.org, restorehope.io/HopeHub, Unite Us, or a
State-designated system).

e Telephony/IVR for CTI screen pops, interaction context, and transcript/summarization hand-off to
CRM.

This integration approach eliminates duplicate data entry, supports direct case note write-back, and aligns
the CSC to the State’s modular ecosystem.

Data, Reporting & Analytics

Team Wipro provides operational reporting and executive insights through Dynamics 365, Power BI, and
CCAI Insights. We support periodic extracts to the State’s data environment in DHS-defined formats and
provide dedicated reporting for outbound verification and maternal health outreach.

Security, Privacy, and Compliance

The CSC follows a zero-trust posture and adheres to State and Federal requirements (e.g., NIST-aligned
controls, HIPAA/HITECH). The system supports MFA, strict RBAC, encryption for data in transit and at
rest, comprehensive audit logging, and U.S.-only hosting. Team Wipro supplies DR/BC and ransomware
recovery plans and performs annual tests. We support CMS certification with the required planning,
documentation, and demonstrations.

Proposed Software Stack
Core platforms

e Microsoft Dynamics 365 Customer Service (shared CRM)
e Google Cloud Contact Center Al (CCAI) — Virtual Agents, Agent Assist, Insights
e Genesys cloud telephony & IVR integrated with CCAI

e APImanagement and integration services for secure, scalable connectivity
|Analytics & productivity

e Microsoft Power BI for dashboards and executive reporting

e  Microsoft SharePoint for content and deliverables
Testing, quality, accessibility

e Tosca Tricentis (functional automation)
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e [oadRunner (performance testing)
e SonarQube and Fortify (secure code scanning)
e axe, Lighthouse, JAWS (accessibility and usability)

Security & access

e Azure AD (Entra ID) for SSO/MFA and centralized identity
o BeyondTrust, Zscaler, Cortex EDR, Qualys, QRadar, Cisco Firepower, 0365 DLP for layered
security and monitoring

Digital channels

e React for the member-facing Web Portal
e Mobile App (i0S/Android) with push notifications, chat/VA, and document capture

Member-Facing Digital Experience

React Web Portal

A clean, accessible portal supports benefits education, case status, FAQs, resource navigation, chat/VA,
and document guidance. It uses modern Ul tooling and continuous accessibility testing.

Mobile App

The companion app provides secure login, push notifications (renewals, requests), in-app chat/VA,
camera-based document capture, and resource lookup. Both digital channels are modular, phased according
to DHS priorities and budget.

State System Integrations (CRM-Centric)

o EMCI establishes a single identity across CSC and DHS systems.

e ARIES integration exposes outstanding requests and enables case note write-back to eliminate
duplicate entry.

e Core MMIS provides benefit/program context.

e Future interfaces (e.g., ARIA, DDS Salesforce, Child Welfare, pharmacy) can be added as CSC
responsibilities expand.

IAll integrations follow secure API standards and are delivered within the contract period (launch-preferred
where feasible).

Operating the Shared CRM for ~1,200 DHS Users
Team Wipro onboards DHS into Dynamics 365 with:

e Role design and SSO mapping aligned to DHS policies and assurance levels.
e Phased access: SNAP users by the required date, followed by other divisions on a State-approved
schedule.

e Training and enablement: hands-on sessions, recordings, job aids, and on-demand support.

e Cutover support: a focused “war room” period post-go-live until stability criteria are met.
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e Ongoing optimization: routine configuration updates and report enhancements driven by DHS
feedback.

Community Resource Database Integration

Team Wipro integrates with State-approved community resource databases (e.g., findhelp.org,
restorehope.io/HopeHub, Unite Us, or a State-designated platform). Searches and referrals appear inside
Dynamics and the digital channels. Data freshness is maintained on an agreed cadence. If the State elects to
furnish a specific database directly, the CSC adapts without re-platforming.

/AT Enablement and Governance
Al is applied where it drives measurable outcomes:

e Virtual agents to absorb routine volume.

o Al-assisted routing to the most appropriate agent.

e Real-time agent coaching and knowledge prompts.

e Automated call and chat summaries stored in Dynamics.

e Conversation analytics to strengthen QA/QI and training.

Team Wipro submits an Al Implementation Plan that sets governance, safeguards, model selection, and
release sequencing consistent with DHS policy.

Marshallese Language Services (Explicit Compliance)
To meet the State’s language access requirements:

e Team Wipro will contract with a DHS-approved, Arkansas-based Marshallese interpreter resource.
o This resource will produce all required Marshallese translations and audio recordings for IVR and
virtual agents, and support real-time interpretation across voice, chat, and email when needed.

e Team Wipro will route all language assets through DHS review and approval to ensure accuracy,

cultural relevance, and compliance.
Why This Architecture Fits the State’s CSC Vision

o CRM-first design positions Dynamics 365 as the shared, central workspace for CSC and DHS.

o Direct interfaces to EMCI, ARIES, and Core MMIS eliminate duplicate work and bring needed
context to the point of service.

e Omnichannel + multilingual capability meets beneficiaries where they are, in English, Spanish, and
Marshallese.

e Al when governed well, reduces handle time, improves first-contact resolution, and raises
documentation quality.

e (COTS/SaaS choices protect long-term sustainability and support CMS certification.

Conclusion

Team Wipro’s CSC System delivers a secure, scalable, CRM-centered platform that unifies CSC and DHS
operations, elevates the beneficiary experience, and meets every requirement in the RFP. Dynamics 365
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serves as the shared hub; CCALI adds intelligent automation; the telephony/IVR stack supports high volume
and multilingual access; and integrations with EMCI, ARIES, and Core MMIS keep the work in sync. The
result is a future-ready CSC with clear value from day one and a runway for continuous improvement.

C. Ifyou plan to implement any desired CSC system components outlined in Section 2.3.3.1.2, |5 points
please identify the technology you plan to use and the timeline for implementation.
Team Wipro proposes a phased rollout of the desired CSC System components outlined in Section
2.3.3.1.2, aligning implementation with DHS priorities, operational readiness, and data availability. This
approach ensures the State receives meaningful enhancements early—while maintaining controlled
delivery risk and predictable adoption across CSC operations.
Phased Enablement of Desired Components
Team Wipro’s approach emphasizes early deployment of capabilities that do not require deep State system
dependency, followed by iterative enhancement as the CSC stabilizes and customer interaction data
becomes available.
Phase 1: Foundational AI Enablement (Months 1-5)
During the primary five-month implementation window, Team Wipro will introduce desired Al
components that enhance efficiency and provide immediate value:
e Virtual Agent for Common Intents
Automated handling of high-volume inquiries such as office locations, document guidance, and
program information, with smooth escalation to live agents.
e Agent Assist for Real-Time Support
Al-driven prompts, knowledge surfacing, and call summarization that reduce handle time and
improve accuracy.
e Conversational Insights
Cross-channel analytics that identify contact drivers, repeat interactions, friction points, and quality
themes to strengthen continuous improvement efforts.
These components align directly with the RFP’s desired Al capabilities—virtual agents, Al-supported call
routing, real-time transcription/analysis, and automated summarization.
Phase 2: Expanded Self-Service & Digital Experience (Sequenced After DHS Direction)
After core CSC operations stabilize—and with DHS guidance—Team Wipro will expand digital
self-service capabilities using existing platform capabilities described in Section E.5.A/B:
e CSC Self-Service Web Portal
Enables customers to navigate program information, access multilingual resources, engage with the
Virtual Agent, and receive guidance on required documents.
e Mobile App
Supports chat/Virtual Agent access, push notifications, and camera-based document capture,
phased according to DHS needs and readiness.
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These components strengthen the State’s digital engagement strategy without introducing unnecessary
delivery risk during the initial Go-Live period.

Phase 3: Al Fine-Tuning & Data-Driven Expansion (Quarter 1-Quarter 2 Post Go-Live)

Once live call volumes flow into the environment, Team Wipro will refine Al models based on real
|Arkansas-specific interaction data:

e Virtual Agent intent expansion using actual call patterns
¢ Enhanced natural language understanding for English, Spanish, and Marshallese
e (all-routing optimization using live conversational trends

o Improved summarization and knowledge recommendations based on DHS policy usage

These iterations occur in Q1 and Q2 after Go-Live, aligning Al maturity with real operational data and
DHS oversight.

Timeline Summary

.. High-Level

Activity Diration Notes
Desired Component 5 Months Delivered in parallel with core CSC
Implementation Window capabilities
Dry Run / Operational 1 Month Ensures end-to-end validation with desired
Readiness Validation components included where applicable
Al Fine-Tuning and Model Quarter 1-Quarter 2 | Driven by real CSC interaction data and
Expansion Post Go-Live DHS guidance

Conclusion

Through a phased, DHS-directed rollout, Team Wipro enables the State to benefit from modern, desired
components—AI Virtual Agents, Agent Assist, Conversational Insights, digital self-service portals, and
mobile access—without introducing operational complexity or delivery risk. This balanced approach

ensures innovation, stability, and continuous improvement across the Customer Service Center ecosystem.

D. Provide your timeline for implementing the interfaces with State Systems required by Section
233.13.

Team Wipro will implement all required interfaces in Section 2.3.3.1.3 using a structured, DHS-aligned
integration plan that emphasizes early availability, predictable delivery, and full compliance with Arkansas
DHS technical and security standards. Our approach follows a sequenced Design — Build — Test —
Validate model to ensure that each interface is stable, secure, and production-ready prior to CSC Go-Live.

Integration Delivery Approach

Team Wipro employs a hybrid Agile-Waterfall integration model, in which interface design is completed

and approved by DHS before development begins, followed by phased build, system testing, and

5 points
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coordinated User Acceptance Testing (UAT). This ensures full traceability to RFP requirements and
minimizes downstream rework.

The integration scope includes required interfaces with:

e EMCI — Identity management and master client matching

e ARIES — Eligibility, case information, outstanding requests, and case-note writeback

e MMIS / MIMS — Program, benefits, and provider information

o Knowledge repositories, community resource databases, and work-requirement tracking systems —
As required by DHS and delivered via secure Web APIs

Implementation Timeline

The timeline below reflects Team Wipro’s structured integration lifecycle and aligns to the State’s
preference for early interface availability:

1. Interface Analysis & Design — 6 Weeks

e Joint DHS—Wipro design workshops
e Finalization of Integration Control Documents (ICDs)
o Establishment of API specifications, security model, and data mapping

e DHS review and approval prior to build
2. Interface Build & Configuration — 12 Weeks
(Commences immediately upon DHS approval of design artifacts)

e Development of API services for ARIES, EMCI, and MMIS

e Authentication setup using DHS-approved Azure AD integration (for EMCI identity and role
reconciliation)

e Configuration of Dynamics 365 Customer Service to consume and display case data, identity data,
and outstanding request alerts

o Initial unit testing and interface message validation
3. System Integration Testing (SIT) — 4 Weeks

e End-to-end validation across CSC — Dynamics 365 — ARIES — EMCI — MMIS
e Error-handling and timeout scenarios
e Performance testing aligned to peak call-center transaction loads

e Validation of audit logging and security controls
4. Pilot Deployment & Soft Go-Live Validation — 4 Weeks

e Deployment to DHS-approved Pilot (pre-production) environment

e Validation using DHS test data

o Live workflow testing with CSC supervisors and DHS program staff
e Refinement based on DHS feedback

e Readiness confirmation for full Go-Live
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S. Full Production Deployment
Executed only after DHS provides written approval confirming:

e Interface stability
e Compliance with security and privacy requirements
e Successful SIT and UAT completion

e Operational readiness
Special Considerations for AI-Enabled Components (Virtual Agent & Agent Assist)

Virtual Agent (CCAI) — 12 Weeks

e Creation of intent models, call flows, and guided Playbooks
e IVR hand-off integration with Genesys Cloud

e Real-time context pass-through to Dynamics 365 cases
IAgent Assist — Phased Rollout

e Phase 1: Q&A-based guidance and knowledge surfacing
e Phase 2: Summarization and next-best-action prompts
o Phase 3: Workflow assistance and automation of repetitive tasks
(Each phase delivered in coordination with DHS and dependent on integration maturity)

Summary Timeline (All Required Interfaces)

Phase Duration Key Activities
Analysis & Design 6 weeks Finalize ICDs, confirm security model, DHS approval
Build & Configuration | 12 weeks Develop APIs, configure Dynamics 365, integrate
telephony/IVR/CCAI
System Integration 4 weeks End-to-end validation with ARIES, EMCI, MMIS
Testing
Pilot / Soft Go-Live 4 weeks Pre-production testing, DHS validation
Production DHS-approved | Final release and go-live readiness
Deployment
Conclusion

Through this structured and DHS-governed timeline, Team Wipro ensures all required CSC interfaces—
IARIES, EMCI, MMIS, and supporting systems—are designed, built, tested, and validated well in advance
of Go-Live. This approach mitigates risk, accelerates early integration availability, and ensures a stable,
secure, and fully interoperable CSC platform for Arkansas DHS.

E. Ifyou plan to implement optional interfaces with State systems outlined in Section 2.3.3.1.4, |5 points
provide your timeline and identify the desired interfaces.
Optional Interfaces with State Systems — Timeline and Desired Interfaces
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Team Wipro proposes optional interfaces with the following State systems, each of which supports future

CSC expansion and improves customer service efficiency:

e ARIA (analytics and reporting) — to enhance case research, cross-program insight, and workflow
efficiency.

¢ DCEFS Child Welfare System — to support warm transfers, contextual case visibility, and timely
routing of child welfare-related inquiries.

e DDS Salesforce — to enable streamlined navigation of developmental disabilities program
information and reduce handoffs for DDS-related calls.

e Arkansas Medicaid Enterprise Pharmacy System — to support pharmacy-related inquiry routing
and reduce manual triage.

Proposed Implementation Timeline

Because these optional interfaces are not required for CSC go-live, Team Wipro proposes a phased,
DHS-directed timeline that ensures flexibility and cost-effectiveness.

Phase 1: Requirements & Prioritization

e Conduct joint discovery sessions with DHS and system owners.
e Validate technical specifications, data requirements, and security considerations.
e DHS confirms which interfaces should proceed first and in what sequence.
e Outputs: approved Interface Roadmap and Interface Control Document (ICD).
(Aligns with DHS’s requirement for contractor-developed Interface Management Plan and ICD.)

Phase 2: Design & Development

e Begin work on the DHS-approved first optional interface.

e Complete integration design, testing environments, and mock exchanges.

e Deliver interface builds consistent with DHS architecture and security standards (ARC-AMPE,
HIPAA, NIST)

Phase 3: Testing & Deployment

e Perform joint testing with DHS and system owners.
e Conduct UAT and final readiness validation.

e Deploy interface into production on a mutually approved schedule.
Phase 4: Remaining Optional Interfaces

e Remaining optional interfaces will be implemented sequentially based on DHS priorities, system
readiness, and expansion needs.

o All optional interfaces will follow the same lifecycle: design — development — testing —
production.

Summary
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Team Wipro proposes to implement optional interfaces with ARIA, DCFS Child Welfare, DDS Salesforce,
and the Arkansas Medicaid Enterprise Pharmacy System using a phased, DHS-directed approach that
prioritizes value, minimizes risk, and aligns with the RFP’s definition of these integrations as optional
enhancements. The timeline ensures that all interfaces are delivered efficiently while allowing DHS full
control over sequencing and prioritization.

F. How does your system automate routine tasks such as the distribution of follow-up
Surveys?

Team Wipro automates follow-up surveys through an integrated orchestration framework that combines
Microsoft Dynamics 365 Customer Service with Genesys Cloud contact-center automation. This ensures
surveys are delivered consistently, accurately, and in compliance with DHS-approved sampling rules—
without requiring manual agent intervention. The automation is designed to operate uniformly across voice
and digital channels, providing DHS with statistically meaningful, real-time insights into customer

experience.
'Automated Survey Triggers Across All Channels

Routine tasks such as follow-up survey distribution are fully automated using workflow logic and
event-based triggers built into the CSC platform:

o Conversation Closure (Voice/Chat):
When a voice call or web chat session ends, Genesys Cloud automatically evaluates whether the
interaction meets DHS-approved sampling rules and, if eligible, initiates a survey.

e Case Closure (CRM):
Within Dynamics 365, case-closure events trigger survey workflows that deliver surveys through
the customer’s preferred communication channel (email, SMS, chat, or IVR).

e Cross-Channel Consistency:
Surveys are generated automatically regardless of the channel used—providing a uniform

post-interaction experience while eliminating manual effort.
Multi-Channel Survey Delivery
The CSC System supports multiple DHS-approved survey modalities:

e Email-based surveys triggered from Dynamics 365
e SMS/text surveys for mobile-preferred populations
e VR post-call surveys routed directly from Genesys Cloud

e  Web chat pop-up surveys at session termination

Each channel uses templates mapped to DHS-defined scoring structures, accessibility standards, and
multilingual requirements (English, Spanish, and Marshallese).

Context-Aware Survey Templates

Surveys can be dynamically tailored based on:

5 points
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o Interaction type (benefits, eligibility, document support)
e Risk category or program area
e Language preference stored in the CRM profile

e Escalations or transfers that occurred during the interaction

This ensures customers receive relevant surveys while strengthening the accuracy of DHS satisfaction
analytics.

Survey Analytics and Reporting
Both Dynamics 365 and Genesys Cloud provide native survey analytics that allow DHS to:

e Measure satisfaction at the interaction and case levels
o Filter results by channel, program, agent, language, and workflow type
e Analyze verbatim comments and identify trends through conversational insights

e Drive Quality Assurance and Continuous Improvement activities

Survey results are automatically linked to customer records and interaction logs in Dynamics 365, ensuring
full auditability and seamless reporting within the CSC's analytics framework.

Outcome

Through automated workflows, real-time orchestration, and consistent cross-channel triggering, the CSC
System ensures that follow-up surveys are delivered efficiently, reliably, and in alignment with DHS’s
performance management expectations. This automation reduces operational burden, strengthens service
transparency, and provides DHS with actionable insights to continuously improve beneficiary experience.

G. How will the CSC System equip DCO field office staff with customer interactions?

Team Wipro equips Division of County Operations (DCO) field office staff with a unified, real-time view
of customer interactions through the shared Microsoft Dynamics 365 Customer Service (CRM) platform.
By providing role-based access to customer history, interaction notes, case status, documents, and
omnichannel engagement records, the CSC System ensures that field office staff can immediately
understand a customer’s situation and provide accurate, consistent guidance without requiring repeat

inquiries.
Shared Visibility to Customer Interactions Across CSC & DCO

The CSC System provides DCO staff with:

e Role-based access to customer information, including history, notes, verification status,
outstanding requests, and prior CSC interactions within Dynamics 365, ensuring clarity and
continuity.

e Unified case and interaction timelines that consolidate voice, chat, email, SMS, and document

submissions, eliminating duplicate questions and improving customer trust.

5 points
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Integrated call metadata captured through Genesys Cloud, including call reason, transfers, duration,
and disposition to help DCO staff quickly diagnose issues without searching multiple systems.
Audit-ready interaction trails that maintain complete transparency and ensure all actions are visible
to both CSC and DCO users.

IAgent Assist & Next-Best-Action Support

Al-enabled Agent Assist enhances DCO staff efficiency by:

Presenting real-time guidance, policy-aligned prompts, and recommended next steps based on
customer history and interaction context.

Surfacing the most relevant knowledge-base articles, scripts, and program policies directly in the
CRM workspace.

Reducing manual investigation time and supporting consistent service delivery across CSC and
DCO teams.

How the CSC System Equips DCO Field
Office Staff With Customer Interactions

-
[ — —
SHARED ACCESS TO UNIFIED INTERACTION SATISFACTION
CUSTOMER HISTORY TIMELINE SURVEYS
Field staff can view All voice and digital Surveys automatically
current case status, not engagements are visible trigger across voice
and prior CSC interaction within a single case record and digital channels

\ ' '
Q AGENT ASSIST
GUIDANCE

Al provides staff with
SATISFACTION scripts, policies, and next-

SURVEYS best-action prompts

Use of Interaction Metadata & Call Recordings

‘Where authorized by DHS:

Genesys interaction metadata and recordings can be securely accessed by designated DCO
supervisors or program analysts.
This accelerates issue resolution for escalations, complaints, or complex cases while maintaining

strict retention controls, role-based access, and audit logging.

'Automated Satisfaction Surveys & Feedback Visibility
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The CSC System enables DCO staff to benefit from automated follow-up surveys triggered across voice
and digital channels.

'Voice-Based IVR Surveys (Genesys Cloud)

o Fully automated post-call surveys launch when a call ends—no agent action required.

e Surveys are provided in English, Spanish, and Marshallese, with Marshallese audio produced
through a DHS-approved Arkansas-based interpreter.

e DTMEF input ensures accessibility for all callers.

e Survey results flow into Dynamics 365 for real-time analytics and correlation with specific cases.
Digital Channel Surveys (Dynamics 365)

e Email and SMS survey invitations are automatically sent after case closure or digital interaction
completion.

o Responses are captured and linked directly to the customer’s CRM record.

e DCO staff can analyze satisfaction by channel, program, language, and resolution outcome.

e Conversational Insights identifies friction points to support operational improvements.
Outcome for DCO Field Offices

By unifying interaction data, Al-supported insights, and shared CRM access, the CSC System enables
DCO staff to:

e Understand each customer’s full journey at a glance

o Deliver faster, more accurate, and more consistent service
e Reduce repeat calls and in-office visits

e Strengthen coordination between CSC and local offices

e Access key analytics that inform policy, training, and service improvements

This integrated, transparent model ensures that CSC operations and DCO field teams function as a single
service ecosystem, improving customer experience, supporting DHS oversight, and enhancing statewide
service consistency.

H. How will the CSC System create a holistic profile of a customer based on their behavior
and interactions?

Team Wipro creates a holistic, 360-degree customer profile by unifying all customer interactions,
behaviors, and system-of-record data within Microsoft Dynamics 365 Customer Service, enriched with
contextual and behavioral insights generated through Google Cloud Customer Engagement Suite (CES).
Dynamics 365 consolidates identity, demographics, language preferences, accessibility needs, case history,
and outstanding State requests into a single shared record accessible to both CSC and DHS staff.

Unified Customer Profile Through Dynamics 365

Dynamics 365 serves as the core system of record for the CSC and DHS, capturing and presenting:

5 points
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e Customer identity and demographic data

e Language preference and accessibility attributes

e Historical interactions across voice and digital channels

e State-identified outstanding requests surfaced through ARIES integration

e (Case updates, documents, and event-driven changes

This unified view minimizes repeated questioning, reduces customer frustration, and strengthens service
consistency across CSC and DCO field offices.

Interaction Metadata and Behavioral Context

Team Wipro enhances the customer profile by linking Genesys Cloud interaction metadata—including call
reasons, queues, transfers, and resolution outcomes—directly to the customer record in Dynamics 365. This
provides a complete interaction timeline that supports faster issue resolution and strengthens cross-team
collaboration.

Advanced Insights Through CES
Google CES Conversational Insights enriches the customer profile by detecting:

e Recurring contact drivers
e Repeat inquiries
e Escalation or frustration patterns

e Resolution blockers across programs

These insights inform policy and script refinements, agent training, and targeted improvements to CSC
workflows.

Real-Time Agent Assist

Agent Assist applies this contextual data live during interactions, surfacing relevant knowledge articles,
policy guidance, and next-best-action prompts for CSC staff. This ensures consistent, policy-aligned
service across all programs and reduces handle time and downstream rework.

Future Phase: Customer Data Platform (CDP)

Team Wipro can support DHS in evaluating and implementing a Customer Data Platform (CDP) using
Dynamics 365 Customer Insights — Data to further expand profile unification. This capability would:

e Merge demographic, behavioral, transactional, and interaction data into a 360-degree customer
model
e Enable advanced analytics, predictions, and segmentation

e Support personalized outreach via Dynamics 365 Customer Insights — Journeys

L How do you plan, using the EMCI, to prevent the duplication of information? 5 points

Team Wipro will prevent duplication of information by leveraging the Enterprise Master Client Index
(EMCI) as the authoritative identity source across all CSC workflows, systems, and data exchanges. Our

approach ensures that all customer interactions, updates, and case documentation captured within the CSC
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environment align to a single, State-recognized identity profile and are consistently synchronized with
IARIES and Core systems.

EMCI-Anchored Identity Management

EMCI serves as the master identity reference for all client records accessed or created through the CSC
System. As CSC agents, virtual agents, and Dynamics 365 services interact with callers, the system
performs a real-time EMCI identity check to confirm client identity before any record creation or update
action is allowed. This “identity-first” pattern ensures that all case notes, demographic updates, and
interaction history align to an existing unique EMCI ID rather than generating duplicative or partial
records.

Search-Before-Create Enforcement Across All Channels
Team Wipro enforces a consistent Search-Before-Create process across all entry points:

e Virtual Agent intake, which captures minimum-necessary attributes and queries EMCI in real time
e Agent-assisted call flows, where Dynamics 365 performs EMCI-based identity matching before
record creation

e Supervisor and DHS staff workflows, which follow the same system-enforced validation

This prevents duplicate client profiles from being generated and ensures that all updates associate to the
authoritative EMCI identity.

Bi-Directional Integration With State Systems

In alignment with the RFP’s requirement for real-time, two-way integration with EMCI, ARIES, and Core,
Team Wipro ensures that case notes, identity attributes, and case-related updates entered by CSC staff
populate directly into State systems and are returned to the CSC CRM for display. By anchoring all
exchanges to the EMCI ID, the CSC System maintains a unified, non-duplicated view of each individual
across systems. This eliminates the need for re-entry of information and ensures that data residing within
the CSC CRM is always synchronized with State authoritative sources.

Identity Validation in Dynamics 365

Dynamics 365 Customer Service uses EMCI as the master identity key. Through real-time API calls,
Dynamics retrieves EMCI demographics, match confidence, and the associated EMCI Client ID. This ID is
stored as the system-of-record key within the CRM, ensuring that all case notes, tasks, interaction logs, and
outbound communications reliably tie back to the correct client record. Any update to identity-related data
triggers EMCI validation to prevent uncontrolled or unverified record creation.

Consistent Application of State-Approved Standards

Team Wipro applies DHS-approved authentication and authorization patterns—including Azure AD SSO,
token-based API access, and controlled write permissions—to ensure that only validated identity data is
written back to State systems. This prevents unauthorized identity creation or modification and maintains
integrity of EMClI-anchored records.
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Conclusion

Through disciplined application of EMCI identity validation, mandatory Search-Before-Create workflows,
and real-time bi-directional integration with ARIES and Core, Team Wipro ensures that the CSC System
maintains a single, authoritative customer record and prevents duplication of information across all
platforms. Our approach provides DHS with a unified, accurate, and consistently synchronized view of
each client throughout the enterprise.

J. Describe your proposed community resources referral database and how it will equip the 5 points
CSC to better serve customers.

Team Wipro provides a comprehensive Community Resources Referral Database designed to ensure that
every customer who contacts the Arkansas Customer Service Center (CSC) can quickly be connected to
accurate, local, and relevant support services. The design is intentionally database-agnostic, allowing DHS
to select its preferred backend technology while still benefiting from a modern, integrated referral
ecosystem.
A Unified Directory Built on Trusted Arkansas Resources
At the center of Team Wipro’s approach is a single statewide directory that consolidates curated, verified
community resources from authoritative sources. Team Wipro integrates with State-approved community
resource databases (e.g., findhelp.org, restorehope.io/HopeHub, Unite Us, or a State-designated platform).
Additionally, Team Wipro’s design allows DHS to complement 211 resources with other State-approved
data sources (e.g., county resource lists or partner agencies) without maintaining separate, siloed systems.
How the Referral Database Equips the CSC to Serve Customers Better
One Source of Truth Across All Channels
All CSC channels (live agents, the Web Portal, Ema (Team Wipro’s conversational bot), the CCAI Virtual
Agent, and email/SMS follow-ups) access the same unified resource directory. This ensures that a customer
receives the same accurate guidance whether they call, chat, or self-serve online.
Intelligent Search Tailored to Each Customer’s ZIP Code
Agents and automated assistants can search for help based on:

e ZIP code

e Resource category (e.g., utilities, housing, food)

o Eligibility notes

e Languages offered
This allows the CSC to deliver local, relevant options instantly, reducing call length and improving
first-contact resolution.
Integrated Into the CRM for Complete Case Visibility
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agents to:

e Browse nearby programs
e Send referrals by SMS or email
e Log the referral to the member’s case history

e Provide warm transfers to partner organizations when appropriate
Each referral is automatically documented for performance tracking and compliance.

Supports the Web Portal and Conversational Bot (Ema)

Beneficiaries using the Web Portal can search for community resources on their own. Ema, the
conversational bot, uses the same directory to answer questions such as:

o “Where can I get help paying my utility bill?”
o “Is there a food pantry near my ZIP code?”

This reduces inbound call volume and ensures customers receive 24/7 guidance.

Extensible for Future Closed-Loop Referrals

If DHS elects to enable closed-loop referrals—where a partner agency can accept, decline, or complete a
referral—the database can integrate with networks such as findhelp, which already supports
Arkansas-based health plans for social service referrals.

This enhancement can be added without changing the agent workflow or disrupting operations.

Strong Reporting for DHS

Because all channels use the same referral database, the CSC can provide DHS with meaningful insights,
such as:

e Most requested needs (e.g., food, housing, utilities)
e Geographic trends by county

e Resource gaps

e High-volume ZIP codes

o Referral outcomes (if closed-loop enabled)
These analytics support strategic planning, community partnerships, and system improvements.
'Why This Approach Works for Arkansas

Arkansas 211 already serves as the statewide, multilingual, 24/7 directory for community services. It is
designed specifically to “connect individuals and families to critical local resources” and is maintained
continuously by trained specialists.

The Community Resources Directory is surfaced directly inside Dynamics 365 Customer Service, allowing
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By integrating 211 into the CSC system, Team Wipro leverages an existing statewide asset, rather than
creating and maintaining a separate, duplicative directory. This ensures that beneficiaries across all 75

counties, urban and rural, receive equal access to accurate, timely information.
Summary

Team Wipro’s proposed Community Resources Referral Database gives the CSC a single, powerful, and
flexible hub for connecting Arkansans to the support they need. By integrating the statewide 211 directory,
enabling multi-channel access (Web Portal, Ema Bot, Virtual Agent, and CSRs), and offering future
closed-loop capabilities, the CSC will deliver faster help, more consistent guidance, and a better overall
customer experience for Arkansas Medicaid beneficiaries.

E.6 Development, Deployment, and Operations of CSC System

45

A. Describe your proposed approach to design, configure, build, test, and implement a
comprehensive CRM to support the operations of the CSC. Provide an estimated timeline for the
implementation steps as part of your response, as well as details into how the CRM will be rolled
out to the public.

Comprehensive CRM Solution Overview

Team Wipro will design, configure, build, test, and implement a Microsoft Dynamics 365 Customer
Service Enterprise—based CRM tailored to the operational needs of the Customer Service Center (CSC) and
DHS staff. The CRM will serve as the single system of record for customer interactions across voice,
email, and chat, enabling a unified view of each customer and case. The platform delivers:

e End-to-end visibility into intake, triage, investigation, resolution, and follow-up.

o Consistent, policy-aligned service delivery, supported by configurable Service Level Agreements
(SLAs) and audit trails.

e  Operational transparency through embedded dashboards and reports aligned to DHS performance
measures.

e Secure, compliant handling of PII/PHI, with role-based access control, encryption, and full
auditability.

Unified Case Management and Omnichannel Experience

The CRM consolidates case management and omnichannel communications to support seamless customer
service operations. Dynamics 365 enables CSC agents and DHS staff to access, manage, and resolve
customer cases through integrated voice, chat, and email workflows. Intelligent routing ensures that cases
are directed to the appropriate queues according to business rules, agent skills, and prioritization
parameters. Every inbound and outbound interaction is automatically logged as an activity, creating a
comprehensive and auditable interaction history for each customer. This unified design supports efficient

case handling and enhances visibility into customer needs and service outcomes.

The proposed CRM delivers a fully unified case management structure that consolidates all customer
interactions—voice, chat, and email—into one integrated platform. This design ensures that CSC and DHS

5 points

Wipro Technical Proposal

59




staff work from a consistent, complete view of each customer, enabling faster resolution, stronger quality
control, and improved compliance with DHS program requirements. By centralizing case data and
standardizing intake processes, the CRM enhances operational reliability, reduces duplication, and supports
DHS in delivering accurate, timely service to Arkansas residents.

¢ Single Source of Truth: All inbound and outbound interactions automatically log to a
consolidated case record, providing a complete, timestamped, and fully auditable history.

¢ Omnichannel Intake and Routing: Voice, chat, and email channels flow through unified
workflows with configurable skills-based, rules-based, and priority-based routing, ensuring that
each inquiry is directed to the most qualified agent.

o Agent Efficiency and Accuracy: Agents receive contextual guidance, structured forms, and
Al-supported knowledge suggestions designed to reduce handling time, increase accuracy, and
support consistent service delivery across all DHS programs.

e Supervisor Oversight: Real-time dashboards and queue management tools display case volume,
backlog aging, SLA performance, and agent metrics, enabling proactive workload balancing and
rapid response to surges.

e Accessibility Compliance: All public-facing and internal components are designed to meet
Section 508 and WCAG 2.2 AA accessibility standards, ensuring inclusive access for all
Arkansans, including individuals with disabilities.

Performance Targets (Evaluator-Preferred):

e >95% of interactions accurately associated with the correct case
e  >90% SLA adherence within 90 days

e >10-20% reduction in average handle time for high-volume inquiries
Operational Controls, Agent Enablement, and Compliance

The platform incorporates flexible case assignment capabilities, allowing DHS to adopt automated routing
or enable authorized staff to manually assign cases when operational conditions require it. Dynamics 365
maintains a full audit trail for every action taken within a case record, supporting compliance, transparency,
and program accountability. Knowledge-driven features enhance agent productivity by identifying similar
cases, surfacing relevant knowledge articles, and providing real-time guidance during customer
interactions. Configurable Service Level Agreements (SLAs) allow DHS to track case timeliness across
programs and departments, providing actionable insights that support operational performance and

customer satisfaction.
'Workflow Automation and Enterprise Integration

‘Workflow automation enables consistent case resolution paths by orchestrating notifications, alerts,
approvals, and escalations. The CRM integrates with Microsoft SharePoint to support secure document
storage and management of case-related assets. API-driven integration with State enterprise systems—
including ARIES, Core MMIS, and EMCI—ensures real-time synchronization of key client and case
information, reduces duplicate data entry, and improves accuracy across systems. The platform’s
intelligence-enabled capabilities further enhance CSC operations by accelerating case resolution, enriching
the knowledge base, and evaluating response quality.
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Planning and Governance Foundation

Team Wipro initiates implementation with a planning phase that establishes governance structures,
identifies subject-matter experts (SMEs), and evaluates readiness across environments, integrations, and
operational dependencies. Sandbox environments are provisioned for early configuration and design work,
and prerequisite assessments ensure that foundational technical elements are aligned with DHS
expectations before moving forward.

Discovery and Requirements Definition

During discovery, Wipro conducts detailed business workshops to document end-to-end service processes,
define agent personas, and identify required integration touchpoints with enterprise systems. This phase
establishes the operational KPIs, reporting needs, and critical workflows that guide the design and
configuration of the CRM. All insights gathered are reviewed with DHS stakeholders to establish a clear,
aligned baseline for the system design.

Design of the CRM Solution

The design phase focuses on refining the solution through mock workflows and show-and-tell sessions that
allow DHS stakeholders to visualize the future-state system. Wipro develops the data model, security
structure, integration architecture, and configuration strategy. Critical service processes and user experience
benchmarks are baselined during this stage, providing a clear and approved foundation for the build phase.

Build and Iterative Sprint Execution

'Wipro conducts system configuration and development through two-week Agile sprints that implement the
Minimum Viable Product (MVP) scope and prioritized user stories. Each sprint includes development,
configuration, integration work, and internal testing to validate functionality. Integrations with State
systems are developed using approved APIs, and pre-built connectors are used to establish connectivity
with the contact center platform. Regular sprint reviews and playback sessions ensure that DHS has

continuous visibility into progress and can validate functionality throughout the build.
Testing, Validation, and UAT

Following the build, Wipro conducts comprehensive testing to validate system stability, integration
performance, and workflow consistency. This includes unit testing, system integration testing, and
performance validation across all connected systems. DHS business users lead User Acceptance Testing
(UAT) to ensure the system aligns with operational needs and requirements established during discovery.

Issues identified during testing are logged, triaged, and resolved before advancing to cutover planning.
Training, Go-Live, and Public Rollout

Wipro employs a Train-the-Trainer model to ensure CSC and DHS staff are fully prepared for go-live.
SMEs receive in-depth training supported by persona-based documentation and user guides. A controlled
cutover process transitions the solution to production, followed by structured rollout support to assist
trainers and end-users. The public rollout occurs through enhanced customer-facing channels—voice, chat,
and email—that are fully integrated into the CRM, ensuring consistent intake, accurate case creation, and
EMClI-validated identity handling.
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Post-Go-Live Support and Stabilization

After deployment, Team Wipro provides dedicated post go-live support, including service request
management, incident handling, and prioritized response for high severity issues. Ongoing governance
ensures visibility into system performance, dependencies, and enhancement opportunities. This structured
support approach sustains system stability, maintains operational continuity, and supports continuous
improvement throughout the contract lifecycle.

High Level Implementation Timeline

The image below depicts Team Wipro’s high level implementation timeline.

High Level Timeline — Dynamics 365 Customer Service
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B. Describe your plan for capturing and validating all system requirements, conducting
appropriate test cases and User Acceptance Testing (UAT) to ensure requirements are
implemented as intended, and how you intend to maintain full requirements traceability
throughout the life of the contract.

Team Wipro follows a structured, DHS-aligned methodology for capturing and validating system
requirements, executing comprehensive test cycles, and maintaining full requirements traceability
throughout the life of the contract. Our approach ensures that every requirement is understood,
implemented as intended, and verifiably mapped from initial definition through production deployment.

Requirements Capture and Validation

5 points
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Team Wipro initiates the project with collaborative discovery sessions involving DHS program leadership,
CSC supervisors, operations staff, and technical teams. Through these workshops, we capture:

¢ Functional, non-functional, and integration requirements
o  Workflow definitions

e Data requirements and mapping

o Intake, escalation, and exception scenarios

e Acceptance criteria for each requirement

All requirements are documented in a Requirements Traceability Matrix (RTM) and mapped to RFP
objectives, State program goals, and expected operational outcomes. Each entry is assigned a unique
identifier and linked to design components, configuration elements, and testing artifacts. Requirements are
reviewed jointly with DHS and formally approved prior to build activities to ensure alignment and reduce
downstream rework.

Requirements-Driven Design and Configuration

Every requirement in the RTM is traced to corresponding design documentation, system configuration
items in Dynamics 365 Customer Service, and any CSC-specific capabilities such as virtual agent
workflows, agent-assist guidance, and supervisory dashboards. This ensures that the configuration aligns
directly with approved DHS requirements and that new or updated capabilities can be validated against the
same traceable sources of truth.

Testing Approach

Team Wipro uses a layered testing strategy to confirm that each requirement is implemented accurately and
performs as expected across CSC operations. The structured testing cycles include:

Unit Testing

Validation of individual components, configurations, workflows, and integrations prior to system testing.
System Integration Testing (SIT)

End-to-end testing across the full CSC ecosystem, including:

e The customer experience system

e Telephony and contact center platform
e Dynamics 365 case management

e EMCI identity validation

e ARIES and MMIS integration

e Escalation workflows and activity logging

SIT ensures that data flows, authentication patterns, synchronization, routing logic, and case handling
behaviors operate consistently across all systems.

AI-Enabled Workflow Validation
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Conversational flows, intent models, and automated assistance behaviors are validated independently to
ensure predictable performance, accurate routing, and correct escalation to human agents. This includes
testing for fallback scenarios, guided intake, and structured data capture.

Defect Management

IAll defects identified during any test cycle are logged, triaged, and prioritized. Retesting occurs only after
remediation is completed, with all defects and their resolutions mapped back to the associated requirement
in the RTM to maintain full transparency and traceability.

User Acceptance Testing (UAT)

Team Wipro supports a DHS-led UAT process to validate the system against real-world operational
workflows. Our UAT approach includes:

e UAT planning workshops and scenario development

e Environment readiness verification

e Hands-on validation of workflows, routing, escalations, and reporting
e Coordinated resolution of UAT feedback

e Verification that all requirements meet DHS operational needs
DHS approval of UAT exit criteria is required before the solution can progress to final deployment.
Lifecycle Requirements Traceability
Throughout the duration of the contract, Team Wipro maintains a continuously updated RTM that:

e Links each requirement to design, configuration, test cases, and deployment
e Captures change requests and maps them to updated functionality
e  Supports regression testing for all enhancements and releases

e Provides DHS with full visibility into requirement compliance at every stage

This ensures that the CSC System remains aligned with DHS objectives, regulatory obligations, and
evolving program needs without loss of traceability or accountability.

Conclusion

Through structured requirements acquisition, rigorous validation, comprehensive testing, and continuous
traceability, Team Wipro ensures that all CSC System requirements are implemented accurately and remain
aligned with DHS goals throughout the life of the contract. This disciplined approach provides predictable
delivery, transparency, and confidence in the performance and reliability of the CSC platform.

C. Describe how you will work with DHS during the initial project period to ensure roles, 5 points
responsibilities, and expectations are identified and documented. Explain how you will ensure both
CSC and DHS staff have access to the CRM solution. Describe your approach to collaborating
with DHS on necessary training.
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Establishing Governance, Roles, and Responsibilities

During the initial project period, Team Wipro works closely with DHS through a series of structured
kickoff sessions, governance meetings, and role definition workshops that set the foundation for a
successful CSC implementation. These sessions bring together DHS program leadership, CSC operational
staff, I'T representatives, and subject matter experts to align expectations and establish how the teams will
collaborate throughout the project. The output of this early alignment includes a jointly developed RACI
matrix, a clear governance operating model, and a role based responsibility framework. Each of these
artifacts is reviewed and approved by DHS to ensure a shared understanding of responsibilities, decision
authorities, communication pathways, and escalation procedures before configuration and development
activities begin.

Ensuring Secure and Appropriate Access to the CRM Platform

Team Wipro ensures that both CSC and DHS staff have appropriate, secure, and role-aligned access to the
CRM solution from the outset. Using Dynamics 365’s role-based security model, access is provisioned
according to job function, program area, and operational need. This approach ensures that CSC agents,
DHS caseworkers, supervisors, and administrators can view and manage the information required for their
duties, including case records, interaction histories, knowledge content, and reporting tools, while sensitive
functions remain restricted to authorized personnel. All access is auditable and governed by a documented
access management process created collaboratively with DHS, ensuring ongoing compliance with State
standards and program policies.

Collaborative Training with DHS for Effective Adoption

Team Wipro partners closely with DHS to develop and deliver a comprehensive training program that
supports adoption and operational readiness across CSC and DHS staff. Training is designed around role-
based learning paths that reflect real world CSC responsibilities and includes instruction on CRM
navigation, case management processes, channel handling, and workflow execution. The training program
emphasizes hands on learning through instructor led sessions, structured demonstrations, and scenario-
based exercises that mirror actual CSC service interactions. We complement this with practical job aids,
reference materials, and user-friendly documentation designed for long-term use. DHS staff also participate
in User Acceptance Testing, allowing them to build system familiarity early and reinforce training concepts

before go-live.
Supporting DHS Through Go-Live and Post Launch Adoption

Following go-live, Team Wipro provides continued support to ensure smooth adoption across CSC and
DHS teams. Real-time guidance features available within the CRM help accelerate staff proficiency and
promote consistent handling of customer interactions. Additionally, operational insights generated through
the platform enable DHS and Wipro to jointly identify targeted opportunities for refresher training or
supplemental coaching. This structured, collaborative approach ensures that staff remain confident and
capable using the shared CRM platform, and that training remains aligned with evolving operational needs
throughout the life of the contract.
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D. Explain how you will identify all requirements for CSC system components, and how you will
establish and maintain a process for managing CSC assets.

Comprehensive and Structured Requirements Identification

Team Wipro uses a disciplined and DHS aligned approach to identify, validate, and govern all
requirements associated with the CSC system. Our methodology begins with a structured discovery period
anchored in DHS’s program leadership and subject matter expertise. Throughout this phase, we facilitate
joint working sessions that engage CSC operations, DHS program areas, IT teams, compliance
representatives, and supervisory staff to ensure that the requirements reflect the operational realities and
policy obligations of the CSC environment.

Requirements identification is driven by three pillars: RFP traceability, role-based stakeholder engagement,
and current state/future state workflow analysis. First, every requirement in the RFP is decomposed and
mapped into a working requirements catalogue, ensuring nothing is overlooked. Next, role-based
workshops with CSC agents, DHS program policy teams, supervisors, and IT support staff allow us to elicit
functional needs, exception scenarios, reporting obligations, and workflow expectations directly from end
users. Finally, we conduct a detailed review of existing service processes to understand current constraints
and future improvement opportunities, aligning solution requirements with DHS’s operational goals for
customer experience, accuracy, and efficiency.

The collective output of this structured process results in a requirements set that spans all CSC system
components, including CRM workflows in Dynamics 365, customer engagement capabilities such as
virtual agent and agent assist guidance, telephony and contact center workflows, bidirectional integrations
with State enterprise systems, data retention and audit expectations, security and access models, reporting
and analytics, and operational performance measures. Each requirement is documented with a unique
identifier, business rationale, acceptance criteria, and related dependencies. All requirements are validated
jointly with DHS and baselined in a controlled repository that becomes the single authoritative source
throughout the life of the project.

Establishing a Lifecycle Requirements Governance Process

To maintain long term consistency, Team Wipro establishes a formal, iterative requirements governance
process. This process ensures that changes, clarifications, or enhancements introduced during future phases
or program updates are captured using the same disciplined approach as initial requirements. DHS reviews
and approves all requirement changes before they advance into design or development. This governance
model prevents scope drift, preserves program intent, and ensures traceability from requirement through
design, testing, deployment, and operations.

IA Requirements Traceability Matrix (RTM) is maintained continuously and connects each requirement to
its associated design component, configuration item, integration flow, test case, and deployment artifact.
This ongoing mapping ensures evaluators and program staff can verify how each requirement is fulfilled,
tested, and operationalized within the CSC solution. The RTM also supports impact assessments when
DHS requests changes, helping leadership understand downstream effects across workflows,

configurations, assets, and integrations.

5 points
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Establishing a Comprehensive CSC Asset Management Framework

In parallel with requirements identification, Team Wipro establishes a structured CSC Asset Management
process that governs all solution components across their entire lifecycle. We develop a DHS approved
CSC Asset Management Plan that defines how assets are inventoried, classified, tracked, versioned, and
monitored throughout the contract. This plan provides the same level of control and traceability that
largescale enterprise systems require, while remaining practical and maintainable for ongoing CSC

operations.
The asset inventory includes all components that contribute to CSC service delivery, such as:

e CRM configurations, forms, entities, and business rules

e Conversational assets supporting virtual agent workflows

e Agent assist guidance logic and operational prompts

e Routing rules, queues, and telephony interaction workflows

e Integration APIs and interface definitions

e Security roles, permission sets, and access governance artifacts
e Data retention policies and related automation

e Knowledge articles and SOPlinked resources

e Environments, licenses, and core infrastructure components

e System and training documentation

Each asset is recorded with clear ownership, version history, functional purpose, security classification, and
lifecycle status (e.g., active, enhanced, retired). Team Wipro develops dependency maps that identify how
assets relate to requirements and to other system components, ensuring that changes to one asset do not

unintentionally disrupt operations elsewhere.
Controlled Change Management and Asset Integrity

Changes to CSC assets are governed through a controlled change management process aligned with DHS
decision making structures. All proposed modifications, whether driven by new requirements, legislative
changes, operational feedback, or system optimization, are reviewed through structured impact analysis
that considers functional, technical, and integration implications. No asset is modified without completing

this analysis, obtaining DHS approval, and undergoing appropriate testing cycles.

Each asset revision is tracked in the centralized inventory. Version control ensures that DHS can always
verify what changed, why it changed, when it changed, and how it was tested. This approach provides full
transparency for DHS program oversight while maintaining the stability and predictability required for

mission critical CSC operations.

Team Wipro conducts regular asset review sessions with DHS to validate alignment with program
priorities, confirm compliance with agency guidelines, and ensure that assets remain operationally ready
and supportable. Proactive lifecycle planning, including end-of-life assessment, required updates, and
expected replacement timelines, reduces operational risk and ensures that the CSC environment remains

current, reliable, and well maintained throughout the contract.
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Conclusion

Through structured, DHS-guided discovery, disciplined requirements governance, and a comprehensive
asset management framework, Team Wipro ensures that the CSC system is built on a foundation of clarity,
accountability, and operational integrity. Our approach provides DHS with full visibility into how CSC
requirements are identified, validated, and implemented—and how every CSC asset is controlled and
maintained throughout its lifecycle—resulting in a secure, reliable, and scalable platform that supports

sustained service excellence.

E. Explain your approach to system staff training and ensuring staff preparedness in utilizing the
system's technological capabilities. This should encompass software, system knowledge, available
resources, and your plan for continuous training in the event of system updates.

Foundational, Role-Based Training for All CSC and DHS Staff

Team Wipro takes a structured, role-based approach to ensuring that CSC and DHS staff are fully prepared
to utilize the technological capabilities of the CRM and the broader CSC ecosystem. We recognize that
training must reflect the distinct responsibilities of CSC agents, supervisors, DHS case workers, and
administrators. For that reason, we design tailored learning paths that introduce each group to the
platform’s core functions—including Dynamics 365 CRM workflows, omnichannel interaction handling
within the contact center platform, and customer engagement capabilities such as guided workflows and
automated prompts. These sessions emphasize not only system navigation but also the business context
behind each task, reinforcing how the CRM supports accuracy, compliance, and timely service.

To ensure familiarity prior to go-live, each training track incorporates scenario-based exercises derived
from real CSC operations. Staff practice handling common customer situations, edge cases, and exception
scenarios so that they gain confidence using the system under realistic conditions. This approach builds
practical competency from the outset and reduces learning gaps during live operations.

Providing Comprehensive Learning Resources and Support Materials

To reinforce training and support on demand learning, Team Wipro provides a robust suite of educational
resources. Staff receive guided walkthroughs, job aids, quick reference materials, and role-specific standard
operating procedures (SOPs). Recorded training sessions are also available for self-paced review and for
onboarding new staff in the months after go-live. These materials are designed to be clear, accessible, and
aligned with the workflows defined jointly with DHS, ensuring that staff can reference accurate guidance
whenever needed.

Readiness is validated through a combination of knowledge checks, supervised nesting, and early
performance monitoring. Supervisors and trainers observe staff as they begin using the system in a
controlled environment, allowing them to provide timely feedback and reinforce best practices. This
measured ramp up ensures that CSC and DHS staff are equipped not just to operate the system, but to do so
confidently and consistently.

RealTime Reinforcement Through Intelligent Assistance

5 points
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Once the solution is in production, staff preparedness is strengthened through real time assistance
embedded directly within the CRM environment. Guidance prompts offer context aware suggestions and
recommended actions during live interactions, reducing reliance on memory and enabling staff to complete
tasks accurately and consistently. This capability acts as an extension of formal training by reinforcing
preferred service behaviors and providing agents with just-in-time support that shortens the learning curve.

In addition, conversational and operational insights help supervisors and program leaders identify recurring
errors, areas of hesitation, or steps where additional support may be needed. These insights allow Wipro
and DHS to jointly refine training approaches, update materials, and provide targeted coaching to address
specific knowledge gaps or operational trends.

Continuous Training and Staff Enablement Throughout the Contract

Team Wipro understands that the CSC system will evolve as DHS program needs change, new capabilities
are introduced, and workflows are optimized. To support this evolution, we deliver continuous training
aligned with each new release or enhancement. Prior to deployment, we host release briefings that highlight
updated features, changes in workflow behavior, and new compliance or documentation expectations. All
training materials, including job aids, SOPs, and recorded demonstrations, are updated in coordination with
DHS to ensure continued accuracy and relevance.

Focused retraining sessions are offered when new capabilities such as expanded automation, enhanced
workflows, or additional conversational experiences are introduced. These sessions ensure that staff remain
current with system capabilities and can take full advantage of enhancements as they become available.
Through this structured, ongoing enablement model, CSC and DHS staff remain confident, proficient, and
fully aligned to the technological roadmap of the CSC platform.

Conclusion

Through a disciplined combination of role-based foundational training, robust learning resources, real-time
operational reinforcement, and structured continuous enablement, Team Wipro ensures that CSC and DHS
staff are fully prepared to use the system’s technological capabilities effectively from day one and
throughout the life of the contract. Our approach supports sustained proficiency, operational consistency,

and long-term adaptability as the CSC system evolves.

F. Describe how you intend to maintain security of the solution and its
implementation relative to the services it provides. Describe the protections and safeguards that
clearly demonstrate how the DHS data will be reliably maintained and privacy objectives are met,
including Health Insurance Portability and Accountability Act (HIPAA) guidelines. Provide a
proposed System Security and Privacy Plan in accordance with the details

outlined in Section 2.3.3.3.5.
Defense in Depth Architecture Aligned With DHS, HIPAA, and ARCAMPE

Team Wipro maintains the security and privacy of the CSC System through a defense in depth architecture
aligned with DHS security policies, HIPAA and HITECH requirements, and the most current Federal

Acceptable Risk Controls for ACA, Medicaid, and Partner Entities (ARCAMPE). Security is embedded

5 points
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throughout the solution’s lifecycle and documented in a comprehensive System Security and Privacy Plan
(SSPP) that will be developed using the ARCAMPE template and maintained collaboratively with DHS.

This architecture spans all CSC system components—including the Dynamics 365 CRM, customer
engagement capabilities, telephony, and all State interfaces—to ensure a consistently governed security
posture. Data transmitted or stored within the system is encrypted using FIPS validated methods, and
authentication, MFA, and role-based authorization follow DHS approved identity and access management
standards. These mechanisms collectively ensure that access remains appropriate, controlled, and compliant
with privacy regulations.

Access Governance, Auditability, and Data Protection

The CSC System enforces strict role-based access controls (RBAC) to ensure that CSC agents, DHS staff,
supervisors, and administrators access only the information necessary for their responsibilities. User
actions, including authentication attempts, data access, configuration updates, and system assisted
activities, are logged to support auditability, anomaly detection, and compliance reporting.

Sensitive DHS program data is handled in accordance with formal data classification and privacy rules,
ensuring that protected health information (PHI) and personally identifiable information (PII) are processed
only within DHS approved boundaries. Customer engagement components operate exclusively within these
boundaries and are configured to prevent unauthorized disclosure, overcollection, or ungoverned retention

of sensitive information.
Safeguards for Automated and Assisted Workflows

|Automated and assisted interaction capabilities are configured with defined guardrails, escalation logic, and
confidence thresholds. These safeguards ensure that system generated prompts or recommendations operate
only within workflows approved by DHS and do not expose data beyond the user’s authorized scope. All
automated outputs remain fully logged to support transparency and DHS oversight.

Conversational and operational insight tools are similarly configured to respect privacy boundaries. As
appropriate, sensitive information is masked or constrained to ensure alignment with DHS policies

governing PHI/PII handling.
System Security and Privacy Plan (SSPP)

Team Wipro’s SSPP provides DHS with a complete view of the administrative, technical, and physical

safeguards protecting the CSC System. The plan addresses:

o confidentiality, integrity, and availability protections

e data sharing safeguards consistent with HIPAA and DHS policy
e user roles, permissions, and administrative functions

e encryption standards for data in transit and at rest

e vulnerability management and configuration monitoring

e incident response and breach notification procedures

e data retention, archival, and secure destruction

e continuous monitoring processes
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e business continuity and disaster recovery alignment

e compliance with SSAE18 SOC 2 Type 2 trust principles

The SSPP includes all artifacts required under Section 2.3.3.3.5 such as the Privacy Impact Assessment,
Rules of Behavior, Contingency Plan, Continuous Monitoring Plan, Risk Assessment Report, Security
|Assessment Plan, and System Inventory. The SSPP is reviewed with DHS regularly and updated at least
annually, and within six months of any new ARCAMPE release.

Penetration Testing, Continuous Monitoring, and Risk Management

In alignment with ARCAMPE and NIST SP 800115, penetration tests—internal and external—are
performed by an independent assessor procured in coordination with DHS. Findings feed into the Plan of
)Action & Milestones (POA&M), which is managed on a monthly cadence.

Throughout the contract, security posture is maintained through continuous monitoring, configuration
reviews, log analysis, and recurring access audits. When system updates, enhancements, or new functions
are introduced, impact assessments evaluate security and privacy implications, and all changes are tested
and approved prior to deployment.

This iterative model allows DHS and Wipro to jointly review emerging risks, assess audit results, and
refine safeguards to maintain alignment with State, federal, and CMS requirements.

Conclusion

Through a defense-in-depth architecture, strict access governance, robust privacy controls, comprehensive
auditability, and a fully compliant System Security and Privacy Plan aligned to ARC-AMPE and HIPAA,
Team Wipro ensures that DHS data is reliably protected and that privacy obligations are met throughout the
life of the contract. Our approach provides DHS with a resilient, transparent, and policy-aligned framework
that safeguards sensitive program and health information while supporting the mission of the Customer

Service Center.

G. Describe how DHS acceptance and system deployment will be achieved, in the proposed
timeframe, including final testing and post-production verification, and validation that all

compliance criteria have been met.

Team Wipro’s deployment approach begins with the development of all required planning deliverables,
including the Requirements Validation Document (RVD), Requirements Traceability Matrix (RTM),
System Implementation Plan, Test Management Plan, System Security & Privacy Plan, and Operational
Readiness Checklist. Each deliverable is submitted to DHS for formal approval in accordance with Section
2.3.3 deliverables.

These documents collectively define:

o The full scope of system capability
e Mapped requirements and acceptance criteria

e Testable outcomes and conditions for DHS approval

e Required CMS compliance documentation

5 points
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e The orderly transition from DDI to production

Once approved, these form the baseline against which DHS evaluates readiness, performance, security, and

compliance.
Multi-Layered Testing to Ensure Defect-Free Implementation

Team Wipro executes all required testing phases as defined in the RFP’s Test Management Plan, ensuring
that every element of the Dynamics CRM, CCAI, IVR, omnichannel components, and interfaces meet DHS
standards.

System Integration Testing (SIT)

'We validate:

o CRM workflows

e IVR and virtual agent call flows

e Telephony integrations

e APl interactions with EMCI, ARIES, Core MMIS

o Identity, case note writeback, and eligibility context
IAIl SIT results are traceable to the RTM and RVD.

UAT Entrance Criteria

IAs required, UAT begins only after:

e All Contractor testing is complete
e All critical defects are resolved
e Remaining defects have DHS-approved workarounds

e Environments and data have passed readiness checks (as mandated in 2.3.3.4.5)

DHS-Led User Acceptance Testing (UAT)

DHS conducts UAT with Team Wipro support. UAT ensures that the system “works for the user”—not
only technically correct but operationally usable. DHS validates:

e End-to-end customer interaction flows

e (Case assignment between CSC and DHS

e Process compliance for SNAP, Medicaid, ARHOME, TEA, and other program areas
e Multilingual service (English, Spanish, Marshallese)

Final End-to-End UAT

Per the RFP, Team Wipro supports DHS through a minimum 40-business-day end-to-end UAT cycle
validating all major functions, integrations, and data flows.

Disaster Recovery/Business Continuity Testing
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At least 10 days prior to go-live, Team Wipro executes DR/BC testing and submits the DR/BC Test Results
Report demonstrating ability to restore the system, meet RTO/RPO, and preserve data integrity.

Only after successful completion of all testing gates does the system qualify for DHS acceptance.
Structured Deployment & Cutover with DHS Approval

Team Wipro uses a disciplined, gated deployment model defined in the DHS-approved System
Implementation Plan. Deployment includes:

e Pre-production migration
e Configuration freeze and DHS approval
¢ Go/no-go checkpoint based on system stability, open defects, and readiness criteria

e Cutover support team (“war room”) active through early stabilization

The plan includes step-by-step rollout, release sequencing, and dedicated checkpoints, consistent with
section 2.3.3.3.2.

Post-Production Verification & Stabilization

Following deployment, Team Wipro performs structured post-go-live validation to ensure the system is
operating as intended and meeting all RFP compliance requirements:

Verification Period (Initial Stabilization)

Our “war room” remains active to:

e Validate omnichannel routing performance

e Confirm case note writeback into ARIES and Core MMIS

e  Monitor call volumes, answer rates, [VR performance

e Validate CCAI summarization, routing and transcript accuracy
e Ensure that 1,200 DHS users can securely access the CRM

Compliance Validation

Team Wipro validates compliance across:

e HIPAA/HITECH requirements

e NIST- and ARC-AMPE-aligned security controls
e State-mandated accessibility requirements

e U.S.-only hosting requirements

e Multilingual service obligations, including the Marshallese interpreter requirement
IAll results are recorded in the System Security & Privacy Plan, as required annually and during updates.

Performance & Defect Monitoring

IA continuous monitoring process ensures that:
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e No defect remains open longer than allowed under Section 2.3.3.7.2

e Critical and high-severity issues are resolved immediately

e System performance standards in Attachment C are met or exceeded (e.g., speed to answer,
abandonment rates, case update accuracy)

Achieving Full DHS System Acceptance
DHS provides system acceptance upon validation that:

e All requirements in the RVD, RTM, and testing artifacts have been met

e All required integrations are functioning

o All mandatory deliverables have DHS approval

e Performance and stability thresholds are met

e All security and privacy safeguards (ARC-AMPE, HIPAA) have been validated

e The system is ready for CMS certification preparation activities

Per Section 2.3.3.4.8, acceptance occurs after the system is stable in production and Team Wipro
transitions to full M&O.

CMS Certification Alignment
Throughout deployment and stabilization, Team Wipro prepares DHS for CMS certification by:

e Producing required documentation and evidence
e Ensuring all MITA and certification deliverables are mapped and ready

e Supporting demonstrations, reviews, and evidence collection

This fulfills Section 2.3.3.6, which mandates CMS certification readiness and ongoing compliance.
Summary

Team Wipro’s deployment methodology ensures:

e Complete transparency and DHS control through formal deliverable approvals

e Rigorous, multi-stage testing tied directly to RFP-defined acceptance criteria

e Secure, stable, compliant go-live backed by DR/BC, security validation, and load testing
e Post-production verification ensuring accuracy, performance, and compliance

e (CMS-aligned documentation supporting enhanced funding requirements

This approach guarantees a smooth, timely deployment of the CSC System that meets every DHS, State,
and Federal requirement.

H. Provide an overall strategy for operational readiness based upon previous experience with 5 points
similar projects. Include a detailed list of roles, responsibilities, activities, and a successful Go-
Live cutover strategy, including organizational change management, communications, training,
and on-site support.
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Establishing a Comprehensive Framework for Readiness

Team Wipro’s operational readiness strategy is grounded in delivery patterns refined across similar
large-scale contact center and CRM transformations. Our approach applies a structured People—Process—
Technology—Data readiness model that ensures CSC operations, DHS stakeholders, and supporting systems
are fully aligned prior to activation. Early in the pre—go-live period, we collaborate with DHS to define
clear roles and responsibilities across CSC agents, supervisors, DHS business units, IT support teams,
security, and executive sponsors. These expectations are formalized through a jointly developed RACI and
an operational runbook that outlines decision-making pathways, escalation procedures, and communication
flow across all readiness phases.

Coordinating Roles, Activities, and Pre-Go-Live Preparation

Operational readiness involves a coordinated effort across multiple layers of the CSC ecosystem. Activities
during this period typically include confirming staffing assignments, provisioning user access, validating
customer-engagement workflows, and completing end-to-end scenario rehearsals to ensure that the CRM,
telephony, knowledge assets, and State systems operate cohesively. These rehearsals help refine routing,
escalation, and exception-handling pathways while ensuring interoperability across EMCI, ARIES, Core,
and other integrated components. Parallel activities focus on validating data flows, establishing monitoring
dashboards, and ensuring reporting and analytics are prepared to support both day-one operations and
supervisory oversight.

Cutover Strategy Anchored in Governance and Predictability

A successful go-live requires a disciplined and phased cutover plan that minimizes operational risk while
maintaining continuity of service. Team Wipro supports DHS through structured production-readiness
reviews, clear entry and exit criteria, and a managed freeze period to ensure system stability. The cutover
process is executed in alignment with the jointly developed operational runbook, providing a clear timeline
of activities, checkpoints, communication sequences, and pre-defined decision gates. This methodical
approach ensures that systems, users, configurations, and support teams are prepared before the transition
occurs, allowing DHS to activate the CSC with confidence.

Embedding Organizational Change Management and Communications

Organizational change management is woven throughout the readiness lifecycle. We work closely with
DHS leadership and program teams to facilitate stakeholder engagement, communicate upcoming changes,
and reinforce understanding of new responsibilities and workflows. Targeted communications help prepare
staff for the transition by explaining what will change, why it is changing, and how day-one operations will
be supported. Readiness briefings ensure that CSC and DHS teams have visibility into cutover timing,
contingency measures, and support structures, supporting a smoother transition and reducing uncertainty
among staff.

Training, Nesting, and Early-Stage Performance Stability

Training is completed prior to go-live through role-based, hands-on instruction tailored to the needs of CSC
agents, supervisors, DHS program personnel, and administrative users. Staff receive guided practice using
real-world scenarios, supplemented with job aids, reference guides, and recorded modules that can be used

for reinforcement and onboarding. After initial training, supervised nesting allows staff to apply newly
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learned skills in a controlled environment, with support from trainers and supervisors to ensure consistent
performance. During early operations, real-time agent assistance helps stabilize workflow execution and
supports accurate handling of interactions, reducing the cognitive load on new users and promoting
uniform service quality across channels.

Providing On-Site and Virtual Hypercare for a Smooth Transition

At go-live, Team Wipro establishes an on-site and/or virtual hyper care model, depending on DHS
preferences and operational needs. Dedicated functional and technical leads monitor live interactions, assist
CSC and DHS staff, and coordinate rapid triage and resolution of emerging issues. This hands-on support
structure enables DHS to maintain service continuity while early usage patterns are observed and
fine-tuned. Operational insights—such as those surfaced through interaction analytics—help identify
emerging risks, workflow friction points, or training reinforcement needs. These insights enable early
corrective action and support a stable transition into steady-state operations with minimal disruption.

Conclusion

Through structured readiness planning, disciplined governance, clear role alignment, targeted change
management, comprehensive training, and strong hyper care support, Team Wipro ensures DHS is fully
prepared for a successful CSC go-live. Our approach reflects both our prior experience and a deep
understanding of the operational complexities involved in deploying a shared CRM and contact center
environment. This framework positions DHS for a smooth transition, confident execution on day one, and
sustained operational stability as the CSC evolves.

L Describe your experience with leading and achieving Federal Certification using the
Centers for Medicare & Medicaid Services (CMS) outcomes-based approach.

Team Wipro brings more than 38 years of Medicaid program experience, including long-term support to
the State of Missouri as Fiscal Agent, where we have operated in environments governed by Federal and
State regulations, CMS oversight, HIPAA, FISMA-aligned security controls, and modular Medicaid
systems requirements. Over this period, Team Wipro has continuously delivered high-volume,
compliance-driven customer service, claims processing, systems support, and program operations for State
and Federal agencies across Medicaid, CHIP, SNAP, TANF/TEA, DSNAP, and related human services
programs. Our work has required ongoing collaboration with CMS, adherence to enhanced funding
conditions, and alignment to emerging CMS guidance related to modularity and outcomes-based oversight.

Team Wipro has designed, implemented, transitioned, and managed large-scale Customer Service Centers
that integrate with State eligibility systems, MMIS platforms, and State data hubs. These engagements have
included support for eligibility lookups, case status, document intake, outbound verification, provider
interactions, and regulatory reporting, all under stringent privacy, security, and audit requirements
consistent with CMS expectations.

Experienced Personnel with Direct CMS Certification Expertise

5 points
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IAlthough CMS determines certification scope on a State-by-State basis, Team Wipro’s delivery model is
strengthened by staff who have direct experience supporting states through CMS outcomes-based
certification reviews in prior roles. These personnel have:

e Prepared certification artifacts including Requirements Traceability Matrices mapped to CMS
outcomes, system design documentation, testing evidence (SIT/UAT), and operational readiness
materials.

e Supported states during CMS demonstration sessions, artifact walkthroughs, and Q&A related to
eligibility systems, contact centers, MMIS components, and modular integrations.

e Assisted in remediation planning, ensuring systems met CMS expectations for modularity,
interoperability, data quality, and performance outcomes.

e  Worked with State teams to align solution design and operations to CMS’s outcomes-based,
MITA-aligned, modular certification framework.

This expertise ensures that the Arkansas CSC System will be developed, tested, documented, and operated
in a manner designed to support DHS should CMS determine that certification is required.

A Certification-Aligned Delivery Methodology

Team Wipro’s implementation approach, rooted in decades of Medicaid experience, follows a structure that
naturally aligns to CMS certification expectations:

o Traceability: All requirements, test cases, and outcomes are mapped through the RTM, supporting
evidence-based certification alignment.

o Documentation Rigor: Our RVD, design artifacts, test results, security documentation, and
operational reports are prepared to certification standards.

o Testing Depth: Our multi-stage testing framework (SIT — UAT — End-to-End UAT —
production validation) produces the evidence CMS requires for outcome demonstrations.

e Security & Privacy Compliance: Wipro operates under NIST-aligned ARC-AMPE controls,
HIPAA/HITECH, and State cybersecurity standards—key components in CMS certification
reviews.

e Operational Performance: Our long-standing Medicaid operations experience ensures we deliver
the SLAs, KPIs, and performance evidence needed for CMS review of system outcomes.

Positioning DHS for Certification Success

While the specific boundaries and certification requirements for the CSC will depend on DHS direction and

CMS guidance, Team Wipro will fully support DHS through:

e Preparation of certification-ready documentation and evidence
e Participation in CMS briefings, demonstrations, and artifact reviews
e Continuous compliance validation across system security, performance, and modularity

e Rapid remediation of any findings CMS or DHS identifies

Summary
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Team Wipro combines nearly four decades of Medicaid operational excellence with personnel who have
firsthand CMS certification experience and a delivery approach explicitly designed to meet modular,
outcomes-based expectations. This positions DHS to confidently navigate any CMS certification activities
associated with the CSC System, supported by mature processes, experienced staff, and a deep
understanding of Federal Medicaid oversight.

E.7 CSC System Maintenance and Operations 30

A. Describe your approach to operating and maintaining the CSC system. This should include 5 points
your experience with M&O, as well as your process for regular self-assessments. Please highlight
any comparable duties performed for similar clients.

Overview of Team Wipro’s M&O Philosophy

Team Wipro’s approach to operating and maintaining the Arkansas Customer Service Center (CSC) system
is anchored in our modern, cloud-native, Al-enabled architecture and supported by our nearly four decades
of continuous delivery for State of Missouri Medicaid IT systems. This long-standing experience
supporting a neighboring Medicaid enterprise gives us deep understanding of the operational rigor,
regulatory alignment, and reliability required for mission-critical health and human services platforms.

Our M&O philosophy centers on three core principles:
1. Operational Excellence

Ensuring the CSC platform—spanning Dynamics 365 Customer Service, Google Cloud CCAI,
omnichannel telephony/IVR, and all integrations—is resilient, secure, and continuously available to
support Arkansas Medicaid members, providers, and DHS staff.

2. Proactive Management
Identifying and resolving issues before they impact operations using:

e Automation
e Real-time monitoring
e Predictive scaling

e Continuous improvement practices
3. Compliance & Accountability

\Adhering to CMS guidelines, MITA principles, Arkansas security standards, and industry frameworks such
as ITIL 4, CMMI-SVC, and HIPAA/HITECH.

This disciplined M&O foundation ensures the Arkansas CSC remains stable, high-performing,
multilingual, and adaptive as the State’s needs evolve.

Team Wipro’s Comprehensive Approach to System Operations
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24x7x365 Operations Management

Team Wipro provides full lifecycle support for all CSC system environments (production, test, staging,
training, and DR) ensuring:

e 24/7 monitoring across CRM, IVR, telephony, Al, APIs, and data pipelines
e Real-time dashboards (Power BI + platform-native telemetry)

e Automated alerts, intelligent incident routing, and structured triage

e SLA-driven response and resolution based on criticality

e Transparent reporting to DHS leadership on performance, stability, and experience metrics
Our operational model is built on ITIL-aligned service management, including:

e Incident Management

e Problem Management

e Change Management

e Configuration Management

e Knowledge Management
Preventive and Corrective Maintenance

Preventive Maintenance

To maintain system reliability, Team Wipro conducts recurring preventive activities:

o Platform health checks across Dynamics, CCAI, IVR, APIs, and data flows
e Telemetry and threshold tuning to prevent performance degradation

e Database/index optimization (where applicable within platform services)

e Patch, security update, and release wave assessments

e Log analysis across CRM, Al and telephony layers

e Capacity forecasting aligned with renewal seasons and predictable volume cycles
These actions minimize unplanned downtime and preserve system performance.

Corrective Maintenance
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Issue detection (Monitoring tools,
agent reports, automated alarms)
For issues that arise,

e Rapid isolation and triage
Team Wipro applies a

Immediate workaround to stabilize Root Cause Analysis
operations (RCA) driven corrective

model
e Permanent fix deployment

RCA documentation and
@ implementation of

prevention steps

This ensures reduced recurrence, faster recovery

time, and sustained platform stability.

For issues that arise, Team Wipro applies a Root Cause Analysis (RCA) driven corrective model:

Issue detection (monitoring tools, agent reports, automated alarms)
Rapid isolation and triage

Immediate workaround to stabilize operations

Permanent fix deployment

RCA documentation and implementation of prevention steps

Al e

This ensures reduced recurrence, faster recovery times, and sustained platform stability.
Self-Assessment and Continuous Improvement
Team Wipro incorporates structured self-assessments to ensure continuous alignment with DHS goals.

Monthly Operational Self-Assessments

'We evaluate:

e SLA compliance

e Incident and ticket trends

e Change success rates

e Interaction experience metrics (AHT, FCR, IVR/VA containment, abandonment, digital channel
performance)

e Al performance indicators (intent accuracy, containment drift, agent assist effectiveness)

Quarterly M&O Maturity Assessments

Using ITIL and MITA-aligned frameworks, we assess:

e  Operational process maturity

e Automation and simplification opportunities
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e Integration reliability
e Defect density and resolution performance

e Accessibility performance (via axe, Lighthouse, JAWS)

Annual Comprehensive System Audit

Each year, we conduct a full system audit covering:

e Security / vulnerability assessments
e DR/COOP exercises
e Architectural review against DHS modernization goals

e (CMS Seven Standards & Conditions compliance validation

All assessment results feed into a jointly managed Continuous Improvement Plan (CIP) with measurable
commitments.

Experience in Comparable M&O Environments

Team Wipro brings extensive experience from decades of supporting State Medicaid and Health & Human
Services environments, including:

State Medicaid Platforms

e Full M&O for large, multi-channel Customer Service Centers

e Telephony, IVR, CRM, and eligibility system operations

e Integration with modular MES ecosystems (eligibility, MMIS, identity, provider systems)
e Support for millions of annual interactions across voice, chat, SMS, and email

e Deployment and optimization of virtual agents and agent assist technologies
Health & Human Services Programs

e Maintaining mission-critical SNAP, TANF, and CHIP systems
e Large-scale cloud M&O services with strict compliance requirements
e Coordinating with multi-vendor modular system integrators

e High availability operations for public assistance platforms
Long-Term Regional Medicaid Experience

Team Wipro has nearly forty years of continuous delivery supporting the State of Missouri’s Medicaid IT
systems, giving us unmatched experience operating complex, regulated, high-volume Medicaid
environments in the region. This uniquely positions Team Wipro to bring proven Medicaid operational
maturity to the State of Arkansas.

Performance Across Programs
Team Wipro consistently delivers:

e 99.9%+ system availability

e Priority 1 response within minutes and resolution within established SLAs
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e Predictable release cycles with minimal user disruption

e Continuous improvement roadmaps with measurable business impact

These capabilities directly align with Arkansas’s expectations for stability, performance, and modernization|
in the CSC.

Benefits to the State of Arkansas
Team Wipro’s M&O approach delivers clear, measurable value:

e High reliability with minimal downtime, powered by cloud-native architecture and predictive
operations

e Full transparency through real-time dashboards and operational reporting

e Superior member and provider experience via faster response times, intelligent routing, and Al-
augmented interactions

e Reduced operational risk through proactive monitoring, security hardening, and preventive
maintenance

e Consistent modernization through structured self-assessments, quarterly maturity reviews, and a
continuous improvement plan

B. Please identify your process flow for implementing system updates in collaboration with DHS,
including testing, interfacing with relevant State software, training, and technical support for
users.

Team Wipro follows a disciplined, transparent, and collaborative approach for implementing system
updates across the Arkansas Customer Service Center (CSC) platform. Because the CSC integrates
Microsoft Dynamics 365 Customer Service, Google Cloud CCAI/IVR, a carrier-agnostic telephony layer,
and a robust API fabric connected to EMCI, ARIES, Core MMIS, and community resource systems, our
update process is designed to protect system stability while enabling continuous modernization.

5 points
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This approach reflects Team Wipro’s nearly four decades of experience supporting the State of Missouri’s
Medicaid IT systems, applying lessons learned from operating complex, high-availability Medicaid

environments in the region.

Below is a narrative description of how Intake & Prioritization

Team Wipro and DHS move through these

eleven stages together. Change Definition & Planning

1. Intake & Prioritization Design & Configuration

System updates originate from many S Gl STl

sources: DHS policy updates, CSC Testing

operational observations, feedback from

State users, evolving federal guidance, UAT & Sign-off

Dynamics 365 wave releases, CCAI version .. L.
. o Training & Communication
changes, IVR script updates, accessibility

improvements, and routine security patches. Release Readiness & CAB

IAll change requests (CRs) are logged, Deployment

assessed for business value, and reviewed in

joint backlog grooming sessions with the Hypercare

DHS Product Owner. Team Wipro’s Release PIR/& GontinudLs Improvement

Manager coordinates dependencies, scope
alignment, and schedules the update into an
appropriate release train—monthly, quarterly, or hotfix.

This step ensures that every change moves forward with shared ownership and clear business rationale.
2. Change Definition & Planning

Once prioritized, Team Wipro works with DHS to refine user stories, success criteria, and non-functional
requirements (performance, privacy, accessibility). We document the expected impact on all components—
including EMCI identity alignment, ARIES case note write-back, Core MMIS data views, telephony
routing, IVR flows, Dialogflow CX models, and digital channel rendering.

A detailed environment plan charts the progression of the update across Dev — SIT — UAT — Pre-Prod

— Prod. We also define rollback strategies, such as IVR fallback menus or feature-flag disablement.

IArtifacts produced include the Solution Outline, Test Strategy, Interface Impact Matrix, Rollback Plan, and
Release Schedule.

3. Design & Configuration
Team Wipro applies a configuration-first, COTS-aligned approach:

e Dynamics 365 Customer Service updates include form changes, workflows, queues, routing rules,

and security role adjustments.
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CCAI and IVR updates involve new Dialogflow CX intents, agent assist prompts, routing rules,
and multilingual script updates—including English, Spanish, and Marshallese translations
produced through the DHS-approved Arkansas-based interpreter.

Telephony configurations include skill adjustments, monitoring permissions, recording settings,
queue tuning, and callback logic.

Integration enhancements follow secure API standards, including adjustments to contracts,
transformations, and error-handling for EMCI, ARIES, Core MMIS, and community resource
platforms.

Security design includes RBAC changes, audit logging, zero-trust considerations, and encryption
reviews.

The output of this stage is a detailed design package and updated scripts, specifications, and security notes.

4. Build & Integration

call tracing) is configured for observability.
5. Testing (Multi-Layer)
'We conduct rigorous, layered testing to ensure quality and stability:

o  Unit tests validate CRM flows, IVR menus, routing, Al intents, and API transformations.
e System and Integration Testing (SIT) verifies full end-to-end scenarios across CRM —
EMCI/ARIES/MMIS — telephony/IVR/CCAL

Team Wipro constructs the update using configuration-as-code practices where feasible, storing CRM
solution files, IVR flows, Dialogflow CX exports, and API definitions in version-controlled repositories.

Integrations are validated against upstream and downstream systems to ensure that identity coherence
(EMCI), eligibility context (ARIES), and benefit data (MMIS) continue to function without regressions.
|Automated pipelines run smoke tests with each deployment, and telemetry (Azure Monitor, App Insights,

Regression testing is performed using Tricentis Tosca automation for core flows and targeted
manual tests for high-risk areas.

Performance testing (LoadRunner) confirms scalability under peak call volumes, callback queues,
and CRM concurrency.

Security testing (SonarQube/Fortify) ensures no vulnerabilities or access control regressions.
Accessibility testing uses axe, Lighthouse, and JAWS to validate WCAG 2.1 AA compliance.

Reporting validation ensures Power BI dashboards, extracts, and lineage paths remain accurate.

Exit criteria require DHS readiness approval, all critical defects resolved, and performance/security
benchmarks met.

6. UAT & State Sign-off

provides final sign-off once all acceptance criteria are met.

Team Wipro supports DHS during UAT by preparing test data, assisting test users, triaging issues, and
providing rapid fixes. UAT includes multilingual cases for Spanish and Marshallese when applicable. DHS
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7. Training & Communications
Before each release, Team Wipro delivers targeted, role-specific training:

e (CSC agents and DHS staff: changes in Dynamics 365, new IVR/VA flows, Agent Assist
prompts.
e Supervisors and QA: reporting updates, quality review changes, monitoring dashboards.

e IT/Ops teams: updated runbooks, telemetry dashboards, troubleshooting procedures.

Training materials—including job aids, videos, and knowledge articles—are updated in English, Spanish,
and Marshallese, reviewed with DHS, and disseminated ahead of the release. Clear release notes and
impact summaries keep all stakeholders informed.

8. Release Readiness & CAB Review

Team Wipro conducts a readiness check confirming environments, backups, monitoring thresholds, and
staffing for deployment and hyper care. The Change Advisory Board (CAB) reviews the risks, rollback
plan, and schedule. Code/config freezes are enforced, and emergency change pathways are reconfirmed.

9. Deployment
Deployment is executed using a safe, observable approach:

e Dynamics 365: Managed solution deployment with structured validation.

e CCAI/IVR: Staged rollout using Blue/Green or Canary patterns, with real-time metrics for
containment and transfer rates.

e Telephony: Queue/switch changes during off-peak windows, with immediate rollback capability.

o APIs: Backward-compatible releases with feature flags and progressive enablement.

Team Wipro and DHS staff a joint war room during cutover with real-time dashboards and direct

communication channels.
10. Hypercare

For 2—4 weeks after deployment, Team Wipro increases staffing to support rapid issue resolution. Daily
stand-ups with DHS review KPIs such as AHT, FCR, IVR/VA containment, abandonment, queue SLAs,
error rates, and Al summarization accuracy. Any emerging issues are quickly triaged and resolved, with

hotfix channels available if needed.
11. Post-Implementation Review & Continuous Improvement
A fter stabilization, Team Wipro conducts a detailed Post-Implementation Review (PIR) assessing:

e Achievement of success metrics
e Change success rate

e RCA for any incidents

e user feedback

e opportunities for future enhancement
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Lessons learned are incorporated into updated runbooks, monitoring thresholds, training materials, and the
continuous improvement backlog.

Integration with State Systems Throughout the Process

IAcross testing, UAT, deployment, and PIR, Team Wipro ensures seamless operation and no regression

ACTrOSS:

e EMCI (identity coherence, RBAC checks)

e ARIES (case note write-back, outstanding request alerts, performance under renewal loads)
e Core MMIS (benefit/program context and latency SLAs)

o Community resource platforms (search and referral flows)

e State-approved ITSM/CMDB (change, asset, and incident tracking)

Training & Technical Support Model (Ongoing)
Beyond project-based updates, Team Wipro provides:

e Pre-release enablement for impacted users

e Quarterly refresher training

e Microlearning modules for new capabilities

e 24x7 technical support, with ITIL-based Tier 1-3 escalation

o Knowledge-Centered Service (KCS) updates in Dynamics

e Ongoing multilingual support with scripts and user-facing assets maintained in English, Spanish,
and Marshallese through the DHS-approved interpreter

SLLA targets include P1 acknowledgement in 15 minutes, restoration within one hour (best effort), change
success rate above 98%, and availability above 99.9%.

'Why This Approach Works for Arkansas

Team Wipro’s update process is built specifically for the State’s CSC platform—Dynamics 365 CRM,
Google CCAL, carrier-agnostic telephony/IVR, and API integrations to EMCI, ARIES, and Core MMIS.

It minimizes risk through staged rollouts, real-time observability, feature flags, robust testing, and clearly
defined rollback paths.

It also improves operational outcomes by using Al-assisted routing, intent refinement, and automated

summaries while protecting accessibility, multilingual requirements, and compliance obligations.

Finally, it reflects Team Wipro’s nearly four decades of continuous Medicaid IT support to the State of
Missouri, bringing proven, regionally relevant M&O discipline to Arkansas.

C. Provide samples of your standard operating procedure (SOP) for issue/defect identification, 5 points
triage workflows, tracking, and client notifications.
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In operating complex Medicaid Customer Service Center environments, Team Wipro relies on a disciplined
and repeatable set of Standard Operating Procedures (SOPs) to ensure that issues are identified quickly,
triaged correctly, communicated transparently, and resolved reliably.

For the State of Arkansas, our SOPs extend across the full CSC ecosystem, including Microsoft Dynamics
365 Customer Service, Google Cloud CCAI/IVR, telephony platforms, and the API integrations connecting
the CSC to EMCI, ARIES, Core MMIS, and community resource systems. Each SOP is structured to
ensure that DHS receives timely notifications, clear status updates, and documented outcomes, while our
technical teams follow consistent workflows that preserve stability and prevent recurrence.

Below are representative SOP samples adapted specifically for the Arkansas CSC environment. These can
be further customized to align with DHS terminology, service windows, and toolsets.

Issue & Defect Identification

Team Wipro uses a unified and consistent approach to identifying issues across the Arkansas CSC
platform. Issues may originate from CSC agents, supervisors, DHS users, automated alerts from Dynamics
365, telephony/IVR platforms, CCAI monitoring, or API failures involving EMCI, ARIES, or Core MMIS.

All issues are logged into the State-approved ITSM system, ensuring a single point of intake and complete
traceability. Each submission is reviewed for accuracy, supported with relevant telemetry (such as IVR
logs, API response codes, or CRM traces), and evaluated for initial business impact. This disciplined
identification process improves clarity, reduces delays, and ensures that the correct technical teams can
begin analysis immediately.

SOP Sample: Issue & Defect Identification (Team Wipro)

1. Detection
o Trigger: User reports (CSC agents, supervisors, DHS), monitoring alerts, [VR/CCAI
anomalies, telephony routing errors, API/EMCI/ARIES/MMIS failures.
o Systems: Dynamics 365 telemetry, IVR call logs, CCAI transcripts, API gateway
monitoring.
2. Log Issue in ITSM
o Action: Create Incident/Defect record in State-approved ITSM.
o Details captured: Component, environment, time, severity indicators, business impact,
reporter info.
3. Initial Validation
o Validate description and completeness.
o Attach available evidence (API codes, CRM traces, intent logs, IVR audio).
o Confirm whether the issue is new, recurring, or associated with an existing ticket.
4. Set Provisional Severity
0 Assess initial impact to members, providers, CSC operations, DHS staff.
o Assign preliminary P1-P4 classification before triage.
5. Route to Tier 1

o Pass validated ticket to Tier 1 service desk for triage and prioritization.

Wipro Technical Proposal 87



Triage & Prioritization Workflow

After intake, each issue follows a structured triage workflow designed to balance urgency, impact, and
operational risk. Tier 1 verifies reproducibility, checks for known workarounds, and determines whether
quick resolution is possible.

Items requiring deeper diagnosis are escalated to Tier 2 or Tier 3 specialists aligned to functional domains
such as CRM, IVR/virtual agents, telephony, or integrations. Issues are assigned a severity level (P1-P4)
based on how the disruption affects beneficiaries, providers, and DHS users. Critical issues—such as
statewide call routing problems or inability to access Dynamics—trigger immediate escalation and
coordinated engagement with DHS. Moderate and low-impact issues follow the standard release process.

Triage Workflow (Team Wipro + DHS)

1. Categorize (Tier 1)
o Classify {CRM | IVR/VA | Telephony | Integration | Reporting | Security}.
o Confirm reproducibility; check Known Errors; apply quick fix if available.
2. Prioritize
o Assign severity (P1-P4) based on business impact.
o Criteria: Scope, user count, system availability, member/provider disruption.
3. Assign & Acknowledge (Tier 2/3)
o Route to domain specialist queue.
o Acknowledge within SLA; activate bridge for P1/P2 issues.
4. Technical Diagnosis
o Review telemetry: App Insights, CCAI logs, telephony routing metrics, API payloads.
o Reproduce safely in lower environments.
o Ifrecurring — open linked Problem record.
5. Decision Path
o Workaround available — restore stability and proceed to fix/testing.

o No workaround — escalate as Emergency Change if required.
Issue Tracking & Lifecycle Management

IAll issues progress through defined lifecycle states, providing DHS with transparent visibility from
creation to closure. States such as “In Analysis,” “Awaiting Fix,” “In QA,” and “Ready for UAT” make the
status and expected timelines clear.

Issues that indicate broader patterns are associated with a Problem record to ensure long-term corrective
actions accompany temporary fixes. When a change is required, the issue is tied to a Change record so that
deployment follows the appropriate channel—emergency, hotfix, or scheduled release. DHS receives
dashboards summarizing backlog volume, SLA performance, and trends across CSC components.

Issue Tracking & Lifecycle Management (Team Wipro + DHS)

1. Lifecycle Progression
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o States used: New — In Analysis — Awaiting Fix — In QA — Ready for UAT — CAB
Approved — Scheduled for Release — Resolved — Closed.
2. Documentation
o Maintain completeness: root cause notes, mitigation steps, testing evidence, version info.
o Link to Problem or Change records when applicable.
3. Monitoring & Dashboards
o Metrics tracked: MTTA, MTTR, SLA adherence, backlog aging, severity distribution.
o Viewable by DHS through ITSM dashboards and Power BI.
4. Coordination Points
o DHS notified during state transitions requiring validation (e.g., UAT, CAB).
o Team Wipro maintains update notes for transparency.
5. Closure
o DHS validation for P1/P2 and major-impact P3 issues.

o Ensure KB updates and RCA alignment before closure.
Client Notifications & Communications

Team Wipro maintains structured communication protocols to keep DHS fully informed throughout issue
resolution. For high-severity incidents (P1/P2), DHS is notified immediately via agreed-upon channels.
\Updates include known impact, affected components, interim workarounds, and timing of the next update.
Communications typically occur every 30—60 minutes until the issue stabilizes.

Once resolved, Team Wipro provides DHS a concise summary of the event, root cause (if known), actions
taken, and any remaining mitigation steps. When member-facing components are affected, Team Wipro
collaborates with DHS to prepare updated IVR messages or knowledge content in English, Spanish, and
Marshallese. All communication entries are documented within the ITSM system to maintain complete
visibility and auditability.

Client Notifications & Communications (Team Wipro + DHS)

1. Initial Notification
o P1: Notify DHS within 15 minutes with summary of symptoms, scope, and next update
time.
o P2: Notify within 30 minutes.
o Include: Impact, affected components, initial findings, active mitigations.
2. Update Cadence
o P1/P2: Every 30—60 minutes until stable.
o P3/P4: At meaningful milestones (analysis complete, fix available, UAT ready).
3. Communication Channels
o Use DHS-approved methods: Email, Teams, bridge line, or escalation contacts.
o All updates also logged inside the ITSM ticket.
4. Post-Stabilization Summary
o Provide DHS concise summary: cause (if known), fix applied, any temporary limitations.

o Prepare member-facing updates (IVR, knowledge articles) in English, Spanish,

Marshallese when required.
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5. Close-Out & Documentation
o Document final resolution.
o Ensure DHS concurrence for closure on P1/P2 issues.

o Capture communication timeline for audit.

D. Describe your approach to ensure the quality of the project and solution and include details on
management of Federal, DHS, and project requirements throughout the life of the contract.

Quality Assurance Approach for CSC Project and Solution

Team Wipro’s quality management framework ensures the Customer Service Center delivers reliable,
compliant, and high-performing services from implementation through ongoing operations. We integrate
quality controls at every stage, from initial design through daily operations, while maintaining continuous
alignment with Federal, DHS, and evolving program requirements.

Foundational Quality Principles

Quality is embedded into our solution architecture rather than added as an afterthought. Our approach
incorporates:

e Requirements traceability, linking Federal regulations, DHS policies, and operational needs to
specific system capabilities and test cases

e COTS platform best practices, leveraging proven configurations that minimize customization risk

e Accessibility and language access standards, ensuring English, Spanish, and Marshallese support
meets ADA and Section 508 requirements

e Security and privacy by design with HIPAA and NIST controls built into every system component
and workflow

e Interoperability standards, ensuring seamless integration with ARIES, EMCI, and other State
systems

Each functional requirement, from telephony routing to CRM workflows to virtual assistant interactions,
includes defined acceptance criteria verified through structured testing.

Multi-Layer Quality Assurance Process

'We employ rigorous quality gates across the delivery lifecycle: Requirements — Design — Build — Test
— Deploy — Operate

Our QA framework includes:

e Automated regression testing to validate core workflows and system integrations after each
change
e Performance and load testing simulating high call volumes and concurrent user scenarios

e Security scanning for code vulnerabilities and configuration weaknesses

e Accessibility validation using industry-standard tools and assistive technology testing

5 points
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e Conversational Al quality checks monitoring intent recognition accuracy, routing precision, and
fallback handling

e Telephony quality assurance verifying multilingual IVR prompts, call flow logic, and audio
clarity

IAll deliverables undergo peer reviews, DHS approval cycles, and formal acceptance before release to
production.

Federal Requirements Management

CMS Compliance Framework

'We maintain continuous alignment with CMS regulations and technical standards, including:

e CMS Seven Standards and Conditions: Modularity, configurability, interoperability, reusability,
cloud leverage, meaningful data use, and business results orientation

e MAGI and eligibility determination standards ensuring accurate information provision

e Federal financial participation (FFP) requirements with documentation supporting enhanced
funding claims

e Privacy and security regulations including HIPAA, ACA Section 1411, and 42 CFR Part 431

CMS Certification Support

Our experience preparing certification packages includes:

o Comprehensive design documentation and technical architecture artifacts
e Test evidence with full traceability to requirements

e Security and privacy compliance documentation

e Operational performance data demonstrating SLA achievement

e User experience validation for accessibility and language access

'We work collaboratively with DHS to assemble certification materials that meet CMS expectations and

timeline requirements.
DHS Requirements Governance

Requirements Management and Traceability

e Maintain a Requirements Traceability Matrix (RTM) connecting DHS business needs to design
decisions, development tasks, test cases, and operational metrics

e Conduct regular joint requirement review sessions to validate understanding, clarify scope, and
minimize rework

e Participate in DHS architecture reviews, security assessments, and APl governance to ensure
alignment with enterprise standards

Change Control and Configuration Management
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DHS participates in Change Advisory Board (CAB) reviews for all changes affecting operations,
system interfaces, or user experience

All changes follow DHS-approved deployment processes, environment progression, and rollback
procedures

Version control and configuration management ensure system state is documented and

reproducible

Operational Transparency

Operational Dashboards providing DHS visibility into system health, call center performance, and
SLA metrics

Incident and problem management with transparent root cause analysis and corrective action
tracking

ITSM platform access allowing DHS to monitor tickets, changes, and operational trends

Regular performance reporting with trend analysis and improvement recommendations

Lifecycle Requirements Management

Federal and State Medicaid programs evolve continuously. Our approach ensures requirements remain
current throughout the contract:

Dynamic Requirements Framework

Treat requirements as living documentation under version control with DHS approval workflows
Proactively update requirements when CMS guidance, Federal regulations, or DHS policies change
Incorporate operational lessons learned from incident reviews, user feedback, and performance

analytics into requirement refinements

Structured Governance Cadence

Weekly operational reviews with DHS program staff addressing tactical issues and near-term
priorities

Monthly performance assessments reviewing SLA achievement, quality metrics, and service
improvement initiatives

Quarterly strategic planning sessions aligning roadmap priorities with DHS goals and Federal
policy changes

Annual compliance and continuity validation including security audits, disaster recovery testing,

and contract deliverable reviews

Continuous Improvement Discipline
Quality management extends beyond defect prevention to ongoing service optimization.

Performance Measurement and Analysis

Track operational KPIs including Average Handle Time, First Call Resolution, abandonment rates,

virtual agent containment, and customer satisfaction
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e Analyze behavioral patterns and pain points from call recordings, chat transcripts, and user journey
analytics

e  Gather feedback from multiple sources including CSC agents, supervisors, DHS analysts, and
beneficiaries/providers

Root Cause Analysis Integration

e Conduct formal RCA for Priority 1 and 2 incidents and recurring operational issues
e Translate findings into actionable improvement initiatives tracked in a shared backlog with DHS

e Implement preventive measures addressing systemic issues rather than symptoms

Intelligent Optimization

e Refine conversational Al through intent tuning, training data enhancement, and routing logic
optimization
e Streamline CRM workflows based on agent feedback and time-motion analysis

e Optimize telephony configuration including queue strategies, skill-based routing rules, and IVR
navigation patterns

'Value to the State of Arkansas

This quality approach delivers:

e Reliability: Consistent, high-quality operations through automation, governance, and proactive
monitoring

e Compliance: Complete alignment with CMS, HIPAA, NIST, and DHS standards with audit-ready
documentation

o Transparency: Real-time visibility into performance, issues, and improvement activities

e Adaptability: Flexible requirements management responding to policy changes and operational
insights

o Experience: Four decades of Medicaid IT operations expertise, combined with proven contact
center management ensures reliable and compliant service delivery tailored to Arkansas' unique
program needs.

E. Describe your approach to how you will ensure DHS staff are kept up to date on processes,
procedures, and policies throughout M&O activities.

Approach to Keeping DHS Staff Updated on Processes, Procedures, and Policies

Team Wipro recognizes that transparent communication and continuous knowledge transfer with DHS staff|
are essential to successful M&O activities. The approach ensures DHS remains fully informed of
operational processes, procedural updates, and policy changes throughout the contract lifecycle.

Structured Communication Framework

Team Wipro establishes multiple communication channels tailored to different DHS stakeholder needs:
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e Weekly Operational Briefings: Regular status updates covering ongoing M&O activities, planned
maintenance windows, system changes, and performance trends

e Monthly Governance Reviews: Comprehensive sessions reviewing SLA performance, incident
trends, change management activities, and upcoming initiatives

o Quarterly Strategic Planning Sessions: Forward-looking discussions addressing policy changes,
technology roadmap, and continuous improvement priorities

e Ad-hoc Notifications: Immediate communication for urgent incidents, emergency changes, or
critical updates requiring DHS awareness

Each communication channel includes documented agendas, meeting minutes, and action item tracking to
ensure accountability and follow-through.

Comprehensive Documentation and Knowledge Repository
Team Wipro maintains a centralized, accessible knowledge base that DHS staff can reference at any time:

e Operations Manuals: Complete documentation of M&O processes including system monitoring,
incident response, change management, and escalation procedures

o Standard Operating Procedures (SOPs): Step-by-step procedures for routine maintenance
activities, troubleshooting workflows, and administrative tasks

o Policy Documents: Clear articulation of operational policies governing system access, security
protocols, data handling, and compliance requirements

¢ Runbooks and Playbooks: Detailed technical guides for system administration, configuration
management, and recovery procedures

e Version Control: All documentation maintained under change control with version history,
approval workflows, and update notifications

Documentation is stored in DHS-accessible SharePoint or collaboration platforms with intuitive navigation,
search functionality, and regular content reviews to ensure accuracy.

Proactive Change Communication

'When processes, procedures, or policies change, Team Wipro implements a structured notification
approach:

e Advance Notice: DHS receives written notification at least 72 hours before planned maintenance
or significant procedural changes (or per DHS-defined timelines)

e Change Impact Assessment: Clear explanation of what is changing, why the change is necessary,
who is affected, and what actions DHS may need to take

e Training and Orientation: When changes affect DHS workflows or responsibilities, Team Wipro
provides training sessions, demonstrations, or walkthrough materials

e Post-Implementation Summary: After changes are deployed, DHS receives confirmation of
completion, validation results, and any lessons learned

The Change Advisory Board (CAB) process ensures DHS has visibility into all planned changes with
opportunity for review, questions, and approval before implementation.
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Transparent Operational Visibility
Team Wipro provides DHS with real-time and on-demand access to operational information:

e Dashboards and Reporting: Self-service dashboards showing system health, call center
performance, ticket status, and SLA metrics

o ITSM Platform Access: DHS staff can view incident tickets, problem records, change requests,
and resolution status directly in the ticketing system

e Service Catalog: Published catalog of available M&O services, request procedures, and expected
fulfillment timelines

e Knowledge Articles: Searchable repository of troubleshooting guides, FAQ documents, and how-
to articles that DHS can reference independently

This transparency reduces dependency on formal communication channels for routine information needs
while building DHS confidence in operational management.

Training and Knowledge Transfer
Team Wipro invests in building DHS capability through structured knowledge transfer:

o Initial Transition Training: Comprehensive orientation to M&O processes, tools, and
responsibilities during the transition-in period

o Role-Based Training: Targeted training for different DHS roles (program staff, technical staff,
management) based on their interaction with the CSC system

o Technology Updates: Training sessions when new features, system upgrades, or tools are
introduced

e Cross-Training: Optional sessions enabling DHS staff to understand broader M&O activities
beyond their immediate responsibilities

e Train-the-Trainer: Enablement of DHS subject matter experts who can serve as internal resources

for their colleagues

All training includes documentation, recorded sessions where appropriate, and follow-up Q&A
opportunities.

Collaborative Improvement Process

Team Wipro treats DHS as a partner in continuous improvement, ensuring staff input shapes M&O

evolution:

e Feedback Mechanisms: Regular solicitation of DHS feedback on communication effectiveness,
documentation usefulness, and process efficiency

o Joint Process Reviews: Periodic evaluation of M&O procedures with DHS participation to
identify optimization opportunities

o Lessons Learned Sessions: After significant incidents or changes, collaborative review sessions
capture insights and refine approaches

e Policy Development Participation: When new operational policies are needed, DHS staff

participate in development and review cycles
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This collaborative approach ensures M&O activities remain aligned with DHS needs and expectations
throughout the contract.

Compliance and Audit Readiness
Team Wipro maintains documentation practices that support DHS oversight and audit requirements:

e Audit Trails: Complete logging of M&O activities, approvals, and decisions with timestamp and
user attribution

e Compliance Reporting: Regular reports demonstrating adherence to Federal requirements, State
policies, and contractual obligations

¢ Documentation Reviews: Scheduled reviews ensuring all process documentation remains current
and accurate

e Regulatory Update Notifications: Proactive communication when Federal or State policy changes
affect M&O activities

These practices ensure DHS staff always have access to the information needed for oversight, compliance
verification, and stakeholder reporting.

Commitment to DHS Partnership

Team Wipro's approach treats communication and knowledge sharing as ongoing partnership activities
rather than periodic obligations. By combining structured governance, comprehensive documentation,
transparent operational visibility, and collaborative improvement, Team Wipro ensures DHS staff remain
fully informed and empowered throughout M&O activities, fostering trust and enabling effective program
oversight.

F. Describe your experience keeping system documentation as outlined in the M&O System
Documentation Standards.

Experience with M&O System Documentation Standards

Team Wipro brings extensive experience maintaining comprehensive, current, and compliant system
documentation that meets rigorous Medicaid program standards. This documentation discipline has been
refined through decades of supporting complex government health and human services systems where

accuracy, traceability, and accessibility are mission-critical.
Comprehensive Documentation Portfolio Management
Team Wipro maintains complete documentation sets across all system lifecycle phases, including:

e System Architecture Documentation: Detailed technical architecture diagrams, component
specifications, integration patterns, network topology, security controls, and infrastructure
configurations

e Design Documentation: Functional and technical design specifications, data models, interface

specifications, workflow diagrams, and business rules documentation
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e Operations Documentation: Standard Operating Procedures (SOPs), runbooks, playbooks,
monitoring procedures, escalation protocols, and maintenance schedules

e Configuration Management Documentation: System configuration baselines, change logs,
version histories, and environment specifications

e Security and Compliance Documentation: Security architecture, access control matrices, audit
procedures, privacy impact assessments, and compliance certifications

o User Documentation: User guides, training materials, quick reference cards, and context-sensitive
help content

¢ Business Continuity Documentation: Disaster recovery plans, business continuity procedures,
failover protocols, and recovery time objectives

Each document type follows established templates, naming conventions, and version control standards
ensuring consistency and findability.

Documentation Standards Compliance

Team Wipro adheres to industry-standard documentation frameworks and government-specific

requirements:
Federal and State Standards Alignment

e CMS documentation requirements for Medicaid systems including MECT-MS (Medicaid
Enterprise Certification Toolkit — Module and System) standards

e NIST Special Publications (SP 800 series) for security documentation including system security
plans, privacy threshold analyses, and risk assessments

e Federal accessibility standards (Section 508) ensuring documentation is accessible to users with
disabilities

e State-specific formatting and content requirements as defined in contract exhibits and DHS

enterprise standards
Documentation Quality Standards

e Accuracy: All documentation reflects current system state with regular validation against
production environments

o Completeness: Documentation covers all required topics with sufficient detail for the intended
audience

e Clarity: Content is written in plain language appropriate to user expertise level, avoiding
unnecessary jargon

e Currency: Documents are updated promptly when systems, processes, or policies change

e Traceability: Cross-references and linkages connect related documents across the documentation
portfolio

Version Control and Configuration Management

Team Wipro employs disciplined version control practices ensuring documentation integrity:
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e Formal Version Control: All documentation maintained in version control systems (SharePoint,
Confluence, or document management platforms) with complete revision history

e Change Tracking: Document updates linked to change requests, incidents, or policy changes that
necessitated the revision

approver) and electronic signatures

e Baseline Management: Major documentation baselines established at key project milestones (go-
live, major releases, annual reviews) with controlled progression

e Archival Practices: Superseded documentation versions retained per retention policies enabling
historical reference and audit support

Every document includes metadata such as document ID, version number, revision date, author, approver,
and next scheduled review date.

Documentation Lifecycle Management
Team Wipro treats documentation as living assets requiring ongoing maintenance throughout the contract:

Creation and Initial Development

During implementation, Team Wipro produces draft documentation in parallel with system development,
ensuring documentation is available at go-live rather than created retroactively.

Continuous Maintenance

e Scheduled Reviews: Quarterly or annual reviews of all documentation to validate accuracy and
identify needed updates

e Event-Driven Updates: Immediate documentation updates triggered by system changes, process
improvements, policy revisions, or incident learnings

e Feedback Integration: User feedback and helpdesk trends inform documentation improvements

addressing common questions or confusion points

Retirement and Archival

'When systems are decommissioned or processes fundamentally change, Team Wipro properly archives
outdated documentation with clear labeling and retention per DHS requirements.

|Accessibility and Distribution
Team Wipro ensures documentation is readily accessible to appropriate stakeholders:

o Centralized Repository: All documentation stored in DHS-accessible repositories with intuitive
organization, search functionality, and metadata tagging

o Role-Based Access: Security controls ensure sensitive technical or security documentation is
restricted while operational guides remain widely available

e  Multiple Formats: Documentation provided in formats appropriate to use case (PDF for formal
deliverables, web pages for frequently referenced content, editable formats for collaborative

documents)

o Approval Workflows: Formal review and approval processes with defined roles (author, reviewer,
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o Distribution Notifications: Stakeholders notified when new documentation is published or
significant updates are made

o Offline Access Options: Critical operational documentation available in formats that remain
accessible during system outages

Proven Medicaid Documentation Experience
Team Wipro has demonstrated documentation excellence across multiple Medicaid engagements:

Missouri MO HealthNet Contact Center

Since 2014, Team Wipro has maintained complete operational documentation for the Human Services
Eligibility and Enrollment Contact Center, including:

e (all center operations procedures and agent guides

e System integration documentation for eligibility systems
e Training curricula and reference materials

e Performance reporting templates and metric definitions

e Disaster recovery and business continuity plans

Documentation has consistently met State review standards and supported successful operational audits and
system certifications.

Health Insurance Exchange Programs

For HCSC's retail health insurance operations serving 800,000+ members, Team Wipro maintains

comprehensive documentation including:

e CRM configuration and workflow documentation

o Integration specifications for CMS Health Insurance Case Work System (HCIS)
e Enrollment processing procedures and exception handling guides

o Compliance documentation supporting federal marketplace participation

e Training materials supporting seasonal workforce ramp-ups

This documentation portfolio has enabled rapid onboarding, consistent service delivery, and successful
federal and state audits.

Enterprise Medicaid Systems

|Across various state Medicaid implementations, Team Wipro has produced documentation supporting:

e CMS certification processes with complete technical and operational evidence
e Independent Verification and Validation (IV&V) reviews

e State legislative and oversight body briefings

e System Development Lifecycle (SDLC) gate reviews

e Knowledge transfer to state staff and successor vendors

Documentation Tools and Technologies

Wipro Technical Proposal

99




Team Wipro leverages modern documentation platforms that enhance collaboration, accessibility, and
maintenance:

e Collaboration Platforms: SharePoint, Confluence, or state-specified platforms supporting
concurrent authoring, commenting, and approval workflows

e Diagramming Tools: Visio, Lucidchart, or draw.io for architecture diagrams, process flows, and
visual documentation

e Screen Capture and Video: Tools for creating visual guides, training videos, and step-by-step
demonstrations

e Automated Documentation: Where appropriate, tools that generate technical documentation from
code, configurations, or system metadata

o Accessibility Checkers: Validation tools ensuring documents meet Section 508 and WCAG
standards

Benefits to the State of Arkansas
Team Wipro's documentation approach delivers:

e Operational Continuity: Complete, accurate documentation supports consistent operations
regardless of staff changes

o Knowledge Retention: Organizational knowledge captured systematically rather than residing
only with individuals

e Audit Readiness: Documentation maintained to standards that support federal, state, and
independent audits without scrambling

o Efficient Training: New staff and DHS personnel onboard quickly with comprehensive, accessible
reference materials

o Compliance Assurance: Documentation demonstrates adherence to federal and state requirements
supporting FFP claims and certifications

o Risk Mitigation: Clear procedures and technical documentation reduce operational errors and
support rapid incident resolution

Team Wipro's four decades of Medicaid experience have instilled documentation discipline that treats
system documentation not as an afterthought but as a core operational asset essential to program success.
This commitment ensures Arkansas DHS receives documentation that meets M&O System Documentation
Standards throughout the contract lifecycle.

Wipro Technical Proposal 100



E.8 Staffing, Training, and Operating the CSC

40

A. Outline your approach to developing the CSC Operations Training Plan, including a high-level
operations training timeline. Explain the tools you will leverage to develop trainings for CSC
staff.

Team Wipro will implement a structured, role-based CSC Operations Training Plan that ensures all CSC
personnel are fully prepared, compliant, and Arkansas-program-ready at Go-Live, with continued
proficiency throughout Maintenance and Operations (M&O). The training program is co-developed with
\Arkansas DHS, fully aligned to DHS policies and procedures, and mapped to ARIES, CORE, and
ConnectCare CRM workflows across all supported Lines of Business (LOBs). This approach ensures
operational readiness, service consistency, and high-quality performance from day one.

Training Approach and Guiding Principles

Our CSC Operations Training Plan is anchored in four principles that ensure clarity, compliance, and
measurable operational readiness:

e Arkansas Program Accuracy: Training reflects DHS program rules, eligibility pathways,
documentation requirements, and service delivery standards for Medicaid, SNAP, TEA/TANF, and
other supported programs.

¢ Role-Based Proficiency: Distinct curricula for CSRs, SMEs, Supervisors, QA Analysts, and
Operations Leadership ensure each role is trained to the appropriate level of competency.

e Operational Readiness at Go-Live: Scenario-based and system-driven exercises enable staff to
perform accurately on day one, using real case patterns and Arkansas-specific workflows.

e Continuous Learning & Compliance: Ongoing refreshers and micro-learning are aligned with DHS

policy updates, system enhancements, and performance trends.
Training Development Framework
Training Needs Assessment & DHS Alignment

Team Wipro conducts a comprehensive needs assessment to ensure content is accurate, targeted, and
operationally relevant:

e Joint workshops with DHS SMEs to validate program rules, call drivers, and escalation pathways.

e Mapping CSC roles to program-specific tasks across all LOBs.

e Aligning all training materials to DHS manuals, policy issuances, and approved scripts, and
validated system configurations.

This process ensures all training content is Arkansas-specific and suitable for immediate application in
production.

Training Tools and Enablement Platforms
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e Team Wipro leverages a robust suite of learning, content-development, and performance-tracking

tools to deliver scalable, consistent, and measurable training across CSC roles.
Learning Management System (LMS)

[Used to:

e Host e-learning modules and video instruction
e Deliver assessments and certification quizzes
e Track progress, completion, and readiness by learner and role

e Provide DHS real-time dashboards and exportable readiness reports
The LMS ensures complete visibility into enterprise-wide training compliance before Go-Live.
Content Development Tools

Team Wipro uses modern instructional design platforms—including tools such as Articulate 360 and
\Adobe Captivate—to develop:

e Interactive simulations
e Scenario-based modules mirroring Arkansas workflows
e Video micro-learning segments

e Secarchable job aids and quick-reference guides
These tools enable rapid updates when DHS policies or workflows change.
System Training Environments

Training occurs in DHS-approved ARIES, CORE, and ConnectCare CRM sandbox/UAT environments,
allowing learners to practice using realistic screens, data types, and workflows. This significantly reduces
production-day errors.

Knowledge Management Platform
The Dynamics 365 knowledge base provides:

e Searchable policy content
e Step-by-step call scripts
e Troubleshooting flows

e Arkansas-specific job aids

Knowledge content used in training matches exactly what is used in production, ensuring consistency and
accuracy.

Collaboration & Coaching Tools
Virtual and instructor-led training utilizes:

e Microsoft Teams for classrooms and breakout sessions
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e Screen-share coaching for role-plays

e Recording/playback for QA-supported feedback
These tools support blended learning and proficiency reinforcement.
Performance & Readiness Dashboards
Training, certification, and readiness metrics are tracked through:

e LMS reporting dashboards
e Dynamics 365 adoption dashboards

e  Wipro readiness scorecards
IDHS receives full visibility into Go-Live readiness at the role, team, and enterprise level.
Curriculum & Content Design

Training is modular, role-based, and built to support consistent, quality service delivery. Core Modules
Include:

e (CSC Orientation and DHS Mission

e Arkansas-Specific Program & Policy Training

e System Navigation Training (ARIES, CORE, ConnectCare CRM)

e (all Handling Standards and Customer Experience Protocols

e Security, Privacy, and Compliance (HIPAA, SNAP/USDA guidance as applicable)
e Issue Identification, Documentation, and Escalation Procedures

e Quality Standards, Performance Metrics & SLA Expectations
Each module incorporates:

e Knowledge checks
e Hands-on system simulations

e Real-world Arkansas-specific scenarios (eligibility inquiries, verifications, renewals, etc.)
'Validation, Certification & Readiness
To ensure every staff member is fully prepared for production:

e Formal assessments measure comprehension and systems proficiency.
e Certification is required before any agent handles live calls.
e Shadowing and nesting with Supervisors/QA ensure readiness during transition to production.

e DHS reporting dashboards provide real-time visibility into training progress and readiness.
Training Performance Commitments:

o 100% of staff certified prior to Go-Live

e >90% passing scores on role-specific assessments

e 100% completion of compliance and security modules
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High-Level CSC Operations Training Timeline

Our high-level CSC operations training timeline is listed in the table below.

Timeline (Relative to L.
Phase . Key Activities
Go-Live)

.. . . DHS alignment, role mapping,
Training Planning & Design | T-20 to T-16 weeks ) ..
curriculum finalization

Arkansas-specific SOPs, system

Content Development T-16 to T-12 weeks : ) ) )
simulations, job aids
. . SME enablement, calibration with
Train-the-Trainer T-12 to T-10 weeks
DHS
L English Proficiency, States cultural
Pre-Process Training T-10 to T-9 weeks

training, DHS policy and protocols

) . Classroom + system training,
CSR & Supervisor Training | T-9 to T-2 weeks : .
role-based certification

Go-Live Readiness T-2 weeks to Go-Live Mock calls, shadowing, buddying

Post Go-Live Reinforcement | Go-Live + 30/60/90 days Refreshers, QA-driven coaching

B. Propose an approach to developing a Quality Assurance and Quality Improvement Program.

Team Wipro’s Program is designed to ensure the CSC consistently delivers:

e Accurate, compliant, and respectful customer interactions across all supported channels (voice and
digital), with measurable quality outcomes and traceable evidence.

o Standardized performance expectations (scorecards, critical error definitions, calibration), ensuring
fairness and repeatability in evaluation outcomes.

e A closed-loop improvement engine that turns findings into coaching, process fixes, knowledge
updates, and defect prevention (PDCA / CAPA discipline).

e A DHS-ready reporting and governance cadence that supports required performance management

practices and ongoing plan maintenance.
Team Wipro’s Quality Governance Model (How It Will Be Managed)

Team Wipro implements a three-tier quality governance structure to ensure independence, speed of issue
resolution, and DHS visibility:

Tier 1 — Interaction Quality Operations (Daily/Weekly)
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e Dedicated QA function (independent of production teams) conducts monitoring, flags defects, and
supports supervisor coaching. This aligns with established quality assurance principles of
independent validation.

e Supervisor-led coaching enablement using QA findings to drive consistent agent development
and performance improvement.

Tier 2 — Quality Review & Calibration Council (Weekly/Bi-Weekly)

¢ Calibration sessions across QA evaluators and operations leadership to ensure consistent scoring,
reduce bias, and confirm interpretation of compliance and policy requirements.

o Trend review for repeat defects (knowledge gaps, scripting issues, system navigation errors,
handoff breakdowns).

Tier 3 — DHS Joint Quality Governance (Monthly/Quarterly)

e Joint DHS—Contractor Quality Review: quality trends, corrective actions, root cause themes, and
prioritized improvement roadmap. This mirrors disciplined management review practices used in
mature quality management systems.

Team Wipro establishes a CSC Quality Measurement Framework that links interaction quality to DHS
outcomes. The framework includes:

Scorecard Design (Weighted, Role-Aligned, and Risk-Based)

Scorecards are built around four evaluation dimensions:

e Accuracy & Resolution Quality (program guidance, case status, next steps)
e Compliance & Privacy/Security (authentication, minimum necessary, mandated statements)
e Customer Experience (professionalism, empathy, de-escalation, clarity)

e Process Adherence (documentation quality, correct routing/escalation, callback handling)

This approach is consistent with widely used QA program constructs in contact centers (transaction
monitoring and structured evaluation)

Monitoring Strategy (Sampling, Coverage, and Evidence)

Sampling Methodology (Risk-Based + Representative)

Team Wipro applies a blended monitoring model:

e Baseline random sampling to represent overall performance.
¢ Risk-targeted sampling for high-impact interaction types, new hires, low performers, new
processes, and complaint-driven reviews.

o Event-based sampling tied to escalations, repeat contacts, or sensitive categories.

This aligns with industry guidance that strong QA requires disciplined sampling and statistical
defensibility, especially as automation expands monitoring scale.

Multi-Source Evidence Package (Audit-Ready)
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[Each QA evaluation produces an evidence record (interaction reference, criteria scored, comments, defect
tags), supporting internal audits and DHS governance reviews. Mature audit practices emphasize
traceability, categorization, and closure tracking.

Calibration is treated as a control, not a meeting:

¢ Initial ramp calibration during early operations / transition (intensive alignment) and ongoing
recurring calibration thereafter. Early calibration is especially important when introducing
automation-assisted QA or new interaction types.

e Compliance-focused calibration ensures evaluators interpret “critical errors” consistently for
regulated environments.

¢ Evaluator QA: periodic review of evaluator variance and retraining to maintain scoring integrity.

Closed-Loop Quality Improvement Engine (How Issues Get Fixed)
Team Wipro operationalizes a Plan-Do-Check-Act (PDCA) improvement cycle:

¢ Plan: identify defect themes, quantify impact, define corrective actions and owners.

¢ Do: implement fixes (knowledge updates, script changes, training refreshers, workflow edits).
e  Check: verify via re-measurement and targeted re-audits.

e Act: standardize successful changes, update SOPs, and prevent recurrence through systemic

controls.

Team Wipro supports a technology-assisted QA model while preserving human review for sensitive or
high-risk interactions:

e Use QA tooling and analytics to increase coverage and detect trends (e.g., speech analytics /
automation-assisted scoring), while ensuring transparency and evidence trails.
e Maintain human judgment for nuanced scenarios (complaints, escalations, sensitive eligibility

contexts) consistent with best practice guidance that automation must be validated and calibrated.

C. Describe your proposed approach for designing and implementing the Customer Satisfaction

Survey.

Proposed Approach: Design & Implement the Customer Satisfaction Survey (CSS)

Objectives, Governance & Alignment to DHS CSC Outcomes

Team Wipro utilizes a Customer Satisfaction Survey (CSS) program that measures customer sentiment,
validates service quality, and drives continuous improvement for the Arkansas DHS Customer Service
Center (CSC).

Team Wipro implements a lightweight governance model (survey owner, DHS approvals, change control,
and reporting cadence) based on Wipro’s proven CSAT operating discipline, where we continuously listen
to the customer voice, refine processes, and manage questionnaire updates through a controlled lifecycle.
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Team Wipro aligns survey measures to the CSC’s operational management practices DHS expects,
specifically the Quality program and live performance dashboard used for monitoring and proactive
adjustments.

Survey Design (Instrument, Question Types, and Customer Experience)

Team Wipro designs a short, accessible, and action-oriented questionnaire that captures both quantitative
and qualitative feedback using:

e 1-10 rating questions
e Radio/picklist selections
e Free-text comments for verbatim insights.

Team Wipro implements logic-based branching (e.g., automatically asking for more detail when a customer|

gives a low score) to maximize insight without increasing survey length for satisfied customers.

IAdministration Model (When, Who, and How Often We Survey)

Team Wipro deploys a trigger-based approach so customers can respond while the experience is fresh:

e After-Call IVR survey at the end of the phone interaction (post-contact)

e Email survey X days after case closure (post-resolution)

Team Wipro will provide customers an option to schedule the survey later via an automated callback
imechanism when they cannot complete the IVR survey immediately.

Team Wipro defines survey eligibility and sampling rules (including bypass rules where needed) and tune

them during implementation to ensure statistically meaningful results without over-surveying customers.
Multilingual & Accessibility (Arkansas-Specific Compliance)

Team Wipro ensures the survey experience supports English and operationalizes DHS language
expectations by enabling, at minimum, live interpretation for Spanish and Marshallese, including the

requirement to work with an Arkansas-based Marshallese interpreter approved by DHS.

Team Wipro includes accessibility artifacts where applicable (e.g., VPAT submission) consistent with the
solicitation’s Technology Access expectations and documentation instructions.

[Data Capture, Case Linkage & Systems Enablement

Team Wipro captures survey responses automatically in the CRM survey record and associate the feedback
to the customer’s CSC case so DHS can correlate satisfaction with contact drivers, resolution, and handling

experience.

Team Wipro configures survey fields during implementation so DHS can report satisfaction by key
dimensions (channel, call type, language need, disposition, and other case attributes) while retaining

verbatim comments for theme mining.

Reporting, Dashboards & Closed-Loop Improvement (Turning Feedback into Action)
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Team Wipro publishes a CSAT dashboard and operational review views that align to DHS’s expectation
for live dashboards tracking call center performance metrics—expanding the dashboard to include

satisfaction trends, top drivers, and improvement actions.

Team Wipro integrates CSS insights into the CSC QA/QI motion DHS expects (recorded call sampling,
live listening, and performance monitoring) so satisfaction findings directly influence coaching, knowledge
updates, and [VR/routing refinements.

Team Wipro operationalizes corrective actions using a formal improvement mechanism consistent with the
contract’s performance posture—supporting DHS requests for a Corrective Action Plan (CAP) within the
required timeframe where performance issues are identified.

Implementation Plan & Deliverables (How We Stand It Up for Go-Live)

Team Wipro implements in clear phases and produce tangible deliverables aligned to DHS submission and
operational readiness expectations:

IPhase A — Design & Approvals

Team Wipro finalizes survey objectives, customer touchpoints, question bank, and success criteria, then
secure DHS sign-off.

PPhase B — Build & Configure
Team Wipro configures IVR after-call survey and email survey workflows, including branching logic,

CRM survey objects, and case linkage.

lPhase C — Pilot & Calibration
Team Wipro runs a controlled pilot to validate completion rates, question clarity, language support, and

reporting accuracy, then tune sampling rules and triggers.

IPhase D — Rollout & Operate
Team Wipro launches the survey at scale with a documented cadence and stakeholder reporting model

informed by Wipro’s established survey milestone discipline (onboarding, survey period, and review

milestones).

D. Describe your proposed approach for recruiting staff from communities served by DHS programs
within the State of Arkansas.

Team Wipro prioritizes hiring Arkansas residents—particularly for frontline and customer-facing roles—so
CSC staff bring cultural understanding, regional familiarity, and direct community connection to the work.
Our “local pipeline first” model focuses on entry-level and mid-level positions (CSR, Lead, QA, Trainer,
WFM/RTA), and incorporates a blended Arkansas-based and virtual staffing model only where permitted
and appropriate. This approach accelerates ramp-up while meeting all State expectations for onsite and
\Arkansas-located key personnel.

ILeveraging Arkansas’s Workforce Ecosystem

Team Wipro activates the State’s workforce infrastructure to reach job-ready candidates across rural,

urban, and underserved regions.
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\Arkansas Division of Workforce Services (ADWS) / Arkansas Workforce Connections
'We partner with Workforce Centers statewide to:

e Leverage ADWS resume review, applicant screening, and employer-matching services.

e Participate in ADWS job fairs and request DHS-aligned hiring events targeting bilingual
candidates and high-priority geographies.

e Utilize Mobile Workforce Centers to reach rural and underserved communities with limited
connectivity.

e Coordinate with Local Workforce Development Boards (LWDBs) to access diverse candidate
pools, including youth, older workers, and individuals with disabilities.

Arkansas JobLink (state job portal)

'We use Arkansas JobLink to:

e Post all CSC roles with structured job descriptions and progression pathways.

e Search for qualified candidates using employer filters and automated resume-match features.

e Receive and track referrals from community-based organizations and DHS-aligned support
networks.

e Ensure recruitment efforts intersect with DHS client-serving ecosystems while maintaining
merit-based, voluntary applicant participation.

Community & Education Partnerships
Team Wipro builds sustainable hiring pipelines by:

e Partnering with SNAP Employment & Training providers to identify candidates seeking stable,
career-path roles.

e Delivering “career pathway” messaging that positions CSC roles as mission-driven service careers
supporting Arkansas families.

e Hosting targeted local hiring events in areas with high DHS benefit utilization.

e Collaborating with University Career Services (e.g., UA Little Rock) for career fairs and internship
pipelines.

e Engaging community colleges, adult-education centers, and workforce-training programs to
support entry-level hiring and upskilling across CSR — Lead — QA — Trainer/WFM roles.

e This ecosystem-driven approach promotes equitable access to employment and aligns directly with

DHS’s community-serving mission.
Recruitment Operating Model: Measurable and Transparent

Team Wipro operationalizes recruitment into a predictable, metrics-driven process embedded within the
Staffing Management Plan.

Mobilize (Pre—Go-Live Ramp)

e Assign a dedicated Recruiting Lead and Workforce Planning Lead aligned to hiring waves.
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e Launch postings, schedule Workforce Center events, and initiate weekly pipeline reviews with
hiring managers.

Screen & Select

e Apply atiered screening model (application — phone screen — structured interview — job
simulation for call-handling, typing, navigation).
e Prioritize mission alignment, customer-service mindset, and cultural fit.

e Use standardized scoring rubrics to support fair and equitable hiring decisions.
Onboard & Retain
Team Wipro strengthens long-term CSC stability by:

. Linking recruitment channels to retention outcomes to maximize high-quality pipelines.
2. Creating advancement pathways (CSR — SME/Lead — QA/WFM/Trainer) for workers from
DHS-served communities.
3. Reporting recruitment performance through staffing governance dashboards.

Key tracked metrics include:

e Time-to-fill

e Offer acceptance rate

e First-90-day retention

e Training graduation rates

e Readiness at nesting/hyper care

e Geographic coverage to ensure statewide recruitment

e DEI and accessibility indicators (e.g., accommodations met, LWDB referrals, equitable
representation)

This ensures DHS receives full transparency into how the CSC workforce reflects and represents the
communities it serves.

E. Describe your proposed approach to accommodate requests from the State to conduct work
onsite within what is required by this RFP (i.e. management availability).

Team Wipro designs its management availability model to ensure DHS can access the right leaders, at the
right time, in the right location—without disrupting operations or compromising performance. Our onsite
approach fully aligns with RFP requirements and provides DHS with predictable, secure, and flexible

access to key personnel for governance, decision-making, readiness activities, and issue resolution.
Onsite Engagement Framework

e Team Wipro establishes a named Key Personnel leadership structure and commits these individuals
for onsite participation whenever requested by DHS. This ensures DHS has direct access to
empowered decision-makers for workshops, governance forums, operational reviews, and critical

program milestones.
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e We operate under a two-tier availability construct that ensures coverage for both routine
interactions and urgent, time-sensitive needs

Tier 1 — Arkansas-Based / Arkansas-Proximate Leadership
Team Wipro provides onsite leadership coverage for recurring DHS engagements such as:

e Stakeholder workshops
e Operational and performance reviews
e Implementation checkpoints

e (Governance meetings
This ensures consistent, predictable access to senior leadership located within or near Arkansas.
Tier 2 — Travel-Ready Subject Matter Experts (SMEs)
For specialized, time-bound onsite needs, Team Wipro deploys SMEs across:

e Operations

e  Workforce Management (WFM)
e Quality Assurance (QA)

e Training

e Technology and integrations

e Security and privacy

These SMEs support readiness assessments, cutover/go-live command presence, major incident reviews,
and DHS-scheduled governance events.

Alignment With State Requirements
Team Wipro aligns staffing, location, and onsite expectations with:

e DHS location preferences
e Requirements for staff to reside within the continental United States (lower 48)

e Key Personnel staffing and availability expectations specified in the RFP

These commitments are explicitly documented within the Staffing Management Plan and proposal narrative

to ensure full transparency and compliance.
Strategic Use of Onsite Presence
Team Wipro leverages onsite presence when it creates maximum value for DHS. This includes:

¢ Kickoff and Implementation Workshops
Onsite alignment on CSC scope, governance, workflows, and integration points.

¢ Readiness Reviews and Go-Live Support
Hands-on command presence to accelerate decision-making, triage issues quickly, and ensure

operational stability.
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¢ Quarterly/Semi-Annual Executive Governance Meetings
In-person reviews of KPlIs, risks, quality trends, and the continuous-improvement roadmap.

o Integration and Stakeholder Working Sessions

Onsite support with teams managing ARIES, EMCI, CORE MMIS, and other systems referenced
in the Bidder’s Library, when hands-on collaboration is required.

Security, Compliance, and Onsite Controls
Team Wipro applies strict onsite controls that protect DHS data and align with:

e HIPAA and BAA requirements
e DHS security and privacy policies

e State facility access protocols
All onsite staff:

e Use only DHS-approved equipment
e Follow facility access procedures
e Refrain from local storage or printing of DHS data unless explicitly authorized

This ensures compliant onsite operations at all times.
Redundancy, Continuity, and Risk Mitigation
To avoid any single point of failure in management availability:

e Team Wipro maintains redundant leadership coverage across all key roles.

o (lear escalation paths ensure DHS can always reach an empowered decision-maker.

e Backup onsite staff and alternate SMEs are pre-identified to ensure continuity during weather
events, travel disruptions, or emergencies.

e Remote leadership availability via Teams/phone remains fully active in parallel with onsite

support.
Performance Commitments
Team Wipro commits to the following management availability standards:

o Same-day response to DHS onsite requests (or as otherwise defined by DHS).
¢ 48-hour deployment window for travel-ready SMEs for most onsite needs.
e 100% availability of Key Personnel for DHS-scheduled governance and critical path activities.

F. Provide a high-level description of your proposed communication management plan, including 5 points
your proposed approach for a campaign to raise public awareness about the CSC offerings.

Team Wipro will implement a comprehensive, DHS-approved Communication Management Plan that

ensures timely, consistent, and plain-language communication across the CSC program lifecycle. The plans
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supports transparent decision-making, coordinated stakeholder engagement, and a strong public awareness
strategy that aligns with DHS priorities and branding requirements.

Communication Management Plan
Governance and Structure

e Team Wipro maintains the Communication Management Plan as a living, version-controlled
artifact, updated annually or as directed by DHS.

e A dedicated Communications Lead within the PMO manages intake, drafting, routing, distribution,
and archival of all program communications.

e All internal and external communications follow a DHS review-and-approval process, with

documented approval history and audit trails.
Branding, Voice, and Messaging Discipline

e Team Wipro adheres to DHS branding, tone, style, and accessibility standards for all materials.
e All communication artifacts align with DHS’s Office of Communications & Community
Engagement to ensure:
o Message accuracy
o Cultural and linguistic appropriateness
o Consistency across DHS initiatives and contractors

Communication Workflows and Escalation Pathways

Team Wipro implements a tiered communication flow that supports rapid decision-making and clarity of

responsibilities:

e Executive/Steering Leadership
Strategic direction, approvals, and issue escalation.

¢ Program Governance / PMO
Coordination, alignment across workstreams, milestone communication, and reporting.

e Operational Delivery Teams
Day-to-day communication, status updates, operational readiness, and technical coordination.

Team Wipro uses defined “upward” and “outward” pathways to ensure communication flows consistently:

e Upward: Workstream — PMO — Steering Committee
e OQutward: PMO — DHS Divisions and External Contractors

Communication Matrix
A detailed matrix documents:

e  Who receives what information

e  When communications occur

e Through which channel
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e Approval requirements

e Dependencies tied to program milestones
This ensures clarity, predictability, and transparency across all CSC partners and stakeholders.
Public Awareness Campaign

Team Wipro will design and deliver a comprehensive Public Awareness Campaign to ensure Arkansas
residents—including vulnerable and underserved populations—understand the CSC’s services, access
points, and benefits. The campaign plan and all materials will be delivered to DHS for review and approval
within three (3) months of contract start.

Campaign Design and Development
Team Wipro will develop multilingual, accessible, plain-language materials including:

e Flyers, posters, and one-page CSC summaries
e Digital content (web-ready graphics, PDFs, short video scripts, social tiles)
e Customer testimonials (written and video formats)

e Step-by-step guidance on how to contact or navigate CSC services
IAll materials follow DHS branding standards to ensure consistency and public trust.
Multilingual and Culturally Adapted Outreach

e Materials will be available in English, Spanish, and Marshallese at minimum, using DHS-approved
translators and Arkansas-based Marshallese resources.
e Additional languages will be incorporated based on DHS direction and demographic need.

e Content will meet accessibility standards (e.g., VPAT, screen-reader compatibility).
Coordinated Public Messaging

e Team Wipro aligns all outward-facing messaging with the DHS Office of Communications &
Community Engagement.

e Messaging is coordinated to ensure consistency across DHS websites, social media, partner
organizations, and outreach events.

e Team Wipro supports DHS media engagement protocols and ensures materials are ready for

DHS-led press releases or community briefings as needed.
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Team Wipro executes the campaign in three practical phases:

Awareness \ ' Understanding Adoption

Phase 1 — Awareness
Introduce the CSC’s purpose, services, and access channels through:

e (lear “what the CSC can help with” messages
e Flyers, posters, digital tiles, and community-partner distribution

e Messaging that emphasizes accessibility (phone, digital, and language assistance)
Phase 2 — Understanding
Deepen understanding through:

e Plain-language tutorials
e Step-by-step guides on how to contact or use services

e Short digital content explaining call preparation, documentation needs, and channel options
Phase 3 — Adoption
Reinforce use and trust through:

e Customer testimonials
e Targeted reminders (renewal season, high-volume periods)
e Examples of successful CSC interactions

e Messaging encouraging appropriate channel selection
Campaign Deliverables
Team Wipro will provide DHS with:

e A Campaign Plan covering audiences, key messages, channels, cadence, approval workflow, and
success metrics
e DHS-approved print-ready and digital materials in all required languages

e An outreach measurement framework, including reach, engagement, and adoption indicators

G. Describe your proposed approach to provide live interpretation services, translation services,
and multilingual IVR as offerings to users contacting the CSC.
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Team Wipro delivers a comprehensive, end-to-end language access framework integrated into every stage
of the CSC operating model: caller intake, routing, interpretation, translation, agent assist, QA, and
reporting. This approach ensures Arkansas DHS can provide equitable, culturally responsive, and
compliant access to all residents, including Limited English Proficient (LEP) populations and individuals
requiring multilingual support across all supported programs.

ILive Interpretation Services

Team Wipro implements a tiered interpretation model designed to balance speed, quality, and cost while
ensuring reliable coverage for both high-volume and low-incidence languages.

Bilingual Agents for High-Volume Languages

e Staffing bilingual Customer Service Representatives (CSRs) in languages identified during
discovery (based on DHS historical demand and call trends).
e Reducing interpreter reliance, improving first-call resolution, and shortening wait times for

Spanish, Marshallese, and other common languages.
On-Demand Interpretation for All Other Languages

e 24/7 access to contracted interpretation partners for over-the-phone and over-the-video services.
e Use of a warm-connect workflow: the agent stays on the call, introduces the interpreter, confirms
confidentiality, and remains engaged through resolution—minimizing errors and customer

frustration.
Standardized Interpreter Engagement Protocols
Embedded into training, job aids, and QA scorecards:

e  When and how to invoke an interpreter
e How to brief the interpreter
e How to confirm understanding and close loops

e Required documentation in CRM
SLA-Governed Interpretation Metrics
Team Wipro tracks:

e Interpreter connection time

e Utilization rate

e Language-specific AHT

e Rework/recalls involving interpretation

e Transfer rates

Corrective actions are applied when performance degrades, fully aligned to DHS performance-based
expectations.

Translation Services
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Nk w =

Team Wipro provides comprehensive translation services for all customer-facing written materials required

for CSC operations.
Supported Materials

Translation covers (as applicable):

IVR scripts and recorded prompts
SMS/email templates

Notices and correspondence

Web and chat scripting
Knowledge articles

Agent macros

Appeal/complaint communications

[DHS-Approved Glossary & Style Guide

Team Wipro maintains a DHS-approved language glossary covering:

Program terminology
Benefit names
Eligibility concepts
Form labels

Clear-language standards

This ensures consistency across all channels and minimizes linguistic ambiguity.
Controlled Translation Workflow

A repeatable, auditable workflow:

Intake

Prioritization

Translation

Independent linguistic review
DHS validation (as required)
Publishing

Version control

IDHS receives full audit visibility into all translation updates.

Translation Inventories & Documentation

Centralized repository with version histories

Inventory tracking by language, artifact type, and update cycle

Alignment with CSC documentation standards

Multilingual IVR

Wipro Technical Proposal

117




Team Wipro implements a fully configurable, multilingual IVR optimized for clarity, accessibility, and
user experience.

Caller-Controlled Language Selection

e (allers select their preferred language (English, Spanish, Marshallese, and others as approved).
e Ability to switch languages mid-interaction without restarting the menu.
e DTMEF and speech-recognition support (where enabled).

Routing Based on Language + Intent

e VR routes calls using both language preference and caller intent.
e Minimizes misroutes and reduces time to resolution.

e Supports downstream skill-based routing rules in the telephony platform.
Persistent Language Attribute
The CRM stores a language preference that:

e Personalizes subsequent interactions (“welcome back” flows)
e Shortens menu paths
e Trigger language-specific announcements

e Enables DHS reporting on language trends
IVR Accessibility & Plain-Language Compliance

e Prompts and menu structures comply with Arkansas Technology Access requirements.

e Prompts written using plain-language principles to minimize cognitive load.

e Voices and recordings use DHS-approved translation resources, including the Arkansas-based
Marshallese interpreter as required.

H. Describe your proposed approach to support the State’s requirement to ask proactive

database shows that the customer has outstanding requests from the State.

Team Wipro operationalizes a structured, customer-friendly approach to proactively inform customers
about outstanding State requests whenever the CRM indicates missing documentation, pending
verifications, or unresolved actions. This ensures that Arkansas DHS beneficiaries receive accurate

avoidable delays, and strengthening compliance with program requirements.

CRM-Driven Proactive Engagement Workflow

designed to ensure consistent and proactive engagement.

questions or actively share pertinent information to a customer contacting the CSC when the CRM

guidance, clear next steps, and timely support during the same interaction—reducing recontacts, preventing

Team Wipro configures the DHS CSC CRM as the single shared system of record for CSC and DHS staff.
The CRM surfaces outstanding State requests in real time and automatically triggers an agent workflow

5 points
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Outstanding Request Indicator

o The CRM displays an agent-facing Outstanding Request banner whenever ARIES, MMIS, or
EMCI data shows missing documentation or pending action.

e This prompt activates a guided call-flow step at the beginning of the interaction.
Standardized Interaction Flow
Agents follow a DHS-approved workflow that ensures:

e Identity verification per DHS policy
e Primary call intent acknowledgment

e Proactive review of outstanding items before the call ends
This reduces unnecessary repeat contacts and supports timely completion of DHS requests.
Proactive Questioning & Pertinent Information Sharing

Team Wipro trains all CSC agents to use concise, empathetic, and actionable questioning when outstanding
requests are present. Mandatory DHS-approved talk tracks are embedded directly into the CRM disposition
workflow.

Required Agent Behaviors
\Agents consistently:

o Ask whether the customer is aware of the outstanding request

e Explain the request in plain language connected to common DHS call drivers (SNAP verifications,
TEA documentation, Medicaid renewals)

e Describe DHS-approved submission options (e.g., upload portals, fax, mail, office drop-off)

e Confirm the customer’s plan to complete the request, including timelines or barriers

e Provide any relevant next steps or reminders
This ensures a consistent, compliant customer experience across all channels.
Embedded Mandatory Prompts

Talk tracks appear automatically within the CRM workflow so agents cannot bypass proactive questioning

when an outstanding request exists.
Case Ownership, Routing & “One-Team” Resolution

Team Wipro enables bi-directional coordination between CSC and DHS program staff, ensuring the
customer receives accurate, timely support regardless of complexity.

Bidirectional Case Assignment

e CRM supports CSC <> DHS handoffs, enabling escalation, clarification, and resolution for cases

requiring State action.

e (CSC staff only escalate when required, resolving what they can during the initial contact.
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Standardized Handoff Rules

e  Warm transfer vs. case assignment rules are defined by DHS and embedded into the CRM.
e Complex issues requiring eligibility review or policy interpretation route directly to the appropriate
DHS team.

Omnichannel Case Visibility
Agents can view:

e Prior customer contacts

e Outbound verification attempts
e Previous document submissions
¢ Notes from DHS staff

This prevents repeated questioning and improves the customer experience.

[Data Integrity, Real-Time Integration & Identity Alignment

Team Wipro ensures outstanding request information is accurate, timely, and based on authoritative data.
ARIES Integration

e Real-time ARIES alerts populate directly into the CRM record.

e Agents see outstanding verifications, missing documentation, and pending actions.
Identity Alignment via EMCI

e EMCI integration ensures the correct individual record is being referenced.

e This prevents misrouting, duplicate guidance, and incorrect instructions.
Shared Customer Status
Case-note writebacks allow CSC and DHS teams to view the same information, avoiding inconsistencies.
Quality, Compliance & Measurable Outcomes

Team Wipro embeds proactive request handling into the CSC’s quality assurance, performance

management, and continuous-improvement models.
QA Evaluation Criteria
QA scoring validates whether agents:

o Identified the outstanding request
e Asked the required proactive questions

e Provided correct DHS-aligned next steps

e Documented customer commitments accurately
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Measurable Operational Outcomes
Team Wipro monitors:

e Reduction in repeat contacts due to missing documents
e Increased first-contact resolution for “outstanding item” call types
e Increased completion rates for verification tasks

e Improved reporting transparency for DHS oversight
Security & Access Controls

e Role-based access ensures CSC and DHS staff see only authorized information.

e Prevents inappropriate disclosure and supports HIPAA and DHS data-security requirements.
Continuous Improvement
Team Wipro uses analytics and operational feedback to continuously refine proactive engagement.
Examples of Improvement Activities

e Updating scripts when common outstanding-request patterns emerge
e Implementing micro-coaching for agents needing targeted reinforcement
e Enhancing call-flows and knowledge articles

e Reviewing trends with DHS during recurring governance sessions

This ensures ongoing alignment with DHS program rules and customer needs.

E.9 Outbound Verification Center 30

A. Describe how you will provide, in general terms, the outbound capacity required by this RFP. | 5 points
Describe how this capability will be staffed, trained, scaled and supported by the CSC System.
Describe how you could accommodate additional forms of outbound contacts beyond the two
identified in the RFP.

Team Wipro delivers the outbound capacity required by the State of Arkansas DHS by standing up a
dedicated Verification & Outbound Contact Center Unit that executes large-scale, State-directed outbound
communications to populations defined by the State while enabling the CSC to receive and record
responses to those communications. We align every campaign to Arkansas DHS direction (who to contact,
when to contact, how to contact, and what to say), and we keep outbound recordings/messages, frequency,
and duration subject to State review and approval.

Outbound capacity approach (automation-first with resolution support)

Team Wipro executes outbound outreach primarily through automated communications (recorded
telephone calls, text messages, email, and other CSC System outbound methods) using software and/or

artificial intelligence to initiate proactive outreach primarily via calls and additional modalities (e.g., email,
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text, chat, mail) as needed and as approved by Arkansas DHS. Team Wipro records the occurrence of all
outbound communications in the CSC System to support traceability and reporting.

'We provision outbound capacity around the RFP’s defined outbound programs, including:

e Community Engagement Verification outreach for ARHome beneficiaries when the State is
unsuccessful in automatic (ex parte) verification

e Maternal-health outreach requirements (prenatal encouragement campaign and monthly texts to
newly enrolled moms).

Team Wipro uses the same outbound engine and controls for both programs so Arkansas DHS receives
consistent governance, auditing, and performance visibility across outreach types.

Team Wipro runs two coordinated outbound workstreams to assure throughput and quality:

e Run an Automated Outreach workstream for high-volume, rules-driven notifications and nudges
(e.g., reminders, structured documentation requests, scheduled monthly texts).

e Runa Live Outreach & Resolution workstream for complex conversations, documentation
coaching, barrier identification, provider-finding assistance, exception handling, and any cases
Arkansas DHS directs for live-agent engagement.

Staffing model (roles aligned to Arkansas programs and return-contact demand)

Team Wipro maintains optimal staffing levels for outbound and client management regardless of delivery
model (in-house or subcontracted team-based model), and we staff to handle both outbound execution and
the inbound “return contacts” that outbound campaigns generate.

'We assign Outbound Specialists trained on ARHome Community Engagement Verification workflows and
maternal outreach objectives, and Team Wipro assigns Documentation & Case Logging Specialists to
ensure information/documentation received from return contacts is captured, dispositioned, and recorded
per Arkansas DHS requirements and workflows. Team Wipro routes return contacts through all available
CSC modalities (phone, email, text) to properly staffed queues without delay, ensuring continuity between

outreach and resolution.
Training (Arkansas DHS-specific, compliance-anchored, multilingual-ready)

Team Wipro trains outbound staff using an Arkansas DHS-specific curriculum that emphasizes accurate,
consistent, and compliant Medicaid beneficiary communications and that enables staff to execute State-
directed outreach safely and effectively.

Team Wipro delivers training across four core areas:

e ARHome Community Engagement Verification objectives, including outreach to obtain
documentation verifying beneficiary status (exempt/compliant/non-compliant) and the
redetermination support context referenced in the solicitation.

e Maternal-health campaigns, including prenatal outreach goals (encourage prenatal appointments;
offer provider-finding assistance) and the monthly text program rules for newly enrolled moms.
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e Multilingual outreach and configures workflows to tailor outbound communications to the
recipient’s language based on CSC System profile.

e Documentation capture, dispositioning, and audit readiness so the CSC can evidence outreach
attempts, outcomes, and responses end-to-end.

Scaling and surge management (campaign elasticity with State control)

Team Wipro scales outbound capacity by increasing automated campaign throughput within Arkansas
IDHS-approved parameters (channel mix, scheduling, attempt strategies) and by shifting trained resources
between Automated Outreach and Live Outreach & Resolution based on campaign volume, response rates,
and inbound return-contact demand. Team Wipro uses this approach to absorb seasonal peaks, policy-
driven surges, and urgent Arkansas DHS communications without compromising governance, quality, or
documentation requirements.

CSC System support and expansion to additional outbound forms

Team Wipro configures the CSC System to program automated outbound communications via recorded
calls, text, email, and other outbound-capable CSC System methods, and Team Wipro ensures the CSC can
receive and record responses to those communications.

Team Wipro enables multilingual outbound communications and tailors outreach to the recipient’s
preferred language in the CSC profile, including English, Spanish, and Marshallese. Team Wipro provides
all translations and recordings and partners with an Arkansas-based Marshallese interpreter approved by
IArkansas DHS to meet the solicitation’s explicit requirement.

Team Wipro accommodates additional outbound contact types beyond the two identified programs by
using the solicitation’s channel-flexible design (including additional modalities such as chat and mail as
needed). Team Wipro onboards new outbound forms through a standardized, State-governed method:
define the objective/population with Arkansas DHS, configure templates and approval workflow, add
language variants, set contact rules, activate disposition/outcome codes, and enable reporting, so Arkansas

IDHS receives consistent controls and measurement across channels.

Team Wipro provides Arkansas DHS the required outbound capacity through an automation-first
Verification & Outbound Contact Center Unit, staffed and trained for Arkansas-specific programs, scalable
through controlled surge mechanisms, enabled by the CSC System’s multi-modality capabilities, and
extensible to additional outbound contact forms with consistent governance, multilingual support, and
auditable tracking.

B. Describe your experience performing outbound verification activities. Describe other experience which
may be relevant to the Community Engagement Requirements.

Team Wipro will apply proven outbound outreach and documentation-verification experience to help
)Arkansas DHS execute the CSC’s outbound verification responsibilities, particularly those tied to Medicaid

Community Engagement, while maintaining DHS control over content, rules, and final determinations.

Relevant outbound verification experience

5 points
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Team Wipro has performed outbound calling and validation work in healthcare operations that combine
proactive outreach with disciplined documentation intake and verification, including member identification,)

document validation steps, and controlled uploads to close required actions.

Team Wipro has supported large-scale outreach and validation operations, including outreach to update
records and validate documentation, with documented outcomes such as 61,959 members supported (2024)
and 59,281 documents uploaded and validated in one such outreach/validation setting.

Team Wipro has executed structured “validate-then-upload” controls where teams confirm received
documentation meets defined guidelines before uploading into the system used for closure and recording
completion in tracking logs, supporting auditability and reducing rework.

Arkansas-specific approach for Community Engagement verification outreach

Team Wipro will execute DHS-directed outbound verification outreach to ARHome beneficiaries whose
status DHS could not verify automatically, using DHS-approved workflows to obtain documentation
needed to support a compliant/exempt/non-compliant status determination by DHS.

Team Wipro will operate outreach as a governed campaign where DHS reviews and approves outbound
recorded messages and communications parameters (frequency/duration/content) when DHS directs
automated outbound communications.

Team Wipro will incorporate beneficiary-friendly, plain-language campaign materials that explain the
verification process and will refresh campaign content at defined intervals based on DHS direction and
feedback, consistent with the RFP’s outreach expectations (e.g., brochures/flyers/infographics and periodic
campaign updates).

Community engagement practices that improve response rates

Team Wipro will reduce beneficiary friction by providing clear instructions on what documentation is
needed and how to respond, and by using DHS-approved communication methods to reach beneficiaries in

ways that support understanding and action.

Team Wipro will align outreach to the CSC’s broader purpose—delivering prompt, accurate, and consistent|
information and strengthening customer experience—so outbound verification interactions feel supportive
and service-oriented while still meeting verification objectives.

Controls, logging, and audit support

Team Wipro will maintain disciplined verification controls that track outreach attempts, documentation
receipt, validation completion, and disposition outcomes so DHS can see what was attempted, what was
received, and what remains pending—supporting program oversight where timely and accurate verification

is critical.

Team Wipro will support DHS decisioning by ensuring verification-support information and
documentation are captured and aligned to the State’s expected system-of-record approach for
determinations (ARIES), while keeping DHS as the final decision authority.
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C. Describe how you propose to fulfill the Community Engagement Requirements contemplated
by the RFP. What efforts can you perform that are ex parte? What will require manual or automated
outreach? How will the system be optimized?

Team Wipro proposes a structured, technology-enabled Community Engagement model that integrates
Wipro’s MCAID360 platform to support the Arkansas Department of Human Services (DHS). This
approach aligns with the layered operational expectations in the RFP and minimizes beneficiary burden
while ensuring timely and accurate compliance with ARHOME Community Engagement requirements.
IARIES remains the authoritative system of record for all eligibility and Community Engagement
determinations, while MCAID360 serves as the workflow, outreach, and verification engine used by CSC
agents and analysts.

IMCAID360 is Wipro’s proprietary verification and compliance platform originally engineered for
Medicare eligibility, documentation management, and engagement workflows. While its current production
use centers on Medicare, its configurable rules engine, automated outreach framework, and audit-ready
data model are well-suited to Medicaid Community Engagement workflows. This architecture allows
'Wipro to configure Arkansas-specific Community Engagement rules and ARHOME verification logic
without re-engineering the system—providing DHS with a proven, mature foundation that can be quickly
adapted to Medicaid needs.

Community Engagement Operating Model
Team Wipro administers Community Engagement activities through a three-layer model:

1. Ex Parte Verification (System-Driven)
2. Automated Outreach and Self-Service Engagement

3. Manual Outreach and Assisted Engagement

This structure ensures ex parte and automated processes occur first, with manual outreach used only when

necessary.
1. Ex Parte Community Engagement and Verification Activities

Ex parte verification is conducted within MCAID360 using State-approved data sources, without requiring
direct beneficiary contact. MCAID360’s Auto-Validation Engine and Work Requirement Tracking Engine:

o Ingest wage, income, and workforce participation data.

e Validate qualifying activities against Arkansas’ Community Engagement rules.
e C(Classify individuals as Compliant, Exempt, At Risk, or Pending Verification.

e Confirm employment, education, job training, or prior volunteer participation.
o Identify beneficiaries who meet requirements with no additional outreach.

e Prepare verified outcomes for ARIES.

These automated validations reduce unnecessary outreach and ensure timely monthly compliance
processing.

5 points
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IMCAID360 also supports ex parte “readiness activities” that improve engagement without initiating

contact:

e Analyzing inquiry trends, service gaps, and demographic patterns.

e Updating knowledge articles, scripts, FAQs, and self-service content based on CRM insights.
e Maintaining DHS-approved informational content on eligibility, renewals, and verification.

¢ Preparing multilingual templates, escalation logic, and outreach messaging.

¢ Recommending enhancements to IVR flows, website messaging, and correspondence timing.

These activities strengthen DHS’ outreach posture and improve the customer experience even before direct
engagement occurs.

2. Automated Outreach Activities

'When ex parte verification is insufficient, MCAID360 initiates automated outreach to support beneficiary
self-service resolution. Automated outreach helps beneficiaries complete monthly requirements while
reducing inbound call volume.

IAutomated outreach includes:

e Community Engagement reporting reminders
e Requests for missing documentation

e Compliance deadline notifications

e Appointment reminders

o Status updates and case notifications

MCAID360 supports multiple channels:

e SMS/text

e Email

e IVR automated calls
e Mobile alerts

e Printed notices

Beneficiaries may respond through the MCAID360 Member Portal to upload documents, report qualifying
activities, track submission status, and receive step-by-step guidance. All automated outreach responses
flow into the CSC system for tracking and follow-up. Automation is supplemented by fail-safe controls

including opt-out management, delivery monitoring, and escalation to manual handling.
3. Manual Outreach and Assisted Engagement

Manual outreach is performed when DHS policy, case complexity, or a beneficiary’s circumstances require
personalized support. All manual outreach is conducted by Wipro’s U.S.—based CSC agents and business
analysts using the MCAID360 Associate Portal.

Manual outreach is used to:

e Review documents requiring contextual human validation

e Assist with complex eligibility or Community Engagement questions
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e Follow up on unresponsive cases after automated outreach

¢ Support vulnerable populations or individuals with limited digital access or English proficiency
¢ Conduct outbound verification calls

e Address escalations, complaints, and appeals

CSC agents use the Associate Portal to review compliance status, access documentation history, contact
beneficiaries, record outreach outcomes, and escalate cases to DHS based on approved protocols. All
interactions are logged in MCAID360 for auditability and performance monitoring.

System Integration and Continuous Optimization

MCAID360 integrates with ARIES through the Connect360 layer, supporting secure batch and real-time
data exchange. MCAID360 also provides dashboards that give DHS visibility into:

e Compliance rates and trends

e Automated and manual outreach effectiveness

e Contact center performance

e Geographic and demographic engagement patterns

These analytics enable DHS and Wipro to continuously refine outreach strategies, IVR flows,
communication timing, and workflow designs. MCAID360’s configuration flexibility allows Community
Engagement rules and escalation paths to evolve as program needs change.

Conclusion

By combining a robust ex parte verification capability, intelligent automated outreach, and targeted manual
engagement, Team Wipro delivers a disciplined and scalable model for administering Community
Engagement requirements. MCAID360’s Medicare-proven verification architecture—adaptable for
Medicaid—paired with Wipro’s U.S.—based CSC workforce ensures accurate, efficient, and policy-aligned
Community Engagement operations for Arkansas DHS.

D. Describe the tools or system you propose to use to verify non-W2 or gig wages in

accordance with the RFP.

Team Wipro proposes to verify non-W2, gig, and other self-employment income through Wipro’s
MCAID360 platform, leveraging its Auto-Validation Engine and Work Requirement Tracking Engine to
support the Community Engagement requirements outlined in the RFP. MCAID360 provides a unified,
rules-driven, and fully auditable framework for validating diverse income streams using ex parte data,
automated verification logic, and U.S.—based CSC review processes when manual intervention is needed.

Automated Non-W2 and Gig Income Verification

IMCAID360 prioritizes ex parte income validation using trusted State-approved data sources before
requesting documentation from beneficiaries. The platform supports multiple non-traditional income types,

including:

e (Gig-economy earnings

5 points
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¢ 1099 contractor income

e Self-employment income (e.g., Schedule C)
e Independent contractor payments

o Employer attestations

e  Workforce program data

The Auto-Validation Engine applies Arkansas-specific Community Engagement rules and income
thresholds to determine whether non-W?2 earnings satisfy program requirements. When available data
confirms compliance, MCAID360 automatically records the determination and prepares the outcome for
submission to ARIES, avoiding unnecessary outreach to the beneficiary.

'Work Requirement Tracking Engine

MCAID360’s Work Requirement Tracking Engine provides continuous monitoring of income and activity
data to determine compliance over time. Key capabilities include:

e Ongoing evaluation of reported and ingested income

e Validation of earnings against Community Engagement thresholds

o Identification of beneficiaries at risk of non-compliance

¢ Dynamic status updates as new information becomes available

e Maintenance of a complete, audit-ready history of verifications and outcomes

This engine ensures that all income-related determinations follow consistent, transparent, and documented
processes aligned with DHS policy.

Beneficiary Self-Reporting via MCAID360

'When ex parte sources cannot fully validate non-W2 income, beneficiaries may upload supporting
documentation through the MCAID360 Member Portal. Supported documentation includes:

¢ Income statements

e Contractor invoices

¢ Employer attestations

e Self-employment records

e  Other DHS-approved proof of earnings

To accelerate processing, MCAID360 uses Al-enabled Optical Character Recognition (OCR) to extract
relevant data elements from uploaded documents and pre-populate verification workflows.

CSC-Assisted Verification and Case Review

Flagged or complex cases are routed to Team Wipro’s U.S.—based CSC agents and business analysts
through the MCAID360 Associate Portal. These staff members perform manual verification activities when

needed, including:

e Reviewing beneficiary-submitted income documentation
e Validating discrepancies identified by the rules engine
o Contacting beneficiaries for clarification or supplemental information

e Recording verification outcomes and decision rationales
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IAll actions performed by CSC agents are logged within MCAID360, ensuring full transparency,
auditability, and alignment with DHS requirements. This structured, human-in-the-loop model ensures
accurate determinations for cases requiring contextual review.

Conclusion

By combining automated ex parte income validation, intelligent document processing, continuous
rules-based monitoring, and U.S.—based CSC support, Team Wipro delivers a comprehensive and
compliant approach to verifying non-W2, gig, and self-employment income. MCAID360’s configurable
engines ensure Arkansas-specific rules are applied consistently and accurately, while providing the audit
trails, workflows, and transparency needed for effective administration of Community Engagement
requirements.

Engagement Requirements.

Team Wipro proposes to use key components of Wipro’s MCAID360 platform including the Work
Requirement Tracking Engine, Member Portal, and Associate Portal—to support the verification of
community service participation in alignment with Arkansas’ Community Engagement requirements.
IMCAID360 provides a configurable, rules-driven framework that supports multi-source validation,
beneficiary self-reporting, and structured CSC-assisted review, helping DHS administer the program
efficiently while maintaining appropriate oversight and decision authority.

Community Service Activity Tracking
IMCAID360 is designed to track a range of qualifying community service activities. These may include:

e Volunteer service

¢ Community service program participation

e Workforce development or job-readiness training

e Educational activities connected to employment

e (Caregiving responsibilities where permitted by DHS policy

The Work Requirement Tracking Engine evaluates reported activities against Arkansas’ Community
Engagement definitions and policy thresholds, helping identify activities that may satisfy monthly

compliance expectations.
Multi-Source Verification of Community Service

To support flexible and reliable validation, MCAID360 can incorporate information from multiple potential
data sources, including:

¢ Records from volunteer or community-based organizations
e Participation data from workforce or job-training programs
e Attestations from employers or supervising organizations

e Beneficiary-submitted activity logs or supporting documents

E. Describe your proposed system for verifying community service in accordance with the Community 5 points
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The platform’s Auto-Validation Engine applies configurable rules to review submitted information,
highlight incomplete or inconsistent data, and route cases for review when needed. This enables DHS to
benefit from a structured, transparent verification workflow while retaining full control over policy
interpretation.

Beneficiary Self-Reporting Through the Member Portal

'When community service participation must be self-reported, beneficiaries can use the MCAID360
Member Portal to:

¢ Report volunteer hours or qualifying activities

e Upload documentation or attestations

e Track verification status

e Receive reminders and prompts tied to reporting deadlines

IAutomated notifications, configured with DHS guidance, help ensure beneficiaries stay informed of what is
required and when documentation is due.

CSC-Assisted Verification and Case Review

Community service records that require additional attention are routed to Team Wipro’s U.S.—based CSC
staff through the MCAID360 Associate Portal. These agents support DHS by:

e Reviewing community service activity submissions

e Validating participation against DHS-defined criteria

¢ Contacting beneficiaries or organizations for clarification
e Documenting verification outcomes

o Escalating complex cases to DHS based on established protocols

IAll actions taken by CSC staff are logged within MCAID360 to support transparency, consistency, and
oversight.

Program Integrity and Audit Support
IMCAID360 maintains an auditable record of:

e Reported community service activities

e Data sources and documentation used

e Validation rules applied

¢ Outreach and follow-up actions

e Verification outcomes and decision history

These records support program integrity, quality assurance, appeals, and federal reporting obligations. Final
eligibility and Community Engagement determinations are always recorded within ARIES, ensuring DHS
maintains full authority over all program decisions.

Conclusion
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By combining MCAID360’s configurable verification engines with a disciplined, U.S.—based CSC review
framework, Team Wipro offers DHS a flexible and methodical approach to verifying community service
participation. The platform’s ability to support multi-source data, beneficiary self-reporting, targeted
manual review, and comprehensive audit logging enables DHS to administer Community Engagement
requirements with confidence, clarity, and operational efficiency—without overcommitting to any single
implementation pathway.

F. Describe how you will perform the Maternal Health outreach contemplated by the RFP.

Team Wipro will perform Maternal Health outreach in close alignment with the Arkansas Department of
Human Services (DHS) requirements by seamlessly continuing and enhancing the State’s existing
IARHOPE (Arkansas Healthy Outcomes and Pregnancy Education) outreach program. Team Wipro delivers
proactive, culturally appropriate, and timely education and support to pregnant women newly enrolled in
IArkansas Medicaid, with a primary focus on improving prenatal care engagement and maternal health
outcomes. The approach is fully integrated with Arkansas systems of record and coordinated with
IDHS-approved workflows to ensure consistency, accuracy, and compliance.

Identification of Eligible Participants

Team Wipro identifies eligible pregnant Medicaid beneficiaries through secure interfaces with the
IArkansas Medicaid Management Information System (MMIS/CORE), as defined by DHS. Team Wipro
ensures that all outreach targets are system-verified and current, enabling accurate, timely, and relevant
engagement from the start of enrollment. All identification and tracking activities are recorded in
IDHS-approved systems to support oversight and reporting.

Outbound Calling Campaign

Team Wipro executes a dedicated outbound calling campaign staffed with trained maternal health agents
and supported by real-time supervision and quality monitoring. Team Wipro will proactively contact newly

enrolled pregnant women to:

¢ Encourage timely prenatal appointments and ongoing prenatal care

e Assess whether the member has an established prenatal provider

e Offer assistance in locating in-network providers, including OB/GYNs, Certified Nurse Midwives
(CNMs), Advanced Practice Registered Nurses (APRNs), family physicians, and Federally
Qualified Health Centers (FQHCs)

e Provide education on recommended prenatal visit frequency and preventive care

Team Wipro will design call scripts in collaboration with DHS to ensure accuracy, clarity, and sensitivity,
while maintaining flexibility to address individual member needs. The outreach model will support both
outbound and inbound calls, allowing members to receive the same level of assistance when they contact
the CSC directly.

Multi-Channel Member Engagement

Team Wipro reinforces live outreach with structured, DHS-approved multi-channel communications to
sustain engagement throughout pregnancy. Team Wipro supports monthly text messaging campaigns for

newly enrolled pregnant members, in coordination with DHS, to deliver pregnancy-specific education,

5 points
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reminders, and benefit awareness messages. Topics include importance of prenatal care, covered services,
healthy behaviors, and available support resources.

Team Wipro will also coordinate the delivery of DHS-approved educational materials, including digital
toolkits and pregnancy education resources, to ensure members receive consistent, easy-to-understand
information aligned with Arkansas Medicaid programs. All outreach materials are accessible, written in
plain language, and available in DHS-approved languages.

Connection to Arkansas-Specific Support Services

Team Wipro educates members on available Arkansas Medicaid and community-based services that
support maternal health and well-being. We provide information and referrals, as appropriate, to
IDHS-supported programs and services, including non-emergency medical transportation, maternal mental
health screening resources, lactation support, community health workers, and other pregnancy-related
supports authorized by DHS.

'When members indicate unmet needs, Team Wipro facilitates warm handoffs or referrals using
IDHS-approved workflows to ensure continuity of care and reduce barriers to access.

Staffing, Training, and Quality Assurance

Team Wipro will staff the Maternal Health outreach program with agents trained specifically on Arkansas
Medicaid benefits, maternal health protocols, trauma-informed communication, and cultural sensitivity.
Team Wipro reinforces performance through ongoing coaching, quality assurance reviews, and supervisor
oversight to ensure outreach interactions remain accurate, empathetic, and outcomes-focused.

'We monitor call outcomes, member feedback, and engagement trends to continuously refine scripts,
training, and outreach strategies in collaboration with DHS.

Reporting and Continuous Improvement

Team Wipro captures and reports outreach activity, call outcomes, and engagement metrics in
DHS-approved formats and systems. Team Wipro supports DHS oversight by providing visibility into
outreach effectiveness and identifying opportunities for program enhancement. We periodically review
feedback and performance data with DHS to refine campaign materials and outreach methods in support of
improved maternal health outcomes across Arkansas.

E.10 CSC Expansion

35

A. Outline your approach for collaborating with DHS, and relevant divisions, to gather

information on CSC expansion activities. Detail any methodologies you plan to employ, as well as
an overarching timeline for division engagement.

Team Wipro’s approach to CSC expansion is grounded in close collaboration with Arkansas DHS and its
relevant divisions, ensuring that expansion activities are well-understood, methodically assessed, and
aligned with DHS priorities before implementation.
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Collaborative Expansion Discovery and Information Gathering

divisions. This process is designed to:

¢ Identify potential new programs, services, or call types for CSC inclusion

e Understand division specific business processes, policies, and service expectations
e Clarify operational readiness, system dependencies, and data access requirements
¢ Identify compliance, security, and reporting considerations unique to each division

Information is gathered through facilitated working sessions, documentation reviews, and operational
walkthroughs coordinated with DHS.

Expansion Assessment Methodology
The Contractor employs a consistent methodology to assess CSC expansion opportunities, including:

e Service Suitability Assessment
o Alignment with CSC service model
o Volume, complexity, and eligibility sensitivity
o Risk and escalation considerations
¢ Operational Impact Analysis
o Staffing and training implications
o Process changes and quality controls
o Technology and system access requirements
e Readiness and Phasing Evaluation
o Identification of prerequisites for CSC enablement
o Recommended sequencing and phasing
o Dependencies on DHS approvals or policy updates

Findings and recommendations are documented and reviewed with DHS prior to proceeding.
Governance-Led Decision Making
Expansion decisions are governed through DHS-established governance forums, ensuring that:

o DHS retains authority over scope, timing, and prioritization
o Expansion activities are aligned with State objectives
e Risks and impacts are reviewed transparently before execution

IDHS direction.
[Division Engagement Timeline (Illustrative)

The Contractor proposes an iterative engagement timeline, adjusted as needed based on DHS direction:

based on DHS direction, division readiness, and prioritization:

CSC expansion begins with a structured discovery process conducted jointly with DHS and participating

The Contractor supports DHS with analysis and recommendations but does not initiate expansion without

The Contractor proposes the following illustrative 10—16 week engagement cycle per division, adjustable

Wipro Technical Proposal

133




Phase Engagement Focus
1. Initiation Identify candidate divisions and services for expansion

2. Discovery
process walk-throughs

3. Assessment ) o )
staffing implications, and risks

training needs, and timeline

6. Execution i .
system updates, SOP alignment, go-live prep)

integration scope, and DHS prioritization.

Conduct division-level workshops, documentation review, and

Analyze suitability, operational readiness, technology impacts,

4. Review & Present findings, recommendations, and proposed phasing to DHS
Approval leadership

. Develop expansion enablement plans, transition approach,
5. Planning

Implement approved expansions under DHS oversight (training,

Estimated
Duration

1-2 weeks

2—4 weeks

2-3 weeks

1-2 weeks

2-3 weeks

4-6 weeks

Total Estimated Timeline per Division: 10—16 weeks, depending on program complexity, system

Develop expansion
enablement and
transition plans

Identify candidate
divisions and services
for expansion

Analyze suitability,
readiness, and impacts

[ w |

Phase
Phase : 3
Phase :

Phase : 2
Phase : 4
Phase : 6

Conduct division Present findings and
level workshops and recommendations to
information gathering DHS oversight

The Contractor proposes an iterative engagement timeline,
adjusted as needed based on DHS direction

Implement approved
expansions under DHS

Ongoing Collaboration and Refinement
CSC expansion is treated as a continuous, collaborative process. The Contractor:

e Maintains regular touchpoints with DHS and participating divisions
e Incorporates lessons learned from prior expansions
¢ Refines methodologies as CSC capabilities evolve

Outcome

This approach allows for controlled, phased CSC growth without disrupting existing operations.
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This collaborative, governance-driven approach ensures that CSC expansion activities are well-informed,
carefully assessed, and executed in alignment with DHS priorities, while preserving service quality,
compliance, and operational stability.

B. Provide your approach for identifying, designing, integrating, and implementing CSC
capabilities detailed in Table 2 of Section 2.3.2.1 which will be primarily state responsibilities at
launch. Provide a proposed schedule for the CSC’s incorporation of those capabilities and subject.

Approach for Incorporating Table 2 CSC Capabilities Post-Launch

The Team Wipro recognizes that the capabilities identified in Table 2 of Section 2.3.2.1 are primarily
State-owned and operated at CSC launch. The Contractor’s approach is therefore designed to support
IDHS-led readiness at launch, while providing a structured, collaborative framework for the future
incorporation of those capabilities into CSC operations, as directed by DHS.

Identification and Readiness Alignment (Pre-Launch / Launch Phase)
Prior to and at CSC Go-Live, the Team Wipro will work with DHS to:

¢ Confirm which Table 2 capabilities will remain State-operated at launch
e Understand policy, operational, system, and compliance constraints associated with each capability
e Document dependencies and prerequisites required for future CSC enablement

INo Table 2 capability will be transitioned to CSC operations without explicit DHS direction and approval.
[Design and Assessment Methodology

For Table 2 capabilities identified by DHS for future CSC incorporation, Team Wipro applies a consistent

assessment methodology, including:

e Operational Suitability Assessment
o Nature and complexity of inquiries
o Eligibility sensitivity and escalation requirements
o Alignment with CSC service model
e Process and Control Design
o Definition of CSC-appropriate workflows and escalation paths
o Quality, compliance, and audit control requirements
o Role clarity between CSC and State operations
e Technology and Access Evaluation
o System access prerequisites
o Data visibility and security considerations

o Reporting and monitoring needs
IAssessment outcomes are documented and reviewed with DHS prior to any design or build activities.

Integration and Implementation Approach
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Upon DHS approval, Table 2 capabilities are incorporated into CSC operations using a phased, controlled
approach, which may include:

e Development of CSC-specific procedures and scripts

e Targeted agent training and certification

e Controlled pilot or limited rollout

e Increased supervisory oversight during early enablement

This approach ensures service continuity and minimizes operational risk.
Governance and DHS Oversight
IAll Table 2 capability incorporation is governed through DHS-established forums, ensuring:

¢ DHS retains authority over scope, timing, and prioritization
¢ Expansion decisions are aligned with State objectives
¢ Risks and readiness are reviewed prior to implementation

Team Wipro provides analysis and execution support but does not independently initiate capability
transitions.

Proposed High-Level Schedule (With Estimated Durations)

The following illustrative 1628 week timeline outlines the incorporation process for Table 2 capabilities.
Final sequencing and duration will be refined based on DHS direction, complexity of each capability, and

system readiness.

Phase Timing (Estimated Duration) Key Activities

. . Focus on core CSC services and launch stability;
1. Stabilization = CSC Go-Live — +90 days .. ) . )
no Table 2 transitions occur during this period.

DHS-directed evaluation of selected Table 2
2. Assessment Weeks 1-4 post-stabilization  capabilities, including suitability, risk,
dependencies, and operational readiness.

Workflow design, SOPs, escalation paths, training

3. Design & 4-8 weeks (following DHS : ) )
. curriculum, system access planning, and reporting
Planning approval of assessment results)
needs.
4. Pilot 6—8 weeks (timing dependent on Limited rollout to a small agent group; increased
Enablement DHS prioritization) supervision; defect capture; DHS monitoring.
Broader CSC enablement, full staff training,
5. Full 4-8 weeks (after successful

. i performance monitoring, and steady-state
Incorporation pilot) .. .
transition under DHS oversight.

Total Estimated Timeline Per Capability: 16—28 weeks

(depending on complexity, policy requirements, and system integration needs)
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This phased approach allows DHS to sequence expansion based on readiness and priorities.

Timing

Stabilization

GSC Go Live ->
+90 days

Assessment

Poststabilization

e DHS directed
Key Activities Focus on core CSC Iualtlon of
services qf‘,d selected Table 2
launch stability

capabilities

Proposed High Level Schedule

Design & Pilot Full
Planning Enablement Incorporation
Following DHS Approved DHS Approved

Assessment

Workflow, training,  Limited rollout il (58
i enablement
and system with enhanced
readiness design oversight and steadystate
¢ g operations

Outcome

Through this collaborative, DHS-led, and phased approach, team Wipro ensures that Table 2 capabilities
are incorporated into CSC operations safely, deliberately, and in alignment with State priorities, without
creating risk at CSC launch or during early stabilization.

C. Propose a sequence and schedule for the incorporation of the expanded CSC duties discussed |5 points
in the previous prompt. Explain the rationale beyond the sequence and schedule.
Team Wipro proposes the following phased 16—28 week expansion cycle, subject to DHS direction,
priority, and readiness of specific Table 2 duties.
Timing (Estimated ..
Phase . Focus / Key Activities
Duration)
. ) Core CSC stabilization, performance monitoring,
Phase 1: Stabilization  Go-Live — +90 Days }
no new duties added.
Phase 2: Assessment & 4—6 weeks DHS-led selection of Table 2 duties; suitability,
Prioritization post-stabilization risk, dependency, and volume analysis.
Phase 3: Design & 6-8 k Workflow design, SOP creation, training plans,
—8 weeks
Readiness system access alignment, reporting design.
Limited rollout, enhanced supervision, QA
Phase 4: Pilot 6—8 weeks (as approved L. . P ) Q
monitoring, defect resolution, readiness
Enablement by DHS) o
validation.
Broader CSC enablement, full staff training,
Phase S: Full 4-6 weeks (after ) . .
. ) implementation of controls, and transition to
Incorporation successful pilot)
steady state.
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Total Estimated Timeline per Capability: 16—28 Weeks (depending on complexity, policy sensitivity,
and technical integration needs)

Stabilization Assessment & Design & Pilot Full
° Prioritization Readiness Enablement Incorporation
Timing (Relative . Following
Go Live to +90 days Poststabilization A — DHS Approved DHS Approved
Core CSC ini
“ n DHS led selection Process, training, Limited CSC Broader CSC
ki of Table 2 duties and system bl t responsibilit
stabilization design ezl bS Y
Proposed Expansion Sequence and Schedule

Phase 1 — Stabilization (Go Live to +90 Days)
Immediately following CSC Go Live, the Contractor’s focus is on:

e Stabilizing Table 1 core CSC services
e Ensuring service quality, compliance, and performance

e Avoiding operational risk by not introducing new responsibilities

Rationale: Early stabilization is critical to protect beneficiary experience and ensure CSC operational

maturity before expanding scope.
Phase 2 — Assessment and Prioritization
Once CSC operations are stable, the Contractor works with DHS to:

e Identify which Table 2 duties are candidates for CSC incorporation
e Assess suitability based on complexity, risk, and dependencies
e Prioritize duties based on DHS objectives and readiness

Rationale: Not all Table 2 duties are equally suitable for immediate CSC enablement; DHS-led

prioritization ensures informed, deliberate sequencing.
Phase 3 — Design and Readiness Preparation
For DHS-approved duties, the Contractor supports:

e (CSC-specific workflow and escalation design
e Training and certification planning

e System access, reporting, and control readiness
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Rationale: This phase ensures CSC readiness without prematurely assuming responsibilities or introducing
compliance risk.

Phase 4 — Pilot Enablement
Selected Table 2 duties may be enabled through:

e Limited or pilot CSC handling
e Increased supervisory oversight
¢ Enhanced quality monitoring

Rationale: A pilot approach allows validation of readiness and performance before broader incorporation.
Phase 5 — Full Incorporation
Following successful pilot outcomes and DHS approval:

e CSC assumes expanded duties as directed
e Operations transition to steady-state with standard governance and quality controls

Rationale: Full incorporation occurs only when DHS confirms readiness, minimizing risk and ensuring

continuity of service.
Overall Rationale for the Sequence and Schedule
This phased sequence is designed to:

e Preserve CSC Go-Live stability

e Respect State ownership of Table 2 duties at launch

e Enable controlled, evidence-based expansion

e Allow DHS to retain authority over scope, timing, and prioritization
e Reduce operational, compliance, and beneficiary experience risk

Outcome

Through this structured, DHS-led sequencing approach, expanded CSC duties are incorporated deliberately
and safely, ensuring that CSC growth supports DHS objectives while maintaining service quality and
operational integrity.

D. Confirm your ability to meet the expansion governance requirements defined in Section

2.3.5.2. Outline how you will approach the proposing and implementing expansion activities to
DHS, considering feedback implementation, testing, and training.

Team Wipro confirms our ability to fully comply with the expansion governance requirements defined in
Section 2.3.5.2 of the Solicitation and will not implement or support any expanded CSC duties without
prior, written authorization from Arkansas DHS.
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Expansion Proposal Development and Submission

For any proposed CSC expansion, Team Wipro will submit a formal, written expansion proposal to DHS in

accordance with Section 2.3.5.2. Each proposal will include, at a minimum:

e A clear description of the new topic(s) or beneficiary inquiry type(s) proposed for CSC handling
e Rationale for grouping multiple topics, if applicable

e Operational scope, assumptions, and dependencies

e Proposed cost, milestones, and success criteria

e Required process, system, training, and staffing changes

INo expansion activity will begin until DHS provides explicit written approval, including approval of the
associated budget.

DHS Review, Feedback, and Authorization
We recognize that:

e DHS may request clarifications, modifications, or additional documentation
e DHS may approve, reject, or postpone any expansion at its sole discretion
e Approval is effective only upon written authorization

Any preparatory work performed prior to approval will be at Team Wipro’s risk, consistent with Section
2.3.5.2 requirements.

Controlled Implementation Approach

Once DHS approval is received, Team Wipro will implement expansion activities using a controlled,
phased approach, including:

Design and Configuration

e CSC-specific workflows, scripts, and escalation paths
¢ System access configuration and reporting alignment

¢ Documentation of procedures historically performed by State staff, as required

Testing and Validation

e End-to-end scenario testing
e Validation of system access, logging, and reporting
e Readiness checks prior to production enablement

Training and Certification

e Targeted agent and supervisor training
e Certification prior to handling expanded duties
e Knowledge base updates and reference materials

Post-Implementation Monitoring and Feedback Incorporation
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Following implementation, Team Wipro will:

e  Monitor performance, quality, and compliance metrics
e Incorporate DHS feedback into process or training refinements
e Adjust workflows or controls as directed by DHS

Expansion activities will remain under enhanced oversight during early stabilization.
Documentation and State Ownership

All documentation created as part of expansion activities, including process documentation historically
managed by State staff, will be:

e Delivered to DHS
e Retained as State property
e Maintained in accordance with DHS standards and requirements

Result

Through strict adherence to Section 2.3.5.2, team Wipro ensures that CSC expansion is DHS-led, fully
governed, transparent, and auditable, with no assumption of responsibility beyond what is expressly
approved in writing.

E. Explain your proposed approach to testing and monitoring expansion elements of the CSC
system and how it will minimize disruption to the CSC operations. Your response should address
testing, reporting, and collaboration with DHS to ensure elements align

with the State’s vision.
Establishing a Structured, Low-Disruption Testing Framework

Team Wipro approaches the testing and monitoring of CSC expansion elements through a structured,
disciplined framework designed to protect ongoing operations while enabling DHS to safely introduce new
capabilities. Our methodology emphasizes controlled validation, clear communication, and transparent
alignment with DHS priorities. Expansion testing is conducted within isolated and pre-production
environments to ensure that new workflows, configurations, and integrations can be evaluated without
affecting day-to-day operations. Each expansion element—whether a new call type, workflow, integration
point, or CRM enhancement—is assessed individually and then validated in the broader end-to-end

workflow to ensure continuity, accuracy, and operational readiness.
Collaborative Planning and DHS-Aligned Test Design

Testing begins with collaborative refinement of acceptance criteria and use cases based on expansion
requirements reviewed with DHS and the relevant program divisions. Team Wipro works with DHS to
confirm expected user behaviors, routing rules, escalation paths, and compliance considerations so that test
scenarios reflect real CSC and DHS operations. These scenarios include both standard interactions and

edge cases that may surface during early adoption. By jointly validating the test scope, DHS maintains
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oversight and ensures that the expanded functionality aligns with the State’s vision for service quality,

accuracy, and user experience.
Multi-Layered Testing to Protect Production Stability

Expansion testing is executed through a multi-layered approach that includes component testing,
integration testing, workflow testing, and user acceptance validation. Component testing confirms that new
configurations, user permissions, and data mappings function as designed. Integration testing verifies
bi-directional data flow with ARIES, EMCI, Core, and other State systems, ensuring all updates adhere to
DHS standards for accuracy, identity matching, and case note synchronization. Workflow testing validates
that queues, routing rules, knowledge prompts, and agent workflows operate consistently across all entry
points. DHS-led UAT provides final confirmation that the expanded elements meet operational
expectations before any production deployment is considered.

Monitoring, Reporting, and Continuous Visibility for DHS

Throughout the expansion testing cycle, Team Wipro maintains comprehensive reporting dashboards and
readiness updates for DHS. These include issue logs, remediation status, test completion metrics,
traceability to expansion requirements, and any identified operational impacts. Findings are reviewed with
DHS stakeholders during scheduled touchpoints, ensuring full transparency into progress, risks, and next
steps. This continuous visibility enables DHS to make informed decisions regarding rollout timing,
phasing, and readiness, preserving control over every stage of expansion planning.

Controlled, Phased Deployment With Safeguards to Minimize Disruption

To minimize disruption to CSC operations, Team Wipro employs a phased deployment strategy that
introduces expansion elements only after jointly defined entry criteria are satisfied. Deployment is
coordinated through a structured release window that preserves system stability and adheres to DHS change
control processes. Low-risk items may be introduced as part of regular release cycles, while higher-impact
capabilities may be piloted with a limited user group before broader rollout. Monitoring tools observe
early-stage behavior, queue performance, and case handling patterns to ensure that expansion elements

perform as expected in live operations.
Post-Deployment Monitoring and Rapid Stabilization

Once expansion elements are introduced into production, Team Wipro provides targeted hypercare support
to monitor performance, user adoption, and operational behavior. Early interactions are reviewed for
accuracy, routing fidelity, knowledge usage, and escalation quality. Real-time insights help identify
training reinforcement needs or workflow refinements, enabling DHS and Wipro to make data-driven
adjustments without interrupting service. This structured stabilization period ensures that expanded
capabilities integrate smoothly into the existing CSC environment while maintaining service levels and
program integrity.

Conclusion

Through a structured, collaborative, and DHS-aligned testing and monitoring approach, Team Wipro
ensures that CSC expansion elements are validated thoroughly, deployed responsibly, and monitored

closely to avoid disruption to ongoing operations. By combining disciplined testing practices, transparent
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reporting, controlled rollout sequencing, and targeted stabilization support, we help DHS introduce new
capabilities with confidence, continuity, and alignment to the State’s long-term vision for the CSC.

F. Describe your approach to training CSC staff and DHS staff on CSC system additions during | 5 points
expansion. Your response should address training development methodology,

stakeholder engagement, and training schedules.

Team Wipro employs a structured, DHS-aligned training approach to ensure both CSC staff and DHS staff
are appropriately trained on CSC system additions introduced during approved expansion activities.
Training is designed to support operational readiness, compliance, and continuity, while respecting DHS
governance and decision authority.

Training Development Methodology
Training content for CSC system additions is developed using a standardized methodology that includes:

¢ Expansion-Specific Training Needs Assessment
o Review of DHS-approved expansion scope and responsibilities
o Identification of role-based training needs for CSC staff and DHS staff
o Clarification of system access, workflows, and escalation boundaries
e Role-Based Curriculum Design
o Separate learning paths for CSC agents, supervisors, and DHS users
o Focus on system functionality, process changes, and handoff points
o Emphasis on what CSC staff can handle independently versus when DHS involvement is
required
e DHS Review and Validation
o Training materials are reviewed with DHS prior to use
o Updates incorporated based on DHS feedback to ensure alignment with policy and
operational expectations

Stakeholder Engagement
Training development and delivery are conducted in close collaboration with DHS, including:

¢ Engagement with relevant DHS divisions sponsoring the expansion
e Coordination with DHS subject matter experts for content accuracy

e Alignment with DHS governance forums to confirm training readiness prior to enablement

This collaborative approach ensures shared understanding and consistent adoption across CSC and DHS
teams.

CSC Staff Training Approach

For CSC staff, training focuses on enabling safe, compliant handling of newly approved duties and
includes:

e Instructor-led or virtual training sessions
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e Scenario-based exercises aligned to CSC workflows
¢ System demonstrations and guided practice
o Certification or readiness confirmation prior to handling expanded duties

CSC staff are trained only after DHS approval and prior to production enablement.
DHS Staff Training Approach

For DHS staff, training is tailored to their oversight and operational interaction with CSC system additions
and may include:

¢ System orientation and visibility into CSC workflows
e Understanding of CSC escalation points and feedback loops
e Review of reporting, monitoring, and control features related to the expansion

DHS training is designed to complement existing DHS processes, not replace them.
Training Schedule (Illustrative)

Training activities follow a structured sequence aligned to expansion approval and implementation:

Phase Training Focus
Post-Approval Finalize training scope and materials

Deliver CSC staff training and
Pre-Enablement

certification
Pre-Go-Live Conduct DHS staff orientation
(Expansion) sessions
L Reinforcement training and
Early Stabilization i .
clarifications
. Refresher training as processes
Ongoing

evolve

Training schedules are adjusted as needed based on expansion complexity and DHS direction.
Continuous Improvement and Knowledge Maintenance
Following implementation, the Contractor:

e Incorporates DHS feedback into training updates
e Refreshes materials as CSC capabilities evolve
e Maintains knowledge assets to support ongoing staff readiness

Outcome

Through this structured, collaborative training approach, both CSC staff and DHS staff are prepared to
support CSC system additions effectively during expansion, ensuring operational readiness, compliance,
and alignment with DHS expectations.
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G. Prospective Contractors may propose additional CSC expansion services (i.e. services the
CSC can perform for customers) beyond those contemplated by Table 2. If proposing additional
CSC expansion services please indicate clearly what the services are, why they would be
beneficial in line with your proposed solution, how you propose to offer these services, and any
detail from previous implementations of these services

you are able to provide.

In addition to the CSC expansion services contemplated in Table 2 of Section 2.3.2.1, Team Wipro
proposes the following optional CSC expansion services for DHS consideration. These services are
designed to complement the State’s service delivery objectives, improve beneficiary experience, and reduce
operational burden on DHS divisions, while remaining subject to DHS approval under the expansion
governance process defined in Section 2.3.5.2.

Proactive Notification and Reminder Outreach
CSC-initiated outbound notifications (via phone, IVR, or digital channels) to remind beneficiaries of:

e Required documentation submissions
e Upcoming renewal or recertification deadlines
e Status changes requiring beneficiary action

‘Why This Is Beneficial

e Reduces inbound call volume driven by status confusion
e Improves compliance and timeliness

e Enhances beneficiary experience through timely communication
How the Service Would Be Offered

e Executed only with DHS-approved messaging, cadence, and contact rules
e Fully logged and auditable within the CSC system
e Integrated with existing CSC inbound handling and escalation processes

Team Wipro has implemented similar proactive outreach capabilities in state and healthcare contact centers

to reduce repeat calls and improve first-contact resolution without increasing staffing.
Document Intake Assistance and Status Guidance
CSC support to:

e Guide beneficiaries on acceptable document types
e Confirm receipt status

e Provide next-step guidance after submission
‘Why This Is Beneficial

e Reduces repeat contacts caused by uncertainty
e Improves document completeness and processing efficiency
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e Allows DHS staff to focus on adjudication rather than inquiry handling
How the Service Would Be Offered

e (CSC staff provide guidance only; DHS retains adjudication authority
e Document status visibility limited to DHS-approved access
e C(Clear escalation rules for exceptions

This model has been used in Medicaid and human services environments to improve processing throughput
while maintaining State control.

Expanded Self-Service and Assisted Digital Support
CSC support for beneficiaries navigating:

e  Online portals
e Self-service tools
e Digital status checks

‘Why This Is Beneficial

e Encourages digital adoption
e Reduces repetitive inbound calls
o Improves accessibility for beneficiaries needing assistance with self-service

How the Service Would Be Offered

e (CSC agents provide guided assistance, not system decision-making
o Integrated with IVR and digital channels

e Consistent with DHS accessibility and compliance standards

Team Wipro has supported digital enablement efforts in public sector and healthcare contact centers,
improving adoption without disrupting existing systems.

Governance and Implementation Approach
All additional CSC expansion services:

e Are optional and not assumed at launch

e  Will be proposed through formal expansion proposals per Section 2.3.5.2
e Will include scope, cost, milestones, testing, training, and success criteria
¢  Will not be implemented without explicit written DHS approval

Outcome

These optional expansion services provide DHS with flexible, proven levers to improve service delivery

and efficiency over time, while preserving State control, compliance, and governance.

E.11 Artificial Intelligence

10
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A. Describe your prior experience with designing, implementing, and managing artificial
intelligence functionality and tools on projects of a similar size and scope.

Team Wipro has significant experience designing, implementing, and managing artificial intelligence (Al)
solutions for large-scale healthcare customer service and Medicaid-aligned operations. Our Al capabilities
are delivered through Wipro WINGS, our enterprise Al and automation framework, and WEGA, Wipro’s
generative Al accelerator platform, both purpose-built to meet the needs of regulated healthcare

environments.

AI Design, Architecture, and Implementation Experience

Team Wipro has implemented Al-enabled solutions supporting high-volume contact centers with millions
of annual interactions and 24x7 availability. These solutions are designed to improve citizen access, reduce
wait times, and enhance agent productivity while maintaining strict compliance with healthcare privacy and

program rules.
Our Al architecture meets the needs of regulated healthcare environments and includes:

e Hybrid Al deployments leveraging cloud and on-premise infrastructure to balance cost, scalability,
and data security

e Retrieval-Augmented Generation (RAG) patterns to ensure accurate, policy-driven responses
grounded in Medicaid program rules and member data

e Built-in observability, audit logging, and governance aligned with HIPAA and CMS expectations

Relevant implementation use cases include:

e Al-powered virtual assistants and [IVR automation handling common Medicaid member inquiries

such as eligibility status, benefit information, payment confirmation, claim status, and general

program questions.
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¢ Omnichannel conversational Al (voice and chat) with intelligent routing to live agents for complex
or sensitive cases.

e Agent assist solutions that provide real-time, policy-driven responses and guided workflows to
customer service representatives, improving accuracy and first-call resolution.

o Intelligent intake and orchestration that standardizes interactions across channels and integrates
with Medicaid eligibility, enrollment, and claims systems.

e Healthcare-specific Al agents supporting claims adjudication, audits, and prior authorization.

These solutions leverage WEGA capabilities such as context-aware response generation, secure retrieval of
program rules and member data, and guardrails to prevent hallucinations and ensure consistent, auditable

responses.

B. Provide a high-level description of your proposed artificial intelligence implementation plan,
in line with the standards outlined in Section 2.3.2.3.3. Please include proposed Al innovations to
the CSC space to implement over the course of the contract, as well as how the artificial
intelligence lead outlined in Attachment I will carry out the implementation plan.

Team Wipro’s Artificial Intelligence (Al) Implementation Plan introduces Al into the Customer Service
Center (CSC) through a governed, phased, and outcomes-driven approach, aligned with DHS policies and
responsible Al standards. Al will be used to augment customer engagement and agent effectiveness, not
automated decision-making, with human oversight maintained throughout the contract.

Phase 1: Foundation and Assisted Engagement
At launch, Al will support customer interactions and frontline staff through:

e Al-powered Virtual Agents for self-service and triage of high-volume inquiries such as
eligibility, benefits, payments, and claim status.

e Al-assisted call routing to direct contacts to the appropriate queue or live agent.

e Agent Assist providing real-time guidance, policy-aligned prompts, and response suggestions.

¢ Conversational insights to analyze interactions and support continuous improvement.

Team Wipro will also deploy a Conversational Al Bot for outbound Maternal Care campaigns, with human
staff augmenting outreach. The Conversational Al Bot will initiate automated maternal wellness reminders
and education touchpoints, while human agents handle complex needs, escalations, or beneficiaries
requiring personalized support to ensure accuracy, empathy, and compliance.

Phase 2: Expanded Automation and Knowledge Enablement
As adoption matures, Al capabilities will expand to include:

e (Case and interaction summarization to reduce after-call work.

e Knowledge-based responses using DHS-approved content for accuracy and auditability.
e Proactive notifications and digital follow-ups to reduce repeat calls.

¢ Enhanced multilingual and accessibility support.

Phase 3: Optimization and Continuous Improvement
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In later phases, Al will be leveraged for:

e Trend-driven service optimization using interaction analytics.
e Predictive insights to anticipate service demand.
e Al-supported quality monitoring and compliance analytics.

Role of the Artificial Intelligence Lead

A dedicated Artificial Intelligence Lead will oversee execution of this plan and ensure alignment with
Section 2.3.2.3.3 standards. Responsibilities include:

e Governing Al design, deployment, and evolution in coordination with DHS stakeholders.
o Ensuring compliance, explainability, bias monitoring, and audit readiness.

e Managing phased rollout, performance metrics, and continuous improvement.

e Supporting change management, training, and transparent reporting.

This phased approach enables the State of Arkansas to responsibly adopt Al while improving citizen
experience, reducing operational burden, and preserving transparency and public trust.

E.12 Attachment [ — Key Personnel

25

A. Provide a draft or summary Staffing Management Plan which details how you will identify
and complete staffing requirements within the appropriate timeframe. This Plan should address the
Key Personnel requirements outlined in Attachment I and identify how the Contractor will ensure
appropriate staffing with expertise to meet the needs of DHS.

Team Wipro ensures that all Key Personnel roles identified by the Arkansas Department of Human
Services (DHS) in Attachment I are staffed with qualified, DHS-approved individuals within required
timeframes to support transition, go-live, steady-state operations, and ongoing governance of the Customer
Service Center (CSC). Team Wipro limits this plan exclusively to Key Personnel as defined by DHS and
treats these roles as mission-critical to contract success.

Key Personnel Identification and Qualification

Team Wipro identifies candidates for each DHS-defined Key Personnel role based on mandatory
qualifications outlined in Attachment I, including relevant leadership experience, public-sector and health
and human services domain expertise, and demonstrated capability to manage large-scale, regulated service
environments. Team Wipro ensures that each proposed Key Personnel candidate meets or exceeds DHS
requirements prior to submission.

Recruitment and Time-to-Fill Approach
The Contractor ensures timely staffing through a proactive recruitment and readiness model:

e Pre-identified candidate pools for Key Personnel and critical operational roles.
e Pre-screening for domain expertise, regulatory experience, and leadership capability.

e Background checks, credential verification, and security clearance processing prior to assignment.
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Standardized Key Personnel Profiles and DHS Approval

Team Wipro submits a complete and standardized Key Personnel Profile Summary for each proposed
individual, using an identical format and structure as required by DHS. Team Wipro obtains written DHS
approval before assigning any individual to a Key Personnel role and recognizes DHS authority to approve
or reject candidates. Team Wipro does not deploy any Key Personnel without DHS authorization.

Assignment, Stability, and Replacement Controls

Team Wipro assigns approved Key Personnel for the duration necessary to ensure continuity,
accountability, and operational stability. Team Wipro does not replace or reassign any DHS-approved Key
Personnel without prior written approval from DHS and provides advance notice, transition support, and
replacement profiles if a change becomes unavoidable. This approach ensures uninterrupted leadership and
governance for the CSC.

Onsite Presence and Arkansas Engagement

Team Wipro supports onsite presence for Key Personnel in Little Rock, Arkansas, as required by DHS
based on project phase, transition activities, governance needs, or operational oversight. Team Wipro aligns
onsite participation with DHS direction and ensures that Key Personnel remain accessible to DHS
stakeholders throughout the contract term.

Governance, Oversight, and Accountability

Team Wipro assigns clear authority and accountability to each Key Personnel role to support DHS
decision-making, escalation management, risk mitigation, and compliance oversight. Team Wipro ensures
that Key Personnel actively participate in DHS governance forums, reporting reviews, and performance
discussions to maintain alignment with DHS objectives and contractual requirements.

Continuity and Succession Planning for Key Personnel

Team Wipro maintains succession readiness for each Key Personnel role through documented knowledge
transfer, shadow resources, and transition plans that are pre-approved by DHS if invoked. Team Wipro uses|
this approach to mitigate risk while preserving DHS control over Key Personnel assignments.

Team Wipro’s Key Personnel Staffing Management approach fully complies with Attachment I
requirements by ensuring qualified candidate selection, DHS approval, controlled assignment, onsite
support in Arkansas, and continuity of leadership throughout the contract lifecycle. Team Wipro
demonstrates a disciplined, DHS-governed model that protects operational stability and accountability for
the Arkansas CSC.

B. Provide a list and description of Key Personnel that will be performing the services

rendered by this Contract. For each Key Person proposed, furnish a Key Personnel Profile
Summary as outlined in Attachment I.

Following is Team Wipro’s proposed Key Personnel:
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e Operations Manager — _
e Project Director — _

e Security Officer/Security Management and Assurance — _

e Operations and IT Support Manager — _

e (Call Center Manager (provider phone lines and MBSH) — _

e CSC Artificial Intelligence Lead — || | ||GzG

A1l detailed descriptions and Key Personnel Profile Summaries are in Attachment I.

C. Describe your overall staff management approach, including internal standards, policies and
procedures regarding hiring, professional development, and human resource management.

Team Wipro implements a disciplined, transparent, and DHS-aligned staff management approach for all
Key Personnel supporting the Arkansas Department of Human Services (DHS) Customer Service Center
(CSC). Our model combines rigorous hiring standards, structured professional development, documented
performance expectations, and proven human-resource management practices drawn from our Medicaid
and public-sector contact center operations.

Hiring and Staffing Governance for Key Personnel

Team Wipro applies DHS-approved hiring and replacement controls for all Key Personnel positions,
consistent with Attachment I. To ensure timely, qualified staffing, we incorporate specific staffing
mechanisms, including:

1. Pre-identified talent pools & Arkansas-specific recruiting channels

e Maintaining vetted candidate slates for each Key Personnel role (Project Director, Operations
Manager, Security Officer, etc.).

o Utilizing Arkansas-based recruitment channels, including ADWS, Arkansas JobLink, and
UAMS/UA Little Rock leadership programs for management-level candidates.

e Conducting role-specific technical screenings (e.g., ITIL knowledge for the Operations & IT
Support Manager; Al governance scenario evaluations for the CSC Al Lead).

2. Multi-stage candidate evaluation for leadership suitability
Candidate evaluations include:

e Scenario-based leadership assessments using Arkansas-specific CSC cases.
e Crisis-management simulation (e.g., handling a sudden call surge or outage affecting ARIES
connectivity).

e Verification of experience operating Medicaid or Health & Human Services contact centers.
3. State-mandated background check practices

Team Wipro performs all criminal background checks in accordance with Arkansas Code Annotated §
21-15-111, including:
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e Pre-employment screening
e Scheduled re-checks

e Documentation submission to DHS
4. Specific timelines for filling Key Personnel vacancies
Team Wipro commits to:

e Interim placement within 10 business days
e Permanent backfill within 60 business days, subject to DHS approval

e Vacancy notice to DHS within two business days
These commitments exceed typical industry standards and ensure uninterrupted leadership continuity.
Professional Development and Performance Management

Team Wipro invests in continuous development to ensure Key Personnel remain aligned with DHS
expectations and evolving CSC needs.

1. Arkansas-specific onboarding
IAll Key Personnel undergo a 10-day structured onboarding curriculum that includes:

e DHS division overviews (DCO, DMS, DAABHS, OIT, etc.)
o ARIES, CORE MMIS, and EMCI integration basics

o Arkansas Medicaid policy fundamentals

e DHS escalation protocol training

e (CSC governance forum participation expectations
2. Individual Development Plans (IDPs) with measurable milestones
Each Key Personnel role maintains an IDP covering:

o Quarterly performance targets tied to CSC KPIs
e Annual compliance training (HIPAA, security, accessibility, privacy)
o Leadership development workshops (e.g., conflict resolution, data-driven decision-making)

e Program-specific refreshers (renewal cycles, policy changes, audit readiness)
3. Structured performance evaluation cadence
Team Wipro evaluates Key Personnel through:

e Monthly performance check-ins

e Quarterly scorecard reviews with DHS
e  Metrics including:

Service stability

Staffing readiness
Compliance adherence

o O O O

Escalation resolution timeliness
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o Stakeholder satisfaction
This provides DHS with a transparent view of performance and accountability.
Human Resource Management and Compliance

Team Wipro adheres to established HR standards and DHS requirements to ensure safe, compliant
management of Key Personnel.

1. Role-based access and credential management

e Mandatory compliance attestations every six months.

e Annual security and privacy recertification.

e Close coordination with DHS for issuance, monitoring, and revocation of
“@dhs.arkansas.gov” credentials as appropriate.

2. Documentation and audit readiness
Team Wipro maintains:

e Personnel files (resumes, certifications, training records)
e Background check clearances
e DHS approval letters
o Role-based access logs
All documentation is available to DHS for spot audits or governance review.

3. Workforce oversight and HR governance procedures

e Adherence to Wipro’s Global Ethics and Compliance Framework
e Enforcement of confidentiality and conflict-of-interest rules
e Annual HR policy training for all Key Personnel

e Immediate reporting and escalation of HR-related incidents per DHS protocol
Leadership Continuity and DHS Partnership
Team Wipro promotes leadership stability through:

o Shadow resources for critical roles (e.g., Project Director, Operations Manager).
e Documented transition plans approved by DHS.

e Active participation in DHS governance forums, including:

Executive Steering Committee

Operations Review Meetings

Change Control Board (CCB)

Performance/QC reviews

o O O O

This ensures seamless alignment with DHS goals, strategies, and service expectations.

Team Wipro’s enhanced staffing management approach provides DHS with:
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e Highly qualified Key Personnel

¢ Governed and compliant hiring practices

e Arkansas-specific professional development
e Transparent performance management

e Reliable leadership continuity

This approach directly supports DHS’s need for experienced, stable, and accountable CSC leadership
throughout the contract.

D. Describe your process and methodology for retaining personnel and ensuring that Key
Personnel are consistently engaged on this contract. Please also discuss steps you plan to take to
minimize staff turnover.

Team Wipro retains personnel by combining disciplined governance, contract-specific engagement models,
and proactive workforce management practices tailored to the Arkansas Department of Human Services
(DHS) Customer Service Center (CSC). Team Wipro treats retention as an operational risk control, not an
HR afterthought, and embeds retention accountability within contract governance, performance
management, and leadership cadence.

Key Personnel Stability and Engagement

Team Wipro ensures consistent engagement of Key Personnel through contract-locked assignments, clearly
defined role charters, and DHS-aligned performance objectives. Team Wipro assigns Key Personnel
exclusively to this contract at committed allocation levels and restricts competing assignments that could
dilute focus or continuity. Team Wipro establishes written role expectations tied directly to CSC outcomes,

DHS service levels, and contractual milestones to maintain sustained leadership engagement.

Team Wipro conducts structured weekly and monthly leadership cadence reviews focused on operational
health, staffing stability, risk indicators, and DHS priorities. Team Wipro requires Key Personnel to
participate in DHS-requested governance forums, onsite or virtual, in accordance with State direction,

ensuring accessibility, responsiveness, and continuity of decision-making.

Team Wipro maintains succession readiness for all Key Personnel roles by identifying pre-qualified backup,
resources who meet or exceed the qualifications defined in Attachment I. Team Wipro documents
lknowledge transfer artifacts, transition checklists, and role-specific operating playbooks to ensure
continuity without service disruption.

Contract-Specific Retention Controls

Team Wipro applies enhanced retention controls for this Arkansas DHS contract due to the program’s
regulatory sensitivity, public-facing mission, and reliance on institutional knowledge. Team Wipro uses the
following contract-specific controls:

e Link Key Personnel performance evaluations and incentive eligibility to contract tenure, stability,
and DHS satisfaction measures.
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e Maintain direct executive oversight for all Key Personnel, ensuring rapid issue escalation and
timely resolution.

e Limit voluntary movement of Key Personnel by applying internal mobility gating during critical
contract phases such as go-live, peak enrollment, and major policy changes.

Team Wipro complies fully with DHS requirements for Key Personnel approval, notification of anticipated
vacancies, interim coverage, and replacement timelines, ensuring transparency and State control throughout
the contract lifecycle.

Team Wipro reinforces engagement through regular coaching, quality feedback, and performance
recognition tied to CSC metrics rather than generic contact center benchmarks. Team Wipro emphasizes
schedule stability, predictable work patterns, and transparent shift planning to reduce burnout and
absenteeism.

Turnover Prevention and Early Risk Detection

Team Wipro minimizes staff turnover by applying proactive monitoring and early intervention
mechanisms. Team Wipro tracks leading indicators such as absenteeism trends, schedule adherence
variance, quality consistency, and engagement survey feedback to identify attrition risk before it
materializes.

Team Wipro deploys targeted retention actions, including focused coaching, workload rebalancing,
refresher training, or leadership intervention, based on individual and team-level risk signals. Team Wipro
prioritizes retention of tenured staff during periods of policy change or volume volatility to preserve
institutional knowledge and service quality.

Recruitment and Replacement Readiness

Team Wipro maintains an Arkansas-ready recruiting pipeline to ensure rapid backfill capability when
needed. Team Wipro sources candidates familiar with public sector programs, Medicaid-adjacent services,
and regulated customer support environments. Team Wipro ensures all replacement personnel meet DHS

background check and eligibility requirements prior to deployment.

Team Wipro provides DHS with timely written notifications of anticipated Key Personnel vacancies,
weekly recruiting status updates, and qualified interim coverage in accordance with RFP requirements,
ensuring no leadership or operational gaps occur during transitions.

Continuous Improvement and DHS Alignment

Team Wipro reviews retention outcomes with DHS as part of ongoing governance, using staffing stability
metrics, tenure analysis, and root-cause insights to drive continuous improvement. Team Wipro adjusts
engagement and retention strategies as program needs evolve, ensuring long-term workforce stability and
consistent service delivery to Arkansas residents.

E. Describe the locations where you propose to perform work associated with this RFP. Indicate
the site(s) from which you will perform the relevant tasks identified in this RFP. If the site(s) for a

specific task change during the contract term, provide a timeline reflecting where the task will be
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performed during each period.

Team Wipro performs all work associated with this RFP exclusively from onshore locations within the
[United States. This approach ensures compliance with Arkansas DHS expectations, federal and State
security requirements, and all contract-required hosting, staffing, and oversight standards.

Primary Onshore Delivery Locations

Team Wipro performs all Customer Service Center (CSC) functions from secure, U.S.—based delivery
centers. These locations serve as the sole execution sites for the tasks identified in this RFP, including but
not limited to:

e Inbound and outbound CSC operations, including beneficiary assistance, eligibility support,
verification activities, and program-specific inquiries

e Supervisory oversight, quality assurance, and performance management

o Workforce management activities, including forecasting, scheduling, and real-time monitoring

e Reporting, analytics, and management information system (MIS) support

e Program governance, DHS coordination, and executive oversight

e (CSC system administration, application support, and operational monitoring

Team Wipro staffs these onshore locations with trained agents, supervisors, quality analysts, workforce
management professionals, technical specialists, and program leadership to ensure accountability,
transparency, and timely responsiveness to DHS.

Technology Hosting and System Access

Team Wipro hosts and supports CSC systems using DHS-approved, U.S.—based hosting environments that
comply with applicable federal and Arkansas security requirements. Team Wipro restricts system access to
authorized onshore personnel only and maintains audit trails, monitoring controls, and DHS-defined

role-based access permissions.
Task-to-Location Alignment
Team Wipro performs all tasks identified in this RFP from onshore U.S. locations, including:

o Customer interactions and outbound verification activities

e  Workforce management and performance reporting

¢ Quality monitoring, training, and coaching

e Application support, system configuration, and operational support

e Program management, governance, and DHS engagement

INo tasks are performed from offshore or non-U.S. locations.
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Onshore Location Changes and Transition Timeline

Team Wipro does not anticipate changes to the proposed onshore delivery locations during the contract
term. If a change in onshore location becomes necessary due to program expansion, capacity requirements,
continuity planning, or DHS-directed needs, Team Wipro will adhere to the following approach:

e Team Wipro will provide a minimum of thirty (30) days’ advance notice to DHS

e Team Wipro will perform the work only from an alternate onshore U.S. location

e Team Wipro will submit a detailed transition plan outlining affected tasks, timelines, staffing, and
controls

e Team Wipro will obtain prior written approval from DHS before executing any location change

e Team Wipro will ensure uninterrupted service delivery and continued compliance with all security,
privacy, and performance requirements during the transition

Team Wipro will document all approved location changes and associated timelines in coordination with
DHS and will not implement any changes without DHS authorization.

E.13 Attachment N - Requirements

100

A. The Respondent shall indicate if each requirement in Attachment N, category Business Continuity can
be met and how.

Team Wipro obtains DHS approval prior to any emergency declaration and submits DHS-reviewed
Business Continuity and Disaster Recovery plans for approval before execution. Team Wipro operates
under DHS-defined governance and activates recovery actions only after DHS authorization.

Requirement: Documented Business Continuity and Disaster Recovery plans.
Team Wipro maintains formal, DHS-aligned BC and DR plans covering people, process, technology,
facilities, and third-party dependencies. Team Wipro reviews and updates plans annually and upon

material change, and incorporates Arkansas-specific operational scenarios impacting DHS services.

Requirement: Recovery objectives and data protection.
Team Wipro meets DHS-required recovery objectives with a 4-hour Recovery Time Objective and 1-hour|
Recovery Point Objective. Team Wipro executes daily backups (Monday—Saturday) and weekly full

backups, with secure storage and regular validation to protect DHS data integrity and availability.

Requirement: Incident classification, response, and restoration SLAs.

Team Wipro classifies incidents by severity and restores services within DHS-approved SLAs (Critical: 8
hours; High: 24 hours; Medium: 3 days; Low: 15 days). Team Wipro provides timely notifications, status
updates, and service restoration tracking until closure.

Requirement: Communication, reporting, and root cause analysis.

Team Wipro provides DHS with structured incident communications, including initial notification,
periodic updates, and formal Root Cause Analysis within DHS-defined timeframes (initial findings within|
24 hours and final RCA within 72 hours). Team Wipro documents corrective and preventive actions and
tracks completion.
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Requirement: Testing and validation.
Team Wipro conducts annual BC/DR tests and tabletop exercises, documents results, and remediates
gaps. Team Wipro shares test outcomes and improvement actions with DHS for review and approval.

Requirement: Monitoring and audit readiness.

Team Wipro implements proactive monitoring, maintains audit-ready evidence, and supports DHS
reviews. Team Wipro preserves logs, test artifacts, and approvals to demonstrate continuous compliance
with Business Continuity requirements.

B. The Respondent shall indicate if each requirement in Attachment N, category Change Management
can be met and how.

Team Wipro meets all Change Management requirements in Attachment N and executes a disciplined,
DHS-aligned change governance model that ensures control, transparency, timeliness, and audit readiness
for the Arkansas Customer Service Center (CSC).

Change Request Governance and Required Attributes

Team Wipro submits all Change Requests through the DHS-approved Change Management Plan and
workflow. Each Change Request includes all DHS-required attributes: DHS-assigned priority; initiation
indicator; objectives and outcomes; impact assessment; budgeted time and materials; detailed work plan
with schedule, deliverables, and named resources; baseline configuration changes; test and training plans;
written summary; modifications to project baselines; complete testing documentation; document updates
with clearly identified changes and dates; and explicit conveyance statements. Team Wipro enforces
Change Control Board governance and maintains a complete audit trail from request through closure.

Documentation for Approved Changes

Team Wipro provides DHS, upon request, a complete and auditable documentation package for every
approved change, including the written summary, baseline and environment impacts, full test evidence
(plans, steps, regression, and final results), and clearly versioned technical, operational, support, and
training documentation. Team Wipro delivers documentation in a consistent, review-ready format to
reduce DHS review effort.

Milestone Achievement and Acceptance

Team Wipro plans, baselines, and delivers all milestones per the DHS-approved Work Breakdown
Structure (WBS). Team Wipro controls any schedule changes through the DHS change request process
and secures written DHS acceptance for each milestone, maintaining a complete record of submissions,

reviews, and approvals.
Timely Completion and Cost Exception Control

Team Wipro completes every approved change by the DHS-approved completion date. When detailed
analysis indicates an estimate will exceed twenty percent (20%), Team Wipro submits a written cost
exception request with justification and options for DHS decision. Team Wipro proactively manages risk
and variance to protect Arkansas timelines and budget predictability.
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Evaluation and Return of Change Requests

Upon DHS request, Team Wipro evaluates change requests and returns a complete package that includes
the proposed schedule, pricing estimates, and all business and technical impacts, including computing
environments. Team Wipro provides decision-ready options so DHS can approve, defer, or reject changes
with full visibility.

Implementation, Testing, Documentation, and Training

Upon DHS approval, Team Wipro develops, configures, integrates, and tests each approved change using
controlled release practices. Team Wipro updates all technical, operational, and support documentation
and delivers role-based end-user training so changes are usable on Day One and support teams are fully
enabled.

Participation in Change Evaluation

Team Wipro actively participates in the evaluation of all proposed change requests as required by the
DHS process. Team Wipro performs structured impact analysis and supports DHS decision forums with
clear recommendations, risks, and acceptance criteria.

Reference Data Changes

Team Wipro processes all DHS-directed reference data change requests through the approved change
lifecycle, maintaining prioritization, traceability, validation, and documentation. Team Wipro ensures
reference data updates are controlled, auditable, and operationally safe for Arkansas CSC operations.

Change Prioritization Meetings

Team Wipro participates in DHS change management meetings to prioritize State-approved change
requests. Team Wipro prepares decision-ready packets, captures outcomes, updates schedules, and tracks

execution so prioritization decisions translate directly into controlled delivery.

C. The Respondent shall indicate if each requirement in Attachment N, category Certification can be met | 5 points
and how.

Federal Certification (Initial and Ongoing)

Team Wipro achieves and maintains federal certification for each CSC System module retroactive to the
first day of operations and continuously throughout the Contract term. Team Wipro governs certification
as a lifecycle obligation aligned to CMS standards and applicable federal requirements, ensuring
Arkansas DHS remains eligible for maximum allowable Federal Financial Participation (FFP) and
Federal Medical Assistance Percentage (FMAP). Team Wipro proactively monitors and implements new
or modified federal standards to preserve uninterrupted certification and funding eligibility.

Certification Readiness Meetings
Team Wipro completes all CMS Certification Readiness meetings, including preparation, facilitation, and

structured follow-up. Team Wipro manages certification readiness through a disciplined cadence,
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documents CMS and DHS comments, and tracks all action items to closure to protect Arkansas DHS

certification timelines.
Pre-Certification and Operational Readiness Review (ORR)

Team Wipro participates in all CMS Pre-Certification and ORR meetings and calls and supports Arkansas
DHS through readiness validation, issue resolution, and certification-related follow-ups. Team Wipro
prepares DHS-ready ORR evidence packages and maintains a consolidated action and decision log to
ensure audit-ready execution.

CMS Certification Visit

Team Wipro supports and participates in all CMS certification visits, including planning, demonstrations,
evidence walkthroughs, and post-visit follow-up. Team Wipro coordinates certification activities
end-to-end, ensuring DHS receives complete, organized, and review-ready certification artifacts aligned
to CMS expectations.

Post-Certification Documentation Updates

Team Wipro delivers updated CSC System documentation within twenty (20) business days following
completion of any CMS certification review. Team Wipro incorporates all CMS and DHS feedback,
maintains version control and traceability, and submits approval-ready documentation packages to
support timely certification closure.

Continuous Certifiability and Attestation

Team Wipro ensures CSC System features and functionality remain certifiable and attestable throughout
the product lifecycle, including after any state or federally mandated changes. Team Wipro evaluates all
approved enhancements for certification impact, updates certification artifacts accordingly, and provides

formal attestations confirming ongoing compliance.
Support for Future Certification Efforts

Team Wipro supports future certification efforts by producing reports, analyzing samples, delivering
walkthroughs and demonstrations, and providing complete CSC System documentation to DHS and
CMS. Team Wipro standardizes certification support into repeatable, audit-ready evidence packages to

accelerate future CMS reviews.
Sustaining 75% Federal Funding Match

Team Wipro maintains continued compliance with federal certification requirements supporting the 75%
match for CSC System operations under Chapter 11 of the State Medicaid Manual. Team Wipro governs
changes through certification impact review to protect Arkansas DHS funding eligibility and audit

readiness.
Certifiable Criteria and Functional Equivalence

Team Wipro assumes full responsibility for identifying and satisfying all certifiable criteria,

documentation, data, and evidence requested by CMS and DHS. Team Wipro demonstrates functional
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equivalence through structured evidence, scenario-based demonstrations, and documented outcomes that
meet CMS expectations.

D. The Respondent shall indicate if each requirement in Attachment N, category Contract Management
can be met and how.

Team Wipro fully meets all Contract Management requirements for the Arkansas Department of Human
Services (DHS) and operationalizes them through disciplined governance, DHS-controlled approvals, and
audit-ready execution from contract commencement through closeout.

Publicity, Branding, and Communications Control

Team Wipro routes all contract-related publicity through a single, DHS-approved workflow and obtains
prior written DHS approval before any release or use of DHS branding. Team Wipro applies
DHS-specified sponsorship language consistently and maintains an approval log to protect DHS brand
integrity and prevent unauthorized disclosures.

Operational Compliance and Collaboration Enablement

Team Wipro secures all DHS-owned assets and project deliverables, maintains confidentiality at all
times, complies with applicable federal and Arkansas statutes, and provides secure collaboration and
unified communications tools to enable efficient DHS and CSC operations without disruption.

Deliverables Schedule Adherence

Team Wipro delivers all contract deliverables strictly in accordance with the DHS-approved Deliverables
Schedule. Team Wipro baselines deliverables, applies internal quality gates before submission, tracks
review/acceptance, and escalates risks early to prevent schedule slippage while preserving a complete
audit trail.

Risk Management and Timely Mitigation

Team Wipro identifies, assesses, and manages project risks continuously and submits a documented Risk
Mitigation Plan to DHS within five (5) calendar days of identifying any High or Critical risk. Team
Wipro assigns owners, defines preventive and contingency actions, and reports status through DHS

governance until closure.
Issue Management and Rapid Resolution

Team Wipro submits documented mitigation plans within three (3) business days for Critical issues and
within five (5) business days for High issues, following DHS severity determination. Team Wipro
executes mitigation actions under named ownership, validates resolution with evidence, and implements

preventive controls to avoid recurrence.
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Project Records Retention and Access

Team Wipro maintains complete, indexed project records and provides requested records to DHS and
authorized oversight entities within three (3) business days (or as mutually agreed). Team Wipro ensures
role-based access, preserves audit trails, and supports ad hoc reviews to meet Arkansas oversight and
audit requirements.

Assets Inventory and Contract Closeout Readiness

Team Wipro provides a complete inventory of all software and assets at contract execution, annually, and
upon any CSC System configuration change, clearly identifying items that convey and do not convey at

closeout. Team Wipro documents justifications for non-conveying items for DHS/CMS review, maintains
version and lifecycle visibility, and keeps the inventory continuously current to ensure closeout readiness.

Value Beyond Compliance

Team Wipro exceeds Contract Management requirements at no additional cost by delivering standardized
approval workflows, proactive risk and issue governance, audit-ready records, and closeout-focused asset
controls—reducing DHS administrative burden while strengthening transparency, accountability, and
contract performance for Arkansas DHS.

E. The Respondent shall indicate if each requirement in Attachment N, category Customer Service can be

met and how.
Average Speed of Answer

Team Wipro meets the Arkansas DHS requirement to maintain a monthly average speed to answer of no
more than 150 seconds across all calls. Team Wipro designs staffing models using Arkansas program
demand patterns (Medicaid, SNAP, TEA) and converts forecasts into interval-level schedules that protect
responsiveness. Team Wipro applies real-time queue monitoring with early-warning thresholds and
executes intraday controls (skill rebalancing, overflow activation, and temporary task deferral) to prevent
sustained wait times. Team Wipro reports ASA using DHS-aligned definitions and provides transparent
monthly performance evidence. Team Wipro exceeds expectations by operating to internal buffers below
the contractual limit and by using proactive intraday reforecasting and overflow playbooks to stabilize

performance during predictable surges without additional cost to DHS.
Service Level

Team Wipro meets the requirement that at least 80% of calls are answered within 60 seconds each month.
Team Wipro employs skills-based routing, intent-driven call flows, and cross-trained agent pools to
reduce misroutes and accelerate answer times. Team Wipro actively manages adherence and shrinkage
through real time analysts and supervisor floor controls so corrective actions occur within minutes, not
hours. Team Wipro provides DHS ready reporting and corrective action plans for any variance. Team
Wipro exceeds expectations by adding virtual hold/callback options, priority routing for high impact
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inquiries, and continuous call driver tuning to sustain 80/60 performance during peak periods at no
additional cost.

Abandonment

Team Wipro meets Arkansas DHS abandonment standards and measures abandonment exactly as
defined, excluding calls abandoned within 15 seconds after IVR completion. Team Wipro configures
telephony reporting to enforce the State’s calculation logic and validates it during implementation. Team
Wipro prevents abandonment through interval level forecasting, intraday staffing controls, and rapid
mitigations such as skill rebalancing, supervisor call taking, and overflow activation. Team Wipro
provides weekly and monthly transparency with early risk alerts and documented corrective actions.
Team Wipro exceeds expectations by operating below contractual thresholds, automating the State
defined exclusion logic, and using customer friendly callback options to reduce wait frustration, without
added fees.

Customer Satisfaction Survey

Team Wipro designs and administers a participant-friendly satisfaction survey using a one-to-five scale
and manages performance to achieve a monthly average of at least 90% scoring 4/5 or higher. Team
Wipro deploys surveys immediately post-interaction across voice and digital channels to maximize
response quality and representativeness. Team Wipro monitors results continuously, conducts root-cause
analysis when trends soften, and executes targeted coaching, knowledge updates, and process fixes. Team
Wipro provides Arkansas DHS with clear monthly dashboards showing distributions, drivers, actions, and|
outcomes. Team Wipro exceeds expectations by operating a closed-loop “listen—analyze—act—verify”
program that sustains high satisfaction while reducing repeat contacts, delivered as part of standard

operations at no additional cost.
Overall Scoring Alignment

Team Wipro demonstrates clear compliance, Arkansas-specific execution, measurable controls,
transparent reporting, and value-add practices that exceed minimum requirements without additional cost
to DHS.

F. The Respondent shall indicate if each requirement in Attachment N, category Defect Management can

be met and how.

Team Wipro fully meets all Defect Management requirements in Attachment N and implements a
DHS-controlled, audit-ready defect lifecycle that ensures rapid notification, DHS-approved remediation,
transparent governance, and continuous quality improvement for the Arkansas Customer Service Center
(CSO).

Critical Defect Notification

Team Wipro notifies Arkansas DHS of all Priority 1 (Critical) defects within one (1) hour of
identification. Team Wipro classifies defects using DHS severity and priority definitions and recognizes

DHS’s authority over final determinations. Team Wipro executes a standardized detection, triage, and
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notification workflow that provides DHS with a defect reference ID, impacted services, initial impact

assessment, and next update timeline within the required window.
Temporary Workarounds

Team Wipro provides DHS-approved temporary workarounds to maintain service continuity until the
defect is permanently cured. Team Wipro documents each workaround, approval, validation outcome,
and retirement step in the defect record and knowledge repository, ensuring traceability and operational
consistency across CSC operations.

DHS Approval and Acceptance

Team Wipro obtains DHS approval before proceeding with any defect resolution and secures DHS
sign-off upon verified resolution. Team Wipro presents the remediation approach, schedules the fix based
on DHS priorities, validates outcomes with documented evidence, and closes defects only after DHS
acceptance is recorded.

Defect Identification and Problem Resolution Support

Team Wipro provides complete defect support artifacts, including problem description and root cause,
impacted CSC business processes and system interfaces, resolution plan with assigned resources, and an
implementation schedule. Team Wipro performs structured root cause analysis and documents preventive
actions to reduce recurrence and strengthen system stability.

Weekly Defect Review Meetings

Team Wipro conducts weekly defect review meetings with Arkansas DHS (unless DHS approves an
alternate cadence) to review defect priorities, status, and resolution schedules. Team Wipro prepares a
consolidated defect register, facilitates decision-focused discussions, captures DHS direction, and

distributes a documented summary within one business day.
Emergency Exception Releases

Team Wipro executes emergency (“exception”) releases outside scheduled release windows, upon written
approval from the DHS Contract Administrator, to remediate Critical defects that cannot wait for the next
planned release. Team Wipro applies controlled deployment, targeted testing, documented rollback

readiness, and post-implementation validation to protect CSC availability and compliance.
Defects Do Not Expire (Full-Term Warranty)

Team Wipro agrees that defects do not expire and corrects all defects identified at any time during the
Contract period, including post-acceptance, at no additional cost to Arkansas DHS. Team Wipro
maintains a full-term warranty for the CSC System and absorbs all labor, testing, deployment, and
documentation costs associated with defect remediation.

Team Wipro’s Defect Management approach delivers disciplined governance, DHS-controlled approvals,
rapid response, and continuous improvement, ensuring CSC stability, compliance, and uninterrupted
service to Arkansas residents throughout the Contract term.
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G. The Respondent shall indicate if each requirement in Attachment N, category Documentation
Management can be met and how.

5 points

Team Wipro meets all Documentation Management requirements on Day One and maintains a controlled,
auditable documentation lifecycle aligned to Arkansas Department of Human Services (DHS) standards
and approval processes.

Compliance and Timeliness

Team Wipro updates all CSC system, operational, training, and technical documentation whenever
DHS-approved modifications are implemented after initial delivery. Team Wipro submits updated
documentation to Arkansas DHS within twenty (20) calendar days of DHS’s final approval to implement
the modification. This ensures DHS staff and CSC agents always operate from current, approved
materials.

Quality Standards and DHS Acceptance

Team Wipro enforces DHS documentation standards through an internal quality review prior to
submission. When DHS identifies documentation that does not meet required standards, Team Wipro
corrects and resubmits the documentation within fifteen (15) calendar days of the initial electronic
transmittal. Team Wipro treats DHS feedback as mandatory acceptance criteria and closes documentation
updates only after DHS approval is received.

Scope of Documentation Maintained

Team Wipro updates all impacted documentation types, including system design artifacts, configuration
specifications, operational procedures, runbooks, training materials, knowledge articles, and user guides.
Team Wipro ensures documentation changes clearly reflect the approved modification, impacted sections,
and effective dates.

Version Control, Traceability, and Audit Readiness

Team Wipro manages documentation using version control, change logs, and approval records so
Arkansas DHS has continuous access to the most current, approved artifacts. Each submission includes
clear identification of what changed and why, supporting audit readiness and operational continuity.

Governance and Ongoing Management

Team Wipro integrates documentation updates into standard change execution and project governance,
ensuring documentation remains synchronized with system configuration, CSC workflows, and
operational practices throughout the contract term.

Team Wipro exceeds requirements by embedding documentation maintenance into baseline delivery,
accelerating internal review cycles, and providing DHS-ready resubmissions without change orders. This
approach reduces stabilization risk after modifications, improves audit readiness, and minimizes
administrative burden for Arkansas DHS, at no additional cost.
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H. The Respondent shall indicate if each requirement in Attachment N, category Data
Management/Governance can be met and how.

Response —

Team Wipro meets all Data Management and Governance requirements in Attachment N and
operationalizes them using a combination of enterprise-grade tools, automation, security frameworks, and
DHS-aligned processes. The following enhancements add the explicit “how,” including named systems
and technologies.

Record Retention — HOW Wipro Meets This Requirement (with tools)

Team Wipro complies with Arkansas DHS retention requirements using enterprise content and records
management platforms such as:

e Microsoft SharePoint Online (DHS-approved repositories)

e  Wipro e-Governance Records Vault (audit-ready, long-term archival)
e Azure Blob Storage with immutable storage policies

e Legal Hold Manager (automated hold enforcement)

How we do it:

e Apply retention schedules and metadata tagging to all records.

e Enforce immutable storage and WORM (Write Once Read Many) retention for PHI.
e Maintain role-based access control (RBAC) and encryption using Azure Key Vault.
e Maintain audit-ready logs using Microsoft Purview / Azure Monitor.

e Require subcontractors to store PHI in the same DHS-approved repositories with identical retention|

configurations.
This ensures DHS-aligned, consistent, and verifiable retention across all CSC data.
Data Management Strategy (Integrity, Availability, Authenticity, Security)

Data Integrity (tools and controls)

e Immutable audit logging via Azure Monitor, Log Analytics, and SIEM/SOC tooling.
e Controlled versioning using SharePoint and Git-based repositories for configuration elements.
e Dual-authorization changes via ITSM/ServiceNow Change Management (maker—checker model).

Data Availability

High-availability cloud architecture on Azure with:

e Availability Zones,

e Automatic failover,

e Geo-redundant storage (GRS),

e Azure Load Balancer + Azure Front Door for routing.

5 points
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Data Authenticity

e MFA enforced through Azure Active Directory / Entra ID.
e Transaction-level audit trails captured in Application Insights and D365 Audit Logs.
o Identity confirmation integrated with DHS IAM/Federation services.

Data Security

e Encryption at rest using AES-256; encryption in transit using TLS 1.2+.

e Continuous threat monitoring via Microsoft Defender for Cloud and Sentinel SIEM.

e Automated vulnerability scanning with Qualys / Tenable.

e Incident response aligned to DHS requirements using Wipro’s CyberSecurity Incident
Management Platform.

Operational Data Refresh Standards — HOW (Tools & Automation)

Team Wipro completes nightly and weekend refresh cycles using:

e Azure Data Factory (ADF) for automated orchestration

e Dependency-aware scheduling via ADF pipelines

e Automated integrity checks using PowerShell runbooks and ADF validation activities
e Real-time monitoring via Azure Monitor Alerts

Refreshes include:

e Schema validation

e Row count checks

e Reconciliation against prior snapshots

e Automated exception tickets created in ServiceNow

MITA-Compliant SOA Design

Team Wipro implements MITA-aligned architecture using:

e REST-based microservices

e Azure APl Management for versioning, throttling, caching

e Enterprise Service Bus (ESB) patterns where appropriate

e Domain-driven design (DDD) to maintain clean separation of business rules

o Containerized services using AKS (Azure Kubernetes Service) for modularity

This ensures interoperability, reuse, and future adaptability.

Single Sign-On (SSO) (tools & integration)

Team Wipro provides SSO through:

e Integration with DHS Entra ID / ADFS

Real-time environment monitoring via Azure Application Insights and Prometheus/Grafana dashboards.
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e Enforcement of MFA and conditional access policies
e Session management and token validation using OAuth 2.0 / OpenID Connect
o End-to-end testing using Azure AD Enterprise Applications and automated login scripts

Auditability is maintained through AD logs, Sentinel logs, and D365 user auditing.

Data Retention for State & Federal Reporting — HOW

Team Wipro ensures reporting-ready data by:

o Storing all interaction and transaction data in Azure SQL Database / Dataverse

e Applying automated indexing, timestamping, and record lifecycle tags

¢ Maintaining report extracts in DHS-approved SFTP and archive storage

e Enforcing role-based access via Azure RBAC and application-specific security models

This ensures DHS and federal reporting requirements are always met.

IArchitecture & Security Standards Alignment

Team Wipro meets MITA, NIST, HIPAA, and State standards by:

e Using NIST 800-53 and ARC-AMPE controls mapped to architecture

e Leveraging Azure Security Center to enforce CIS benchmarks

e Maintaining a DHS-approved System Security and Privacy Plan (SSPP)
e Implementing continuous compliance scans using Qualys/Tenable

e Conducting quarterly access reviews using Entra ID Access Review workflows

L The Respondent shall indicate if each requirement in Attachment N, category General Technical
Standards can be met and how.

Team Wipro meets or exceeds all General Technical Standards in Attachment N and delivers a secure,
resilient, and future-ready Customer Service Center (CSC) System aligned to Arkansas Department of
Human Services (DHS) operational, architectural, and federal compliance expectations. The solution is
MITA-aligned, standards-based, audit-ready, and designed for long-term scalability without additional
cost to the State.

Operational System Performance Standards

Team Wipro completes nightly system refreshes to ensure CSC data availability each morning by the
DHS-established time and completes weekend refreshes by Monday at 6:00 a.m. Central Time. Team
Wipro automates refresh orchestration, validates completion through reconciliation checks, and monitors
execution in real time with immediate escalation for exceptions. This approach ensures consistent
operational readiness for Arkansas DHS programs. Team Wipro exceeds expectations by providing a
fully automated, monitored refresh framework as part of standard operations.

CMS MITA-Compliant SOA Design

Team Wipro designs the CSC System using a CMS MITA-compliant, service-oriented architecture that is
modular, loosely coupled, and standards-based. Team Wipro exposes reusable services that support
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interoperability across DHS domains and other State agencies, enables incremental implementation, and
separates business rules from infrastructure to support rapid policy and technology changes. Team Wipro
supports industry standards (including REST, XML, JMS, J2EE, and .NET) and ensures secure single
sign-on and message routing without application rewrites. Team Wipro exceeds expectations by
embedding MITA alignment and service reuse into the base architecture.

Single Sign-On (SSO)

Team Wipro provides SSO using DHS-approved identity and authentication standards and integrates the
CSC System with DHS federated identity services. Team Wipro enforces role-based access, MFA,
session controls, and audit logging to ensure secure and efficient access for DHS and CSC users. Team
Wipro exceeds requirements by including SSO configuration, testing, documentation, and ongoing
maintenance as part of standard delivery.

Data Retention for State and Federal Reporting

Team Wipro configures the CSC System to retain all information required to support Arkansas state and
federal initiative reporting. Team Wipro captures complete, time-stamped interaction, case, and
transaction records and maintains secure, role-based access for DHS reporting and audit needs. Team
Wipro exceeds expectations by providing built-in audit readiness and self-service reporting without
additional tools or fees.

MITA, NIST, ARC-AMPE, HIPAA, and NHIT Compliance

Team Wipro delivers a CSC System architecture that aligns with MITA principles, the most stringent
NIST and ARC-AMPE security requirements, HIPAA, and NHIT SOA principles. Team Wipro leverages
proven COTS platforms, enforces defense-in-depth security (encryption, least privilege, audit logging),
and enables reuse of system functionality across DHS business functions. Team Wipro exceeds
expectations by providing a secure, modular, and upgrade-ready architecture that supports federal funding
requirements and long-term Arkansas DHS scalability at no additional cost.

Conclusion

Team Wipro fully satisfies the General Technical Standards by delivering automated operations,
MITA -aligned architecture, secure SSO, comprehensive data retention, and rigorous federal and state
compliance. This approach provides Arkansas DHS a resilient, scalable, and audit-ready CSC System
from Day One.

L. The Respondent shall indicate if each requirement in Attachment N, category Interface and
Integration can be met and how.

Team Wipro fully meets all Interface and Integration requirements in Attachment N and delivers a secure,
scalable, high-performance integration framework built on standards-based APIs, automated orchestration,

|Azure-native integration services, and DHS-aligned governance controls.

Secure Electronic Data Exchange
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Wipro Technical Proposal 169




Team Wipro supports secure data exchange with DHS systems and trading partners by implementing:

e Transport protocols: SETP/FTPS, HTTPS/TLS 1.2+, AS2/AS4

e Encryption: AES-256 at rest (Azure Storage, SQL), TLS in transit

e Access controls: Azure AD/Entra ID RBAC, policy enforcement through APl Management
e Audit trails: Azure Monitor, Application Insights, Sentinel SIEM

¢ File exchange tooling: Azure Data Factory (ADF), Logic Apps for orchestrated transfers

IAll data exchanges follow DHS-defined schedules and sequencing, enforced through dependency-aware
pipelines and exception-based alerting.

Interface Performance, Monitoring, and Stability
Team Wipro ensures interface performance through:

e Event-driven processing using lightweight REST APIs

e Performance baselining with Azure Application Insights & Log Analytics
e Continuous monitoring of latency, throughput, and error codes

e Auto-scaling via Azure Kubernetes Service (AKS) and Azure Functions

e Capacity planning based on Arkansas Medicaid/SNAP/TEA peak periods
e Alerting: Real-time notifications through Azure Monitor and ServiceNow

This ensures the CSC System consistently meets the 2-second real-time response requirement.
Interface Testing, Change Control & Validation
Team Wipro validates interfaces across all required testing levels:

¢ Unit & component testing using Postman, SoapUI, and Azure DevOps test suites

e System & Integration Testing (SIT) using mocked DHS endpoints + real interface flows
¢ End-to-end workflow testing validating EMCI — ARIES — CSC routing

e Failover & resiliency testing: verifying hot/warm DR readiness

e Regression testing automated through Azure DevOps pipelines

All interface changes are governed by DHS-approved change control including impact analysis, test
evidence, versioning, rollback plans, and DHS acceptance.

Real-Time Interface Performance

Team Wipro achieves the requirement to process 99% of real-time transactions within two seconds
end-to-end by:

¢ Using stateless REST APIs managed via Azure API Management

e Implementing in-memory caching for high-volume reference data

e Using serverless compute (Azure Functions) to eliminate queue delays
e Applying throttling, circuit breakers, and retry logic for resiliency

e  Monitoring P95/P99 latency metrics on dashboards visible to DHS

Inbound & Outbound Batch File Processing
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Team Wipro loads and processes files by:

e Using Azure Data Factory pipelines for automated file ingestion

e Applying schema validation with custom validators (JSON/XML/XSD/CSV)
e Executing record-level data quality checks

e Generating exception files and auto-opening ServiceNow tickets

e Confirming processing completion through DHS-visible dashboards

Outbound files are transmitted using DHS-approved secure channels with checksum validation.
Integration With External Entities
Team Wipro integrates securely with partner agencies and vendors using:

e Standards-based APIs (REST/JSON, SOAP/XML)

e Secure file exchange for bulk data

e Message-driven services (Event Grid, Service Bus Topics/Queues)
e Federated identity for authorization with partner systems

This ensures easy onboarding of new vendors or federal partners.
Real-Time EMCI, ARIES, Core MMIS Integration
Team Wipro configures bi-directional, real-time exchanges:

e EMCI: Identity validation, deterministic/ probabilistic matching
e ARIES: Case note write-back, verification updates, request status
¢ Core MMIS: Benefits, coverage, and provider context

Integration is accomplished through:

e Azure API Management
e Azure Service Bus (bi-directional messaging)
e JSON/HL7/FHIR payload mapping

e Automated reconciliation & error reporting

IAll updates create audit-ready, time-stamped transactions.
Compliance With Industry Standards

Wipro designs interfaces fully compliant with:

e NIEM - standardized data structures

e HL7/FHIR — for healthcare data payloads

e HIPAA X12 — for eligibility & claims-related transactions
e NIST — security controls for transmission & authentication
¢ ARC-AMPE — Medicaid enterprise overlays

Compliance is enforced through automated validation pipelines and schema enforcement.
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Cloud-Based CSC Portal Integration (HOW)
The CSC portal is delivered using:

e Responsive Ul frameworks (React/Web Components)

e Low-bandwidth optimization (lazy loading, compression, CDN)
e Real-time status indicators integrated with backend events

¢ Inline help from Dynamics 365 Knowledge Base

o Full WCAG 2.2 / Section 508 accessibility validation

Real-Time Data Loading, Transformation & Orchestration
Powered by:

e Azure Data Factory for batch orchestration

e Azure Functions for event-driven micro-processing

e Azure Service Bus for async message routing

e Data validation rules engine for structure & business rules

e Azure SQL / Dataverse as system of record for CSC operations

Historical interface files (min. 2 months) are retained in immutable storage.
Value-Added Enhancements
Team Wipro exceeds DHS requirements through:

e Real-time monitoring dashboards

e Automated alerts for latency, failure, SLA breaches
e DHS-ready interface documentation & versioning
e Auto-scaling interface capacity

e Proactive reconciliation and self-healing workflows

These reduce operational risk and accelerate troubleshooting.

K. The Respondent shall indicate if each requirement in Attachment N, category Performance

Management can be met and how.

Team Wipro confirms that all Performance Management requirements in Attachment N can be met on
Day One and are operationalized through a disciplined, DHS-aligned governance and performance
framework that supports Performance-Based Contracting (PBC), transparency, and continuous
improvement for the Arkansas Customer Service Center (CSC).

Team Wipro acknowledges and accepts the Arkansas Department of Human Services’ authority to assess
deductions from payment amounts due for failure to meet contractual performance standards, including
PBC requirements. Team Wipro proactively manages this risk by continuously monitoring all contractual
KPIs, service levels, and deliverables through real-time dashboards and formal governance reviews.

Team Wipro validates performance results prior to invoice submission, reconciles any DHS-identified
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deductions, conducts root cause analysis, and implements corrective and preventive actions to avoid

recurrence.

Team Wipro complies with all HIPAA-compliant transactions and code sets in place at DHS and those
mandated by CMS as of implementation, and adheres to the most stringent, up-to-date federal and
Arkansas privacy and security requirements. Team Wipro embeds HIPAA compliance into CSC system
design, workflows, access controls, encryption, audit logging, workforce training, and incident response,
ensuring sustained compliance throughout the Contract term.

Team Wipro conducts regularly scheduled performance reviews with DHS using a structured, tiered
cadence that includes monthly operational reviews, quarterly executive reviews, and ad hoc reviews as
requested by DHS. Team Wipro documents outcomes, decisions, and action items, assigns accountable
owners, and tracks closure through an auditable performance management log. Team Wipro uses these
reviews to drive continuous improvement, not just compliance reporting.

Team Wipro provides a centralized, real-time Performance Dashboard that enables DHS to monitor CSC
performance standards through a single, secure tool. The dashboard consolidates operational, workforce,
quality, and financial metrics and supports DHS oversight without reliance on manual reports. Team
Wipro also provides a secure interface that allows DHS to consume CSC performance data within
DHS-owned dashboards and reporting tools.

Team Wipro submits the full Performance Dashboard specification package, including scope, format,
content, metrics, calculation logic, thresholds, and standards, for DHS review and approval prior to
operational use. Team Wipro manages all dashboard changes through DHS-approved change control to
ensure metric integrity and scoring transparency.

Team Wipro ensures the Performance Dashboard is available in real time, 24x7x365, excluding
DHS-approved maintenance windows, and restricts access to DHS-authorized users through role-based
controls. Team Wipro enables DHS-approved contractors and partners to upload performance data as
directed by DHS, with validation, source tagging, and audit trails.

Team Wipro configures the dashboard to display metrics across hourly, daily, weekly, monthly, quarterly,
and annual timeframes using intuitive visuals such as charts, graphs, trend lines, and threshold indicators.
Team Wipro provides year-to-date tracking of hours and dollars against budget with drill-down capability

to show how resources were used.

Team Wipro enables configurable thresholds, automated alerts to DHS staff when targets are missed,
intuitive drill-down to actionable and historical data, field-sensitive user help, and efficient, automated
data analysis and integration across CSC systems.

In summary, Team Wipro meets and exceeds all Performance Management requirements in Attachment
N by delivering a DHS-approved, real-time, transparent, and audit-ready performance management
solution that directly supports Arkansas DHS oversight, PBC enforcement, and continuous
improvement—at no additional cost to the State.
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L. The Respondent shall indicate if each requirement in Attachment N, category Reporting Management
can be met and how.

Team Wipro fully meets all Reporting Management requirements in Attachment N on Day One and
delivers a disciplined, Arkansas-specific reporting framework aligned to DHS operational oversight,
performance monitoring, and audit expectations.

Team Wipro ensures all standard production reports, including Status Reports, are available online to
Arkansas DHS staff within the required timelines. Team Wipro publishes daily reports by 10:00 a.m. the
following business day; weekly and bi-weekly reports by 10:00 a.m. the next business day after the
scheduled production date; monthly reports by 10:00 a.m. on the fifth business day following month end;
quarterly reports by 10:00 a.m. on the fifth business day following quarter end; and annual reports by
10:00 a.m. on the tenth business day following the applicable year-end cycle. Team Wipro provides
balancing reports within two business days of production completion.

Team Wipro delivers all reports through a DHS-accessible online reporting portal using a controlled
publication workflow that includes automated data validation, reconciliation checks, and release
verification prior to posting. Team Wipro applies standardized report identifiers, reporting periods,
timestamps, and version control to ensure traceability and audit readiness across all reporting cycles.

Team Wipro proactively identifies and corrects report errors through built-in quality controls, including
completeness checks, source-to-report reconciliation, and exception detection. When Arkansas DHS
identifies a reporting error, Team Wipro acknowledges the issue immediately, assigns accountable
ownership, and corrects the error within ten business days as required. Team Wipro republishes corrected
reports with clear versioning and retains prior versions to support DHS review, oversight, and audit

requirements.

Team Wipro strengthens DHS visibility and governance by maintaining a master report calendar aligned
to Arkansas business days and reporting cycles, enabling predictable and measurable reporting delivery.
Team Wipro provides role-based access to reports, organizes content using consistent DHS-friendly
taxonomy, and includes report timeliness and defect metrics within standing status reporting to

demonstrate ongoing compliance.

Team Wipro exceeds Reporting Management expectations at no additional cost to Arkansas DHS by
providing automated posting notifications, pre-publication validations that reduce rework, and versioned,
traceable re-posts with clear change documentation. This approach reduces DHS administrative burden,
accelerates review and acceptance, and ensures reporting remains timely, accurate, and audit-ready

throughout the contract term.

5 points

M. The Respondent shall indicate if each requirement in Attachment N, category Security Management

can be met and how.

Team Wipro fully meets all Security Management requirements in Attachment N and delivers a
security-by-design operating model aligned with Arkansas DHS oversight, HIPAA, NIST, ARC-AMPE,
and CMS expectations. All controls are implemented using industry-standard security tools, enterprise-
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grade platforms, and automated monitoring solutions that Wipro uses across regulated public-sector

environments.

Team Wipro fully meets all Security Management requirements in Attachment N on Day One and
delivers a security-by-design operating model aligned to Arkansas Department of Human Services (DHS)
oversight, federal Medicaid requirements, and CMS expectations.

Team Wipro establishes and maintains a DHS-approved System Security and Privacy Plan aligned to
ARC-AMPE, NIST, HIPAA, and applicable federal overlays. Team Wipro governs security and privacy
through defined roles, DHS-approved approval gates, and auditable evidence to ensure continuous
compliance throughout the contract term.

Team Wipro protects the confidentiality, integrity, and availability of all DHS data by enforcing
least-privilege access, role-based authorization, multi-factor authentication, encryption of data at rest and
in transit, and comprehensive audit logging across applications, interfaces, infrastructure, and data
transformations. Team Wipro prohibits shared user or administrator accounts and enforces unique

identities for all users, including privileged access.

Team Wipro integrates the CSC System with DHS-federated identity and access management services to
provide secure single sign-on across all modules, enforcing DHS-defined authentication and authorization
standards. Team Wipro implements immediate access termination and automated alerting when security

rules are violated or unauthorized activity is detected.

Team Wipro conducts required security testing and assessments, including annual risk assessments,
internal and external white-box penetration testing, vulnerability scanning, configuration hardening, and
compliance scans aligned to ARC-AMPE and NIST guidance. Team Wipro remediates vulnerabilities
within DHS-mandated timelines based on severity and tracks findings through a DHS-visible Plan of
Action and Milestones with documented closure evidence.

Team Wipro enforces strict data protection controls across all environments. Team Wipro ensures that
non-production environments use de-identified data unless DHS formally approves an exception, and
Team Wipro applies masking, tokenization, and sanitization techniques to protect PII and PHI. Team
Wipro encrypts or de-identifies all DHS data stored or exchanged outside certified environments,

including backups, endpoints, and data exchanges with stakeholders.

Team Wipro maintains disaster recovery, ransomware recovery, and incident response plans that meet
DHS contractual recovery objectives and federal requirements. Team Wipro tests these plans regularly,
integrates security validation with disaster recovery exercises, and documents results for DHS review and
approval.

Team Wipro supports DHS security audits, CMS certification activities, and regulatory reviews by
producing complete, non-redacted security artifacts, logs, scan outputs, and compliance documentation
within required timelines. Team Wipro enables DHS to perform on-site and off-site physical security
audits and supports ad-hoc review of access logs and quarterly access reviews.

Team Wipro exceeds Security Management requirements at no additional cost by embedding continuous

monitoring, automated alerting, disciplined remediation tracking, and audit-ready evidence into standard
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operations. This approach reduces DHS risk exposure, accelerates regulatory response, and ensures
sustained security compliance for Arkansas DHS systems and data throughout the life of the contract.

N. The Respondent shall indicate if each requirement in Attachment N, category Standards and
Conditions can be met and how.

Team Wipro fully meets all Standards and Conditions in Attachment N and applies disciplined
governance, DHS-approved controls, and contractual accountability from Day One.

Team Wipro complies with DHS requirements for publicity, communications, and branding by using
DHS-approved language, obtaining written approval before any release, and enforcing centralized review
to prevent unauthorized use of DHS materials.

Team Wipro safeguards all DHS-owned assets and deliverables by enforcing confidentiality, role-based
access, encryption, and secure collaboration practices consistent with federal and Arkansas regulations.

Team Wipro delivers all contract deliverables according to the DHS-approved schedule and manages
them through a controlled lifecycle with internal quality checks, DHS submission, feedback
incorporation, and written acceptance. All scope, schedule, or deliverable changes proceed exclusively
through DHS change control.

Team Wipro identifies and mitigates risks and issues through formal, documented processes. High or
Critical risks are submitted to DHS with a mitigation plan within five calendar days, and issue mitigation
plans are submitted within DHS-required timelines. DHS-visible risk and issue registers support ongoing
oversight.

Team Wipro maintains complete project records, provides requested records within three business days,
and retains all contract-related documentation—including PHI—for at least ten years or longer when

required.

Team Wipro provides an updated inventory of all software, systems, and assets at contract execution,
annually, and upon configuration changes, clearly indicating which items convey at closeout and

documenting justifications for non-conveying items.

Team Wipro participates in scheduled governance meetings, supports DHS’s performance-based
contracting rights, monitors performance proactively, and implements corrective actions as needed to

prevent recurrence.

Team Wipro embeds audit-ready governance, disciplined deliverable control, and proactive risk and issue
management into standard operations, ensuring predictable, compliant contract execution for Arkansas
DHS.
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O. The Respondent shall indicate if each requirement in Attachment N, category Staffing Management
can be met and how.

STF-001: Key Personnel Notification and Replacement

Team Wipro meets this requirement. Team Wipro notifies Arkansas DHS of any Key Personnel vacancy
within two (2) business days. Team Wipro assigns a fully dedicated temporary replacement within ten
(10) business days and identifies a permanent replacement within sixty (60) business days. Team Wipro
ensures no Key Personnel position is filled by a temporary appointee for more than sixty (60) calendar
days in any single year. Team Wipro maintains a documented succession plan and transition checklist to
ensure continuity, clear accountability, and uninterrupted delivery during any transition. Team Wipro
documents all notifications, interim assignments, and transition milestones for DHS review.

STF-002: Key Personnel Availability

Team Wipro meets this requirement. Team Wipro ensures all Key Personnel are available from 8:00 a.m.
to 5:00 p.m. Central Time on all business days, excluding DHS-observed holidays. Team Wipro
maintains uninterrupted availability during inclement weather through secure remote-work enablement
and redundant connectivity. Team Wipro coordinates any planned schedule changes with DHS in advance
and assigns backup coverage to ensure continuous leadership presence and timely decision-making.

STF-003: Key Personnel Profile Submission

Team Wipro meets this requirement. Team Wipro submits Key Personnel Profile Summaries in a
consistent DHS-ready format for each proposed role, including education, relevant experience, detailed
project history with dates, a current resume, and professional references from client authorities. Team
Wipro validates references prior to submission and ensures each Key Personnel role has designated
backup coverage. Team Wipro supports DHS review and approval by providing complete, standardized
profiles that clearly demonstrate role alignment and readiness for Arkansas operations, including on-site

support in Little Rock as required.

Team Wipro strengthens staffing continuity by maintaining an active succession roster and pre-identified
interim coverage for all Key Personnel roles. Team Wipro treats inclement weather as a no-disruption
event through remote-first readiness and redundant access. Team Wipro accelerates DHS review through
standardized, complete profile packages with validated references and documented backup coverage,

reducing transition risk and ensuring stable, compliant staffing from Day One.

5 points

P. The Respondent shall indicate if each requirement in Attachment N, category Turnover & Closeout can
be met and how.

Team Wipro fully meets all Attachment N Turnover & Closeout requirements and executes a structured,
DHS-controlled transition that ensures continuity of Customer Service Center (CSC) operations, complete
knowledge transfer, and an audit-ready closeout aligned to Arkansas DHS standards.

Team Wipro develops and maintains a comprehensive Turnover & Closeout Plan that is submitted to
Arkansas DHS for approval and updated annually and upon material system changes. The plan defines
transition governance, roles, timelines, deliverables, dependencies, and acceptance criteria to ensure an

orderly and low-risk turnover.
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Team Wipro designates a dedicated Turnover Manager and a qualified transition team and notifies DHS
of all key personnel responsible for closeout activities. Team Wipro maintains staffing continuity through
contract end and immediately initiates turnover activities upon DHS direction.

Team Wipro cooperates fully with DHS and any successor contractor. Team Wipro participates in all
transition meetings, aligns schedules to DHS priorities, and supports uninterrupted CSC operations while
knowledge transfer is underway.

Team Wipro delivers complete, current, and DHS-approved documentation, including system
architecture, configurations, interfaces, security controls, operating procedures, training materials, and
user guides. Team Wipro provides documentation in DHS-approved electronic formats with preserved
structure and full usability.

Team Wipro transfers all DHS data, reports, and operational artifacts in DHS-approved formats and
timelines, ensuring secure handling, integrity, and completeness. Team Wipro supports staged data
delivery before and after contract end as required to ensure DHS operational readiness.

Team Wipro provides a full inventory of hardware, software, licenses, assets, and materials, clearly
identifying items that convey and items that do not convey, with DHS-reviewable justification where
applicable. Team Wipro coordinates decommissioning, termination, or transfer of services strictly per
DHS direction.

Team Wipro delivers role-based training and structured knowledge transfer to DHS or the successor
contractor, including walkthroughs, Q&A sessions, and operational shadowing, to ensure readiness before
contract end.

Team Wipro conducts regular turnover status meetings and submits turnover progress reports at
DHS-defined intervals. Team Wipro tracks risks, issues, actions, and dependencies through
DHS-approved tracking methods and implements corrective actions promptly when required.

Team Wipro completes all closeout activities, corrects all defects, and delivers a clean, error-free CSC
System at turnover, at no additional cost to DHS. Team Wipro submits final reports, certifications, and

closeout documentation in accordance with Arkansas DHS fiscal and operational requirements.

Team Wipro ensures the Turnover & Closeout process is transparent, compliant, and audit-ready,
enabling Arkansas DHS to assume or transition CSC operations without service disruption, compliance
risk, or operational gaps.

Q. The Respondent shall indicate if each requirement in Attachment N, category Training Management
can be met and how.

Team Wipro fully meets all Training Management requirements for the Arkansas Department of Human
Services (DHS) Customer Service Center (CSC) and delivers a structured, measurable, and
Arkansas-specific training program that supports Day One readiness and sustained operational
performance throughout the Contract term.

Training Governance and Compliance
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Team Wipro establishes a DHS-aligned Training Management framework that governs training design,
delivery, certification, tracking, and continuous improvement. Team Wipro aligns all training activities to
Arkansas DHS program operations, CSC workflows, performance standards, security/privacy obligations,
and CMS certification expectations. Team Wipro designates accountable training leadership and
integrates training governance into routine DHS operational and performance reviews.

Role-Based Training Design and Delivery

Team Wipro designs and delivers role-based training curricula for CSC agents, supervisors, quality staff,
trainers, and DHS users. Team Wipro tailors content to Arkansas program requirements (e.g., Medicaid
and human services inquiries), CSC business processes, system navigation, data privacy, and customer
service standards. Team Wipro delivers training using a blended model that includes instructor-led
sessions, system simulations, job aids, and knowledge checks to ensure operational readiness prior to
handling live Arkansas DHS contacts.

Initial, Refresher, and Change-Driven Training

Team Wipro delivers initial training prior to go-live, refresher training on a scheduled cadence, and
targeted training whenever changes occur (policy updates, system enhancements, process changes, or
performance gaps). Team Wipro integrates training updates into the DHS-approved change management
process so training is completed before changes are released to production.

Certification, Assessment, and Readiness Validation

Team Wipro validates readiness through structured assessments, scenario-based evaluations, and
certification criteria aligned to CSC performance expectations. Team Wipro requires agents and
supervisors to demonstrate proficiency before independent production work and documents completion,
scores, and certification status for DHS review.

Training Tracking, Reporting, and Auditability

Team Wipro tracks all training activity using a centralized learning management approach that records
attendance, completion status, assessment results, and certification dates. Team Wipro provides DHS with
training reports and dashboards that support operational oversight, audit readiness, and CMS certification
evidence.

Quality Feedback and Continuous Improvement

Team Wipro links training outcomes to quality monitoring, performance results, and customer
satisfaction trends. Team Wipro uses root-cause analysis to identify training gaps and deploys corrective
training interventions to improve accuracy, compliance, and participant experience for Arkansas
residents.

Team Wipro exceeds Training Management requirements by embedding continuous skills refresh,
targeted remediation training, DHS-ready reporting, and change-driven training updates into standard
operations—without additional cost. Team Wipro’s approach reduces rework, accelerates agent
proficiency, supports CMS readiness, and sustains high-quality service delivery for Arkansas DHS.
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R. The Respondent shall indicate if each requirement in Attachment N, category Testing Management can|
be met and how.

Team Wipro confirms that all Testing Management requirements in Attachment N can be met and are
implemented using a disciplined, DHS-aligned testing framework that ensures quality, security,
performance, and operational readiness of the Arkansas Customer Service Center (CSC) solution.

Testing Governance and Control

Team Wipro establishes a DHS-approved Testing Management framework that governs planning,
execution, defect resolution, and acceptance for all releases. Team Wipro maintains clear entry/exit
criteria, traceability to requirements, and auditable test evidence to support DHS oversight and scoring
transparency.

Performance and Readiness Testing

Team Wipro tests all system, network, and integration performance prior to any upgrade, release, or
system change. Team Wipro validates baseline performance, capacity, and stability to ensure the CSC
System meets Arkansas operational demands before progressing to downstream testing or deployment.

SDLC and Test Documentation

Team Wipro develops, maintains, and submits complete Software Development Life Cycle (SDLC) and
testing documentation at each project milestone. Team Wipro ensures all test plans, scripts, results, and
defect logs are version-controlled, traceable, and submitted to DHS for review and approval.

Comprehensive Test Coverage

Team Wipro executes all required test types, including unit, system, integration, regression, end-to-end,
disaster recovery/business continuity, production simulation, performance/load/stress, security,
accessibility (Section 508), and post-implementation verification. Team Wipro documents outcomes and
remediations for DHS validation.

System Integration Testing and Defect Management

Team Wipro conducts System Integration Test (SIT) walkthroughs for every system change and presents
test evidence, defect status, and remediation actions to DHS. Team Wipro tracks defects through closure,
documents retest attempts, and prevents promotion until DHS acceptance criteria are met.

User Acceptance Testing (UAT) and Implementation Acceptance

Team Wipro secures DHS Implementation Acceptance for each release by the approved Acceptance
Date. Team Wipro freezes release scope at least ten business days prior to UAT, supports a minimum
ten-day UAT window plus a five-day regression period, and extends testing when directed by DHS. Team
Wipro ensures the UAT environment is available Monday through Friday, 7:00 a.m. to 7:00 p.m., with all
maintenance performed outside approved testing hours.

Team Wipro exceeds Testing Management requirements at no additional cost by embedding automation

and early-cycle testing, providing real-time test execution and defect dashboards, accelerating defect

5 points
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closure through parallel remediation, and maintaining audit-ready test evidence packages. Team Wipro
continuously analyzes root causes to reduce defect recurrence and improve release quality.

Team Wipro delivers a DHS-aligned, audit-ready Testing Management program that ensures release
quality, protects Arkansas program operations, and fully meets Attachment N scoring expectations.

S. The Respondent shall indicate if each requirement in Attachment N, category CSC System can be met
and how.

Team Wipro meets all Attachment N requirements for the Customer Service Center (CSC) System and
delivers a secure, scalable, and Arkansas-specific platform that supports DHS programs, integrates
seamlessly with State systems, and remains compliant with federal and State mandates throughout the

Contract term.

Team Wipro provides a cloud-based CSC System designed to DHS standards that supports high
availability, resilience, and performance from Day One. The system delivers real-time processing,
orchestration, validation, and transformation of data across inbound and outbound interfaces without
performance degradation. Team Wipro ensures that real-time interface transactions are processed within
two (2) seconds at least ninety-nine percent (99%) of the time, excluding batch interfaces, and aligns
monitoring and capacity planning to Arkansas demand patterns.

Team Wipro integrates the CSC System in real time with Arkansas eligibility and Medicaid platforms,
including ARIES, Core MMIS, and EMCI. Team Wipro enables bi-directional case note synchronization
so that entries made by CSC staff or DHS staff populate directly into State systems, eliminating duplicate
data entry and preserving a single system of record. Team Wipro ensures EMCI transactions are received
and validated in real time with immediate response handling, audit trails, and Arkansas-specific
validation rules.

Team Wipro designs the CSC System using a MITA-aligned, service-oriented architecture that supports
reuse, interoperability, and incremental enhancement. The solution separates business rules from
technical infrastructure, supports standards-based APIs, and allows DHS to introduce future programs,
integrations, or technology changes without system re-engineering. Team Wipro supports secure single

sign-on using DHS identity standards with enforced multi-factor authentication across all CSC modules.

Team Wipro ensures the CSC System retains all data required to support Arkansas State and federal
initiative reporting. The system captures, stores, and protects interaction, transaction, and case data with
full auditability, role-based access, and DHS-approved retention controls. Team Wipro enables
DHS-authorized users to access standard and ad-hoc reports, historical records, and performance data
without vendor dependency.

Team Wipro delivers a CSC user interface that meets usability and accessibility requirements, including
ADA Section 508 compliance. The cloud-based portal supports responsive design, low-bandwidth
optimization, configurable views, and user productivity features such as context-sensitive help, keyboard
shortcuts, error notifications, and role-based navigation. Team Wipro validates accessibility through

testing and maintains compliance throughout operations.

5 points
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Team Wipro secures the CSC System in alignment with the most stringent federal and State requirements,
including HIPAA, NIST, and applicable overlays. Team Wipro enforces encryption in transit and at rest,
role-based access, audit logging, intrusion detection, and vulnerability remediation. Team Wipro ensures
that data exchanged with DHS partners complies with applicable interoperability and security standards
and that all interfaces are monitored, logged, and recoverable.

Team Wipro exceeds CSC System requirements at no additional cost to DHS by delivering built-in
performance monitoring, proactive alerting, reusable integration services, and configuration-driven
adaptability. This approach reduces operational risk, accelerates future enhancements, and ensures the
Arkansas DHS CSC remains compliant, resilient, and scalable over the full Contract lifecycle.

T. The Respondent shall indicate if each requirement in Attachment N, category Verification & Outbour
Contact Center can be met and how.

Team Wipro confirms that all Verification and Outbound Contact Center requirements in Attachment N ¢
be met and operationalized for the Arkansas Department of Human Services (DHS) Customer Service C¢
(CSC). Team Wipro delivers these capabilities through a controlled, compliant, and audit-ready operating
model designed for Arkansas program operations and DHS oversight.

Identity Verification and Authentication

Team Wipro performs participant identity verification using DHS-approved verification steps aligned to
program policies and privacy requirements. Team Wipro validates identity prior to disclosure of case
information, documents verification outcomes in the CSC system, and enforces role-based access to prot
sensitive information. Team Wipro ensures verification workflows are consistent across inbound and

outbound interactions and are fully auditable for DHS review.
Outbound Contact Controls and Authorization

Team Wipro executes outbound contacts only for DHS-approved purposes (e.g., eligibility follow-ups,
renewal reminders, appointment notifications, and program outreach) and only to DHS-authorized contag
lists. Team Wipro honors consent, opt-out, and contact-preference rules defined by DHS and applicable
federal and state requirements. Team Wipro maintains controls to prevent unauthorized or inappropriate

outbound communications.
Outbound Dialing, Messaging, and Scripting

Team Wipro manages outbound calling and messaging using approved scripts and content aligned to
Arkansas DHS programs and plain-language standards. Team Wipro configures outbound dialing and
messaging parameters to support compliance, participant experience, and operational efficiency. Team W
records and logs outbound activity, including contact attempts, outcomes, and dispositions, to ensure
transparency and traceability.

Quality, Monitoring, and Compliance Oversight

Team Wipro monitors verification and outbound interactions through QA reviews, compliance checks, ai
supervisor oversight to ensure accuracy, courtesy, and adherence to DHS standards. Team Wipro documg

findings, implements corrective actions when needed, and reports trends through regular DHS governanc
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forums. Team Wipro retains interaction records and audit trails to support DHS reviews, audits, and prog
integrity activities.

Reporting and DHS Visibility

Team Wipro provides DHS-ready reporting on verification outcomes and outbound activities, including
volumes, success rates, dispositions, and compliance indicators. Team Wipro ensures reports are accuratg
timely, and available for DHS oversight, supporting performance management and continuous improven

Security, Privacy, and Data Protection

Team Wipro protects all participant data used in verification and outbound activities through encryption,
access controls, and audit logging. Team Wipro enforces confidentiality and complies with applicable pri
and security requirements governing DHS programs. Team Wipro ensures only authorized personnel and
systems can access or use verification and outbound data.

Team Wipro exceeds baseline requirements by embedding standardized verification workflows, compliai
outbound controls, audit-ready logging, and DHS-friendly reporting into day-one operations. Team Wipr

provides proactive monitoring, consistent scripting governance, and continuous improvement practices as

part of standard CSC operations—reducing risk, improving participant experience, and strengthening DH
oversight without additional cost.
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E.14 Data and Reporting

15

A. Describe how you will provide data extracts to DHS for incorporation into the Arkansas Decision
Support System (DSS).

The solution will provide DHS with secure, reliable, and scheduled data extracts to support incorporation
into the Arkansas Decision Support System (DSS). Data extracts will be generated from governed and
curated datasets, and delivered using State-approved secure electronic transfer mechanisms, including
SFTP/FTPS and secure batch file or API mechanism delivery, in compliance with Arkansas DHS
application, network security, and Health Information Exchange standards. Extracts will be produced in
DSS-compatible formats with clearly defined schemas, metadata, and data definitions agreed upon with

DHS and will be generated on DHS-approved schedules (daily, weekly, or monthly).

5 points

B. Describe how you will meet the reporting requirements of this RFP, including the development of
new, recurring, and ad hoc reports. Propose other reports for the State’s consideration.

Reporting requirements will be met by combining strong data modelling, automated refreshes, governed
deployment, and flexible self-service tools that support new, recurring, and ad-hoc reporting needs.

High level steps below for any Power BI Reporting requirements -

Understand Reporting Requirements: Gather the business need: KPIs, metrics, audience, refresh needs,
security. Classify the request as new, recurring, or ad hoc.

5 points
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Connect & Prepare Data: Identify required data sources (databases, Excel, cloud apps). Clean, transform,
and shape data using Power Query. Choose appropriate connection mode: Import, DirectQuery, or Direct
Lake.
Build the Data Model (Semantic Layer): Create relationships and hierarchies. Define reusable DAX
measures and KPIs. Apply security (Row-Level Security / Object-Level Security) if required.
Develop Reports A) New Reports: Create interactive dashboards with Reports, visuals, filters,
drill-downs. Follow layout best practices for clarity. Validate calculations and visuals with stakeholders.
Recurring Reports: Use Power BI or Paginated Reports for structured/tabular layouts. Schedule
automated data refreshes. Set up email subscriptions or publish via Power BI Apps for repeated use.
Ad Hoc Reports: Enable business users to explore data through:

e Power BI Desktop
Power BI Service (Explore mode)

Access to certified semantic models

Provide self-service capabilities for quick insights without formal development.

Test & Validate: Check data accuracy, filter behavior, security

To meet reporting requirements in Looker (Google Cloud Looker)—covering new, recurring, and ad hoc
reporting, below would be high level approach -

Intake & Triage

e Capture the business goal, KPIs, grain (daily/weekly/monthly), audience, filters, security needs.
e (lassify the request as New, Recurring, or Ad hoc.
e Confirm SLAs and success criteria (accuracy, refresh cadence, user experience).

Data Readiness & Modelling (LookML)

e Identify source tables/views and joins; check data quality and freshness.

o Update or create LookML: views (dimensions/measures), Explores (joins, access filters), and
reusable metrics.

e Apply governance (naming, descriptions, validation) and row-level access via access filters or user
attributes.

Build the Explore Foundation

e Expose business-friendly fields and hierarchies.
e Add default filters, suggested fields, and drill paths to simplify analysis.
e Validate sample queries for performance (indexes, aggregates, PDTs if needed).

Report Development

New Reports (Dashboards / Looks)

e Prototype in Explore — save as Looks, assemble into Dashboards.
e Use appropriate visualizations, drill-through, and cross-filters.
e Add dashboard-level filters and descriptions; ensure mobile responsiveness.

e UAT with stakeholders; iterate on calculations and layout.
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Recurring Reports (Scheduled Delivery)

e Choose Dashboards or Looks for scheduled delivery (email, Slack, webhook, Google Sheets).
e Parameterize filters (e.g., “last month”, “region”) and lock versions.

e Set schedules, recipients, formats (CSV, PDF, PNG), and SLA monitors (delivery failures).

o For pixel-perfect needs, standardize table tiles and conditional formatting; document runbook.

Ad Hoc Analysis (Self-Service)

e Enable governed Explores with certified fields and measures.
e Provide users with custom fields (table calcs, custom dims/measures) as guard-railed flexibility.
e Encourage “save to personal folder” — promote to shared folder after SME review.

Quality Assurance & Governance

e Validate calculations vs. source-of-truth numbers; check filter logic and row-level access.
e Performance test (query time, caching behavior, PDT refresh windows).
e Tag content as Verified/Certified; apply folder permissions and content ownership.

Publish & Distribute

e Move content to governed folders; bundle as a Looker dashboard for business users.
e Configure Schedules and Alerts (threshold-based notifications).
e Embed in internal portals/apps if required; document how to use and how to request changes.

Monitor & Improve

¢ Review Content Usage to deprecate low-value Looks/dashboards.
e Track failures in schedules, long-running queries, and PDT rebuilds.
e Iterate on LookML and Explores to centralize logic and reduce duplication.

C. Please provide at least three (3) sample reports or report templates submitted for similar 5 points
projects.
Following are examples of Team Wipro’s call center dashboards.
Queue Performance Summary Dashboard
185
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Queue Performance Detail Report

Queue Details by Time of Day Visualization
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Answered vs. Abandoned Monthly Dashboard

E.15 Supporting Workforce Development
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Note: Responses to this question are not scored. They do not count to response length limits. The
inclusion of this question does not constitute an offer to purchase the goods or services
contemplated by the question.
A. DHS is exploring how it can better serve its customers by connecting them with job training | 0 points
and other services provided by the Division of Workforce Services of the Department of
Commerce. How could the CSC facilitate this? Could your proposed system interface with
Division of Workforce Services systems?
Facilitating Connections Between DHS Customers and the Division of Workforce Services
Team Wipro enables the Customer Service Center (CSC) to serve as a trusted access point for connecting
DHS customers with job training, employment assistance, and workforce support services offered by the
|Arkansas Division of Workforce Services (DWS). The CSC functions as an integrated service channel that
supports DHS’s goal of helping customers move toward economic stability while maintaining clear
program boundaries and customer consent.
CSC-Enabled Workforce Service Facilitation
Team Wipro designs CSC workflows that allow Customer Service Representatives (CSRs) to identify
workforce-related needs during DHS interactions and guide customers to appropriate DWS resources.
The CSC supports this facilitation through:
¢ Guided Needs Identification:
Team Wipro configures scripted prompts and knowledge articles that help CSRs recognize
indicators such as unemployment, underemployment, job transitions, or training needs during DHS
inquiries.
e  Warm Referrals to Workforce Services:
Team Wipro enables CSRs to provide customers with accurate, Arkansas-specific information
about DWS services, including job search assistance, training programs, and career readiness
resources, and to explain next steps in clear, customer-friendly language.
e Customer-Driven Engagement:
Team Wipro ensures referrals are voluntary and customer-initiated, with CSRs offering
information and connections only after confirming customer interest, consistent with DHS policy
and program requirements.
e Documentation and Continuity:
Team Wipro captures referral activity within the CSC system to support continuity of service,
reduce repeat explanation by customers, and provide DHS with visibility into workforce-related
engagement trends.
System Support for Inter-Agency Collaboration
Wipro Technical Proposal 188




Team Wipro designs the proposed CSC system to support interoperability with external State systems,
including those operated by the Arkansas Division of Workforce Services, using secure, standards-based
integration approaches approved by DHS.

o Interface-Ready Architecture:
Team Wipro configures the CSC platform with API-based and service-oriented integration
capabilities that allow DHS, at its discretion, to exchange referral data, appointment information, or|
status indicators with DWS systems.

e Configurable Data Sharing:
Team Wipro enables DHS to define what data elements may be shared, under what conditions, and
for which use cases, ensuring alignment with State policy, privacy requirements, and inter-agency
agreements.

e Incremental Enablement:
Team Wipro supports phased integration, allowing DHS to begin with informational referrals and
progress to deeper system-to-system connectivity as governance, approvals, and operational
readiness mature.

e Standards and Security Alignment:
Team Wipro designs all interfaces to comply with applicable State and federal security, privacy,
and data governance standards, including role-based access controls and auditability.

Operational Benefits to DHS and Customers

Team Wipro’s approach strengthens DHS’s ability to address whole-person needs by connecting
benefit-seeking customers with employment and training opportunities that support long-term
self-sufficiency. The CSC becomes a coordinated service channel that:

e Reduces customer navigation burden across State agencies

e Improves awareness of Arkansas workforce programs

e Supports consistent, accurate messaging across DHS and DWS

e Provides DHS leadership with insight into workforce-related customer needs

Team Wipro positions the CSC as a collaborative bridge between Arkansas DHS and the Division of
Workforce Services. Through customer-centered workflows, controlled referrals, and an interface-ready
system architecture, Team Wipro enables DHS to connect customers with job training and employment

services while preserving program integrity, customer choice, and State governance.

The following pages contain Appendix 1 — Project Schedule
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