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 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

1 World wide web WWW site design
services

1.00000 EA $28,000.000000 $28,000.00

81112103

4.1.2  Conceptual design of web-based performance and case management system to support the coordination and
integration of information and services for CYSHCN (Month 1).

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

2 World wide web WWW site design
services

1.00000 EA $56,000.000000 $56,000.00

81112103

4.1.3  Written Design of Web-Based Data Collection System (Months 1-2).

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

3 World wide web WWW site design
services

1.00000 EA $252,000.000000 $252,000.00

81112103

4.1.4  Development of Web-Based Data Collection System (Months 2-5).

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

4 Training workshop services 1.00000 EA $28,000.000000 $28,000.00

86132201

4.1.5  Training (Months 6-8).
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 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

5 World wide web WWW site design
services

1.00000 EA $28,000.000000 $28,000.00

81112103

4.1.6  Go-Live for CYSHCN (Month 9).

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

6 Maintenance or support fees (Y1) 1.00000 EA $58,000.000000 $58,000.00

81112201

4.1.7  Maintenance, Support, and Upgrades (Year 1)

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

7 Maintenance or support fees (Y2) 1.00000 EA $58,000.000000 $58,000.00

81112201

4.1.8  Maintenance, Support, and Upgrades (Year 2)

 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

8 Maintenance or support fees (Y3) 1.00000 EA $58,000.000000 $58,000.00

81112201

4.1.9  Maintenance, Support, and Upgrades (Year 3)
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 Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount

Comm Code Manufacturer Specification Model #

Extended Description :

9 Maintenance or support fees (Y4) 1.00000 EA $58,000.000000 $58,000.00

81112201

4.1.10  Maintenance, Support, and Upgrades (Year 4)
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Section I: Vendor Qualifications 
 
1.1 Corporate Profile 
Aeon Nexus Corporation is a GSA Schedule 70 holder, certified minority-owned and small disadvantaged 
business, experienced in providing public and private sector clients with superior software solutions. Our 
expertise in IT consulting and customer service has made Aeon Nexus a valuable asset to our clients in 
the commercial and federal sectors since 2000. Originally headquartered in Washington, DC, Aeon 
Nexus Corporation has expanded with offices in Glens Falls, NY; Albany, NY; and Miami, FL; with 
resources working on both the East and West coasts of the United States. 
 
As a premiere integrator of IT solutions, we pride ourselves on being able to solve our clients’ most 
challenging problems, regardless of the specific platform. Our in-depth understanding of multiple 
applications and technologies uniquely positions us to deliver exceptional results, specifically in 
circumstances where the deployed solution requires integration with multiple IT systems, databases, 
and infrastructure (e.g. on premise or cloud). Our goal is to identify and deliver the solution that best 
meets our clients' needs. Our extensive experience with both the private and public sectors provides us 
with a unique perspective for translating best practices, regardless of their origin, so that they can be 
incorporated and successful under the realities, opportunities, and constraints of the government 
environment. Having successfully delivered on assignments at all levels of government including 
international, federal, state, and local, we have the ability to scale and drive success for public sector 
clients of all sizes. 
 
Aeon Nexus is formally part of Microsoft’s Partner Program under its National Solutions Integrator (NSI) 
business segment. As a managed partner, Microsoft commits management resources, training, and 
capital in support of our partnership. Additionally, we are part of Microsoft’s Supplier Diversity Program. 
Aeon Nexus is a Microsoft Gold Partner in CRM, and currently working towards Gold status in Mid-
Market Solutions and Portals & Collaboration. Our most recent Microsoft projects have focused on 
Microsoft Dynamics CRM, Microsoft 365 with Power BI, and SharePoint. In 2013, Aeon Nexus was 
initiated into the President’s Club that signified Microsoft Partners whose revenue represented the top 
5%. 
 
By combining our technical knowledge, consulting experience and partner network, Aeon Nexus easily 
differentiates our solutions from competitors. Our partnerships with Microsoft, Oracle, Office Depot, 
and Dell give us a large breath of knowledge. Our team’s best-in-class resources and leading customer 
service will continue to enable us to deliver above and beyond our customers' expectations for less. 
 
1.2 Past Performance 
Aeon Nexus Corporation is excited to showcase our skill-set in today’s competitive market. Our team has 
received numerous competencies and certifications in Microsoft Dynamics CRM. During this process, we 
have distinguished ourselves as talented Microsoft solution providers, developers, and integrators. We 
have provided IT services to the private and public sector, including agencies in Virginia, California, 
Florida and New York, as well as several federal government clients such as the Department of Treasury, 
Honeywell Federal Manufacturing and Technology, and the Internal Revenue Service. Our vast Dynamics 
CRM experience has included full implementation lifecycles, upgrades, staff augmentation and 
supplementation and trainings. With a primary focus on the public sector, our Dynamics CRM work has 
concentrated on health and human services, legal case management, correspondence tracking, 
customer relationship management, emergency services, and constituent services.  
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Our work in the health and human services field covers various applications to include children and 
family services, juvenile justice, homeless services, health services, and health related self-service 
portals for constituents. Aeon Nexus has been engaged with the NYS Office of Children and Family 
Services (OCFS) since 2012 providing Microsoft Dynamics CRM consulting. Our team provides support in 
development, deployment and knowledge transfer.  Since 2012, our team has worked on multiple 
Dynamics CRM application within the agency.  Our earliest project had our team assisting NYS OCFS in 
developing a central hub named the Investigation Resolution Information System (IRIS). The agency 
desired to have a joint application system between four siloes, Special Investigations, Department of 
Juvenile Justice and Opportunities for Youth (DJJOY) Operations, Labor Relations, and DJJOY Facilities. 
Their objectives included developing a standardized system to track investigations, disciplinary action, 
grievances and improper actions. Our team designed and implemented IRIS to capture the basic 
information between these groups. Through this solution, the Special Investigations Unit and Labor 
Relations Unit had the ability to crate, update and report on their cases efficiently and effectively. The 
system captures the reportable incidents from JJIS and loads them in IRIS automatically in real-time. 
Automated workflows determine the next steps to be taken in order to complete investigations. The 
system integrated multiple disparate system into one central system that is now used by various 
department in the agency. The cases were routed to concerned departments and the supervisors are 
able to assign the cases to the available resources depending on the workload. Their robust reporting 
tool provided by the system the ability to generate complex reports that are useful in analyzing the 
current status. 
 
More recent work at OCFS has included the Aeon Nexus team developing and deploying MS Dynamics 
CRM to assemble a child’s health summary based on their prior Medicaid claims, pharmacy and 
laboratory data. NY OCFS had recently developed a Health Information Solution (CPHIS) component of 
theei Children’s Passport (CP) initiative. The CPHIS sources health information from numerous, 
disconnected systems to create a single authoritative historical health record for children and youth 
under OCFS care. The CPHIS demonstrates the power of interoperability by transforming existing 
Medicaid claims information into useable clinical information. This system relies on the use of a 
Microsoft Dynamics CRM, Microsoft BizTalk Server and Oracle RDBMS 11g. The CPHIS has been 
implemented in the OCFS Juvenile Justice program and requirements are being developed to prepare 
the system for deployment for children in foster care. The implementation leverages Service Oriented 
Architecture (SOA) concepts utilizing industry standard web services. Our solution leveraged data 
sources from the NYS Department of Health (DOH) in a manner that satisfied applicable privacy and 
confidentiality laws, statues and regulations. This engagement made changes to the existing Juvenile 
Justice centric system to support Child Welfare specific business requirements. 
 
Aeon Nexus is engaged at the County of San Diego to provide professional IT services in the 
development of enhancements and support to the Live Well San Diego Partner Engagement System 
utilizing the Microsoft Dynamics CRM platform. The county of San Diego started their Live Well initiative 
in 2010 realizing that improving the quality and efficiency of County government and its partners would 
build a strong foundation of good governance while encouraging residents in taking action for a 
healthier future. Our partner management system enhancements increased efficiency and improved the 
user experience through features such as automated reminders, system templates, and improved 
reporting. The development of a partner portal also enhance communication with prospective and 
recognized partners in addition to providing the ability for partners to collaborate with each other. Easy 
Territory, a third party mapping app was integrated to gather and map statistics aiding in informed 
decisions about where the county should focus efforts. Our Partner Engagement System was 
instrumental in tracking requests from organizations interested in becoming a recognized partner, and 
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tracking the partner process, partner growth and the collective efforts of Live Well San Diego recognized 
partners that contribute to healthy, safe and thriving communities. 
 
Aeon Nexus is currently engaged with Erie County, NY to provide application development services for a 
Dynamics CRM solution to support the Erie County HEAP and Homeless and Emergency Service benefits 
process. Aeon worked to identify workflows, processes, forms, worksheets, and business rules for 
managing state mandated benefits.  Development efforts included workflows for processing HEAP and 
Homeless and Emergency service applications through phone calls, in person visits, and other avenues 
available to the general public. Built in assessment tools identify the most vulnerable citizens and 
generate what assistance is available. Having a case management system helps track citizens across the 
county to get a complete picture of their status, what assistance they qualify for and how best to get 
them support. The County and Aeon Nexus are working together to ensure that the delivered solutions 
meet the requirements identified in the early stages of the engagement and delivers measurable value 
for years to come. 
 
1.3 Proof of Experience 
Please see Attachment C for a copy of the executed contract and contract renewal between Aeon Nexus 
Corporation and the NYS Office of Children & Family Services. 
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Section II: Solution Overview 
 
Our solution for the West Virginia Office of Maternal, Child, and Family Health’s Web-Based Case 
Management System is built on Microsoft’s Dynamics Customer Relationship Management (CRM) 
framework, offering an administrative interface powerful enough to allow authorized staff to fully 
configure and customize system functionality. Microsoft Dynamic CRM offers a complete end-to-end 
solution for public sector organizations. With Microsoft Dynamics, government agencies are able to 
provide services to citizens faster and more cost-effectively. This platform also allows agencies to 
empower system users to be more proactive, while gaining the visibility and accountability their 
constituents demand. 
 
Our approach includes configuring this platform to address the unique data and project structure of 
OMCFH. More specifically, our solution is a highly flexible relationship management platform that will 
address OMCFH’s goals to more effectively manage the requirements of the CSHCN Program. Our 
solution provides a ready-to-use data structure for transaction management, a security model, a 
common web-based user interface of views and forms, a tool for uploading individual and multiple 
records, audit tracking, and web services for integration with external data sources and systems. It has a 
strong integration story for Microsoft Outlook including an online and offline client that can be installed 
on a workstation for staff to maintain backend data submission, workflows, business rules, email 
tracking, and calendars and events. 
 
Microsoft Dynamics CRM is a full-service, COTS (commercial-off-the-shelf) customer relationship 
management (CRM) application that provides a complete suite of powerful case management 
capabilities, all with a familiar user interface based on Microsoft Outlook. Microsoft Dynamics CRM runs 
natively within Outlook or within major web browsers as a web application. Microsoft Dynamics CRM is 
an exceptional application because of its wide range of benefits, including point-and-click configurability, 
enterprise scalability, and easy interoperability to existing applications and databases. It delivers the 
“Power of Productivity” for users focusing on the following: 
 

• Out of the box functionality for case management; including managing contacts, cases, 
activities, and calendars. 

• Flexible architecture that allows new features and capabilities to be very quickly implemented 
through configuration rather than customization. 

• Familiar experiences through a next-generation native Microsoft Outlook client, browser-based 
and mobile access, role-tailored design, and advanced user personalization, improving user 
adoption and giving users easy access to the information they need to be successful. 

• Intelligent experiences through guided process dialogs, inline business intelligence for 
performance and goal management, and real-time dashboards and analytics, providing the most 
up-to-date information critical to enabling staff to do their jobs effectively. 

• A self-service portal integrated with CRM allowing end users an interactive, self-service 
capability. 

• Powerful online self-service knowledge base allowing users to find answers to common issues 
quickly while reducing the strain on your own support resources. 

 
Additionally, Microsoft Dynamics CRM delivers exceptional flexibility and business fit, combined with 
familiar user experiences through its deep stack alignment with the Microsoft Office productivity suite, 
namely Microsoft Outlook, Microsoft Excel, and Microsoft Word. It also works well with other Microsoft 
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technologies such as Microsoft SQL Server® database software, Microsoft Communications Server, 
Microsoft BizTalk® Server, Microsoft Exchange Server, and Microsoft SharePoint® Server for a complete 
Microsoft solution. 
 
The proposed solution uses Microsoft Dynamics CRM as the backend for Eligibility Application 
Management, Re-Eligibility Management, Case Management and all of the related reporting and 
automation requirements. Adxstudio Portals are used for Eligibility Application and Case 
Management/Care Plan progress tracking. 
 
 

• Profile Setup
• Eligibility Application
• Care Plan Management

In
te
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se
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Ex
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rn
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Microsoft Dynamics CRM

Client Family

Medical Home Team

Care Coordinator

CSHCN Administration

Eligibility Unit

System Administrator

Online Portal

Primary Care Physician

• Eligibility Application Management
• Re-Eligibility Management
• Case Management
• Reporting
• Workflow Automation
• Document Templates
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Section III: Use Cases 
 
In this section, we have provided how the Microsoft Dynamics CRM platform and our team will solve for 
each of the use cases presented by OMCFH. 
 
The following provides a key for the use case diagrams below. 

 

Microsoft Dynamics CRM entity. Entities are 
a CRM record type and represent distinct 
tables in the SQL Server database. 

 

1:N relationship. A 1-to-many relationship is 
represented by a look up on the secondary, 
or the “N” entity. Example: A Contact has 
many Invoices. 

 
3.1 Medical Eligibility Application for Program 
CRM Entities 
 

Contact

Application

CYSHCN

CSHCN Screener

 
 

Entity Description 
Contact The Contact record is used to store information 

on any individual, such as clients, family 
members, primary care physicians, medical home 
team members, etc. 

Application The Application record collects all of the 
information required to submit a Medical 
Eligibility Application, as well as all eligibility 
information. 

CSHCN Screener The CSHCN Screener record collects all of the 
information for the CSHCN Screener process. 

CYSHCN The CYSHCN record collects all of the information 
related to a CYSHCN after an application has been 
approved, such as the Eligibility Reminder Date.  
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Calculated Fields 
Field Entity Description 
Applicant Age Application Calculates the applicant’s age at 

the time of application based on 
DOB of Contact. 

Eligibility Reminder Date CYSHCN Calculates the Eligibility Date. 
 
Business Process Flows 
A Business Process Flow in Microsoft Dynamics CRM is a tool which is meant to help guide users through 
a business process in the system. Business process flows are representations of your business processes 
and are displayed visually in CRM in the form of a heading across the top of an entity form. 
 
A Business Process Flow is composed of Stages, and within each Stage there are Steps to complete 
which are Fields. In the Business Process Flow heading, a user can see which Stage they are at in the 
process, and which Steps they need to complete before they proceed in the process. 
 
Business Process Flows enable you to require users to complete certain steps before completing the 
process and if needed, you can also allow users to jump Stages. They are available for out-of-the-box 
entities and even your own custom entities. Additionally, an entity can have many Business Process 
Flows associated with it. They are highly configurable to fit your organizational needs. 

 
In the proposed solution, Business Process Flows will be utilized to govern the Medical Eligibility 
Application process. 
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Document Templates 
Microsoft Dynamics CRM allows organizations to create document templates in Microsoft Word or 
Microsoft Excel formats that can be uploaded to the system and either run on demand or generated 
automatically when certain conditions are met. 

 
In the proposed solution, document templates will be utilized to create and generate the Denial Letter 
and the Approval Letter based on the status changes of the Application. 
 
Workflows & Email Templates 
Microsoft Dynamics CRM Workflows are an amazing tool. They allow for simple, or complex, automation 
of tasks within Dynamics CRM that can make an incredible difference to an organization.  
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Using Workflows, alerts, tasks, notifications, emails, and other elements can be automatically created 
based on certain criteria. The Workflow Tool is robust and user-friendly, enabling administrators to edit 
or create their own Workflows. 
 
Microsoft Dynamics CRM Email Templates and the Mail Merge functionality are helpful tools for mass 
emails and mailers. These tools are typically used by marketing and sales groups. Mail Merge and Email 
Merge allow you to pull CRM data, such as a person’s name, into an email, letter, or fax. Using the 
Merge functionality allows you to personalize the message. 
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3.2 Payment Tracking for Services 
CRM Entities 
 

Contact

Service

Payment

 
 

Entity Description 
Contact The Contact record is used to store information 

on any individual, such as clients, family 
members, primary care physicians, medical home 
team members, etc. 

Payment The Payment record tracks individual 
transactions. 

Service The Service record tracks individual services and 
is related to both the Contact and Payment. 

 
Data Import Wizard & Data Templates 
The Data Import Wizard in Microsoft Dynamics CRM allows you to load a large number of records 
without having to enter them manually or turn to IT for help. The Import Wizard requires only 2-3 clicks 
to perform a bulk import of records. 
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You can easily download an Import Data Template for the record type, in this case Payments, so that 
you can format the data for the Data Import Wizard. 
 

 
Finally, CRM Data Maps take the information in your import file and map them to the CRM fields on the 
record type. These Data Maps can be saved so that every time a bulk Payment import will only take a 
couple of clicks after the initial data mapping. 
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Analytics 
Microsoft Dynamics CRM has many tools that allow you to track and analyze your data so you can draw 
insights into the success of your business processes. These tools provide many options and methods of 
reporting on payment data. 
 
Charts/Visualization: 
Charts in Microsoft Dynamics CRM are a very useful way to display data for quick, high-level, visual 
analysis. They’re great for wrapping your head around huge amounts of data in one easy-to-understand 
visual snapshot. Here are some of the things you can do with charts: 

• Easily drill down to see the underlying records and data that make up a chart 
• Customize your dashboards with easy-to-understand visuals of your data 
• Customize by pie, bar, line, funnel charts, and more 
• Present multi-series charts 
• Save personal charts that you crate and share with others 
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Dashboards 
Microsoft Dynamics CRM dashboards are collections of view lists, charts and iFrames that can pull in 
things like website information that you can modify to show key performance indicators and other 
important data. 
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Advanced Find as a Reporting Tool 
Advanced Find is used as a search tool within Microsoft Dynamics CRM, but it can also be used as a 
reporting tool. You can use Advanced Find to create views of data that meet certain criteria, and save 
those views for yourself and to share with others. 

 
 
Microsoft Dynamics CRM Report Wizard 
A core function of Microsoft Dynamics CRM is the ability to analyze your data to gain meaningful 
insights. The Microsoft Dynamics CRM report wizard is a tool that helps users quickly and easily create 
sophisticated reports with charts, tables and drill-through capabilities. With the Dynamics CRM report 
wizard, you can: 

• Group and summarize data 
• Share with the entire organization 
• Add visuals such as charts and tables 
• Drill-down into the data 
• Run reports from lists and forms of underlying entities 
• Download and edit using advanced tools like Microsoft’s Business Intelligence Development 

Studio. 
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Microsoft Excel Templates 
Microsoft Dynamics CRM Excel Templates allow users to create a report template in Excel and upload it 
to CRM to run as a report against views of records. Complex pivot charts and tables can be created once 
to be run like canned reports from CRM. 
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3.3 Care Coordination: Use Case #1 – System Re-Eligibility 
CRM Entities 
 

Contact CYSHCN

Queue Item

Queue

 
 

Entity Description 
Contact The Contact record is used to store information 

on any individual, such as clients, family 
members, primary care physicians, medical home 
team members, etc. 

CYSHCN The CYSHCN record collects all of the information 
related to a CYSHCN after an application has been 
approved, such as the Eligibility Reminder Date.  

Queue A queue is a view of actionable records. In this 
case, the queue will hold Queue Items for 
CYSHCN records that are past their Eligibility 
Reminder Date. 

Queue Item A queue item is created to link a queue to an 
eligible CYSHCN record. 

 
Queues 
Queues in Microsoft Dynamics CRM allow you to organize, prioritize, and monitor CYSHCNs. A Queue 
will be created in the proposed solution that will hold all CYSHCN records that have an Eligibility 
Reminder Date of “today or earlier”. This Queue will be displayed on the dashboard for Care 
Coordinators so that they know that there is an Eligibility Reminder Letter to be mailed. 
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Document Templates 
Document Templates, as explained in the Medical Eligibility Application for Program section, allow for 
Microsoft Word templates to be uploaded to Microsoft Dynamics CRM. This functionality will be used to 
create the Eligibility Reminder Letter. 
 
Workflows, Tasks, & Email Templates 
Workflows, as explained in the Medical Eligibility Application for Program section, allow for automation 
of tasks. This functionality will be used to generate an Eligibility Reminder Letter when a Queue Item is 
added to the Eligibility Reminder Queue. Additionally, the workflow can be expanded to generate a Task 
and assign it to a Care Coordinator and generate an Email that is sent to the CYSHCN contact. Options 
for additional automation rules can also be added. 
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3.4 Care Coordination: Use Case #2 – Care Coordination 
CRM Entities 
 

Contact CYSHCN

Case Care Coordinator 
(User)

Appointment

 
 

Entity Description 
Contact The Contact record is used to store information 

on any individual, such as clients, family 
members, primary care physicians, medical home 
team members, etc. 

CYSHCN The CYSHCN record collects all of the information 
related to a CYSHCN after an application has been 
approved, such as the Eligibility Reminder Date.  

Case The Case entity provides is designed to track the 
process from the initial intake of a care 
coordination case, tracking the details 
throughout the evaluation process, and through 
plan creation and execution. You can assign cases 
to CRM users or teams.  For more powerful 
automation and collaboration, cases can also be 
added to queues. Utilizing queues can result in 
more efficient case distribution and progression. 

Care Coordinator (User) A Care Coordinator is a CRM User record. 
Appointment Use appointments to track in person meetings or 

conference calls. They can be tracked from 
Outlook or scheduled directly in CRM. 

 
Microsoft Dynamics CRM Activities 
Microsoft Dynamics CRM Activities are used to record a specific type of communication, as well as the 
subject, time, and details of that communication. Activities are actions such as emails, phone calls, 
meetings, etc. Using Activities helps you and your organization understand all of the communication 
your organization has had with each client or prospective client. Activities should be used by every user 
that has external relationships and communications. Your My Activities view should act as your daily “To 
Do” list. You can create search queries, views, and reports to track Activities by client or Activity type. By 
utilizing Activities, you are ensuring that all communication with clients can be found later. 
Appointments are a type of Activity and can also be tracked in Outlook to show up as Reminders. 
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Microsoft Dynamics CRM & Outlook 
The Outlook Client integrates Outlook with Microsoft Dynamics CRM. In the Outlook client, you have full 
CRM functionality and data plus some extra features and functions. Many users like Outlook client 
because they don’t have to navigate and log into an additional program to access CRM data.  You can 
add contacts and activities by tracking them in CRM, which saves you a significant amount of time 
because it eliminates the manual process of re-typing that data into a new record in CRM. The 
synchronization tools allow you to bring CRM information (Appointments, Contacts, and other Activities) 
into your Outlook client. Using a definable set of filters, synchronization defines which CRM records are 
brought into your Outlook. 
 
Workflows, Case Complexity Status, & Appointments 
Workflow automation will be used to set the Case Complexity Status based on information entered by 
the Care Coordinator. Workflow automation will also be used to generate the appropriate alerts for 
Appointments. For example, if an Appointment is created with type “Clinical Appointment”, the 
Reminder will be automatically created and a Clinical Appointment Report will be generated. 
 
Document Templates 
A Microsoft Word Document Template will be created for the Clinical Appointment Report. 
 
Notes 
Notes are an open text field that automatically create a time-stamp and show the author of the note. 
Attached files are added to the Notes section. Users like using Notes because they are quick, easy, and 
create a time-stamp. 
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3.5 Care Coordination: Use Case #3 – Care Plans 
CRM Entities 
 

Contact CYSHCN

Case Care Plan

Care Plan 
Outcomes

 
 

Entity Description 
Contact The Contact record is used to store information 

on any individual, such as clients, family 
members, primary care physicians, medical home 
team members, etc. 

CYSHCN The CYSHCN record collects all of the information 
related to a CYSHCN after an application has been 
approved, such as the Eligibility Reminder Date.  

Case The Case entity provides is designed to track the 
process from the initial intake of a care 
coordination case, tracking the details 
throughout the evaluation process, and through 
plan creation and execution. You can assign cases 
to CRM users or teams.  For more powerful 
automation and collaboration, cases can also be 
added to queues. Utilizing queues can result in 
more efficient case distribution and progression. 

Care Plan Created by the Care Coordinator based on the 
Care Plan Assessment. 

Care Plan Outcomes Individual activities with due dates ties to the 
Care Plan. 

 
Calculated Fields 

Field Entity Description 
Care Plan Due Date Case Calculated based interval 

period. 
 
Queues, Tasks, & Notifications 
Microsoft Dynamics CRM Queues will be utilized for upcoming Care Plan Assessments. When a Care Plan 
Due Date is set, a Task will be created and assigned to a Care Coordinator. Optionally, a Notification 
email can also be generated. 
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Workflows, Letters, & Emails 
Workflow automation will be utilized to generate a Care Plan and Care Plan Outcomes based on a Care 
Coordinator Assessment. Upon approval of a Care Plan, a workflow will generate a To-Do List document 
that can either be printed and sent or automatically attached to a generated email and sent to the 
Client/Family. 
 
Care Plan Outcomes 
Care Plan Outcomes will be an Activity type in Microsoft Dynamics CRM that can be sorted in a sub-grid 
on the Care Plan form. The sub-grid can be sorted on any columns, but by default by Due Date. These 
Care Plan Outcome Activities can be marked as complete by Care Coordinators. 
 

 
 
Document Templates 
A To-Do List Document Template will be created that is automatically generated when the Care Plan is 
approved.  
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Section IV: Mandatory Requirements  
 

Requirement Response 
Mandatory Contract Services Requirements & Deliverables 
Efforts to Outcomes (ETO) Case Management Software, or Equal  
Software must track and allow 
users to access service 
deliverables. 

The solution will track all service deliverables. These service 
deliverables will be accessible in the backend CRM and through 
the online Portal. Service deliverables include a service history, 
requested services, and scheduled services. 
 
Backend CRM user access: 
• Microsoft Dynamics CRM provides a security model that 

protects data integrity and privacy, and supports efficient 
data access and collaboration. The security model can be 
role-based, record-based, field-based, or a combination. 
Based on the configured privileges, CRM users will be able to 
access service deliverables in the backend CRM. 

• Applies to: Eligibility Unit, Care Coordinator, CSHCN Admin 
Staff, System Admin. 

 
Online Portal user access: 
• The online Portal will be used by external users to access 

service deliverables that are related to them based on their 
assigned roles. For example, Client/Family will only see 
service deliverables that are directly related to them while 
Medical Home Team/Primary Care Physician will see service 
deliverables directly related to all of their patients. 

• Applies to: Client/Family, Medical Home Team/Primary Care 
Physician. 

A sample Portal page 
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A sample Portal page  

Software must allow limited 
access users, such as physicians 
and caregivers of CYSHCN, the 
ability to review and approve 
documents using an electronic 
signature. 

The online Portal component of the solution will include 
functionality for external users to review and approve 
documents using an electronic signature. 
Applies to: Client/Family, Medical Home Team/Primary Care 
Physician. 

Software must include a file 
generation tool which will allow 
OMCFH to submit required Title V 
Agency and Federal reports. 

Microsoft Dynamics CRM document templates allow for the 
creation of standard document templates in Microsoft Word or 
Excel format. The templates provide all the features available in 
Word or Excel and allow you to enter CRM references into a 
document for distribution. Document generation is a one-click 
process using this feature. 

Software must document all data 
to build and maintain the care 
plan for the CYSHCN and families 
receiving OMCFH services and to 
report on expected program 
outcomes including information 
regarding CYSHCN demographics, 
medical insurance coverage, 
community and educational 
services received diagnoses, and 
treating physicians.  

The proposed solution will have all of the necessary fields to 
collect, store, and report on the CYSHCN and families receiving 
OMCFH services. These fields will be populated from the online 
Portal as entered by the Client/Family or Medical Home 
Team/Primary Care Physician, manually in the backend CRM by 
the Eligibility Unit, Care Coordinator, and CSHCN Admin Staff, or 
populated through an integrated application. 

Software must record dates and 
scores of the Children with Special 
Health Care Needs Screener© 
administered with families of 
CYSHCN. 

The proposed solution will have all of the necessary fields to 
collect, store, and report on the dates and scores of the CSHCN 
Screener administered with families of CYSHCN. 
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Software must be able to interface 
with ApplicationXtender®.  

The proposed solution will relate a client’s record in 
ApplicationXtender using a unique identifier or combination of 
identifiers. 

Software must be able to accept 
batch uploads from other DHHR 
systems; i.e. Medicaid 
Management Information System 
(MMIS). 

This can be accomplished using either a manual data import 
process utilizing the out-of-box Import Data Wizard, can be 
automated by integrating with the individual DHHR systems, or 
by providing a portal for self-service uploads. 
 
Import Data Wizard: 
Microsoft Dynamics CRM includes a web application tool called 
Import Data Wizard. You use this tool to import data records 
from one or more comma-separated values (.csv), XML 
Spreadsheet 2003 (.xml), or text files. 

Software must record client level 
data on health screening; 
including referrals and completion 
of referrals. 

The proposed solution with have all of the necessary fields to 
collect, store, and report on client level data on health 
screening. 

Software must record Consents to 
Release Information to 
professionals of CYSHCN. 

The proposed solution will have all of the necessary fields to 
collect, store, and report on Consents to Release Information to 
professionals of CYSHCN. 

Software must have the ability to 
accept batch uploads for all data 
elements within the system. 

Microsoft Dynamics CRM includes a web application tool called 
Import Data Wizard. You use this tool to import data records 
from one or more comma-separated values (.csv), XML 
Spreadsheet 2003 (.xml), or text files. Whether your data is 
stored in spreadsheets, databases, or other systems, you'll want 
to import the data into Microsoft Dynamics CRM so you can 
keep track of all your customer information in one place. You 
use templates for importing many types of records. 

Software must record 
communications among 
integrated medical homes. 

Microsoft Dynamics CRM Activities are used to record a specific 
type of communication, as well as the subject, time and details 
of that communication. Activities are actions such as emails, 
phone calls, meetings, etc. Using activities helps you and your 
organization understand all of the communication your 
organization has had with each client or contact. Activities 
should be used by every user that has external relationships and 
communications. Your My Activities view should act as your 
daily “To Do” list. You can create search queries, views, and 
reports to track activities by contact or activity type. By utilizing 
activities, you are ensuring that all communication with clients 
can be found later. 

Software must provide a 
comprehensive view of CYSHCN 
participants across all programs 
and sites to users with 
appropriate authority. 

Microsoft Dynamics CRM is built on a relational database that 
allows users with the appropriate authority to create 
dashboards, views, charts, and reports using the out-of-box tools 
for a comprehensive view of CYSHCN participants across all 
programs and sites. This can be done in the context of the 
CYSHCN or from the program or site. 
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Software must maintain data on 
CSHCN Program eligibility, 
including initial and annual 
eligibility determinations and 
subsequent reapplications. 

The proposed solution will track eligibility from application going 
forward. 

Software must record care 
coordination activities and related 
data, including but not limited to 
the following: 

• Home and site visits 
• Assessments 
• Care plans 
• Medical summaries 
• Transition 
• CYSHCN contacts  
• Case comments 
• Any information pertinent 

to the client’s official 
record. 

Through a combination of Entities, Activities, and Notes, the 
proposed solution is architected to store the required data. 
 
CRM Entities: 
There are three main types of entities: system, business, and 
custom. In Dynamics CRM, system entities handle internal 
processes such as workflows. It is important to note that system 
entities cannot be deleted or customized. Business entities are 
the default entities within Dynamics CRM which include Case, 
Account, and Opportunity. One of the most important elements 
in Microsoft Dynamics CRM is customizability. Custom entities 
provide organizations with a way to meet their needs head-on. 
 
CRM Activities: 
Microsoft Dynamics CRM Activities are used to record a specific 
type of communication, as well as the subject, time and details 
of that communication. Activities are actions such as emails, 
phone calls, meetings, etc. Using activities helps you and your 
organization understand all of the communication your 
organization has had with each client or contact. Activities 
should be used by every user that has external relationships and 
communications. Your My Activities view should act as your 
daily “To Do” list. You can create search queries, views, and 
reports to track activities by contact or activity type. By utilizing 
activities, you are ensuring that all communication with clients 
can be found later. 

Software must allow for the 
electronic entry of CSHCN 
Program forms and maintain a 
historical record of data entered 
into these forms. 

Program forms can be entered through the online Portal or 
manually in the backend CRM by staff. These forms are stored in 
the system. Any changes to the forms are recorded using the 
Microsoft Dynamics CRM Auditing functionality. 

Software must generate form 
letters for correspondence 
between the CSHCN Program, 
CYSHCN and the medical home. 
Software must accommodate 
unlimited modifications to 
letterhead of said form letters. 

Microsoft Dynamics CRM document templates allow for the 
creation of standard document templates in Microsoft Word or 
Excel format. The templates provide all the features available in 
Word or Excel and allow you to enter CRM references into a 
document for distribution. Document generation is a one-click 
process using this feature. 

Software must record data on 
emergency room and urgent care 
center utilization. 

The proposed solution will have all of the fields necessary to 
collect, store, and report on emergency room and urgent care 
center utilization. 
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Software must record data on 
physician visits, including both 
well-child and acute care visits. 

The proposed solution will have all of the fields necessary to 
collect, store, and report on physician visits, including both well-
child and acute care visits. 

Software must maintain CSHCN 
Program clinical services data 
regarding scheduling, clinic 
outcomes, appointment outcomes 
and reason(s) for cancellation. 

The proposed solution will have all of the fields necessary to 
collect, store, and report on CSHCN Program clinical services 
data regarding scheduling, clinic outcomes, appointment 
outcomes and reason(s) for cancellation. 

Software must record data from 
physician and family surveys. 

Survey data will be stored and linked to contact records. 

Software must record data from 
CYSHCN pre- and post-
intervention assessments. 

The proposed solution will have all of the fields necessary to 
collect, store, and report on CYSHCN pre- and post- intervention 
assessments. 

Software must allow for 
differential levels of access for 
different users, including CYSHCN 
and family. 

Backend CRM user access: 
• Microsoft Dynamics CRM provides a security model that 

protects data integrity and privacy, and supports efficient 
data access and collaboration. The security model can be 
role-based, record-based, field-based, or a combination.  

• Applies to: Eligibility Unit, Care Coordinator, CSHCN Admin 
Staff, System Admin. 

 
Online Portal user access: 
• The online Portal will be used by external users to interact 

with the solution. The online Portal functionality will limit 
these interactions based on what is allowed for external 
users. 

• Applies to: Client/Family, Medical Home Team/Primary Care 
Physician. 

Software must enable the State to 
make changes without additional 
programming. (For example: 
creating new forms or 
assessments, creating new 
entities, creating new 
demographics and creating ad-hoc 
reports).  

Microsoft Dynamics CRM is designed to allow system 
administrators and users the flexibility of customizing and 
configuring the system to meet their specific needs. Any changes 
in the organization can be easily accommodated making this 
application scalable and extensible. Some of the major types of 
customizations include: 
• Customizing forms, views and charts 
• Customizing the schema 
• Automations using workflows and dialogs 
• Customizing reports and dashboards and creating web 

resources 
Software must allow the Title V 
Agency to extract data for adhoc 
data analysis and reporting in 
other programs (Microsoft Excel, 
Microsoft Access, SAS, Stata, and 
IBM SPSS). 

The full list of data export options available: 
• Static Worksheet/Open in Excel Online 
• Static Worksheet on Page 
• Dynamic Worksheet 
• Dynamic PivotTable 
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Software must enable the use of 
wizards (a built-in tool that 
provides step-by-step guidance 
through a set procedure) to 
quickly build new graphs for 
selected outcomes. The graphs 
should show change over time 
with filters by population. 

Charts in Microsoft Dynamics CRM are a very useful way to 
display data for quick, high-level, visual analysis. They’re great 
for wrapping your head around huge amounts of data in one 
easy-to-understand visual snapshot. Here are some of the things 
you can do with charts: 
• Easily drill down to see the underlying records and data that 

make up a chart 
• Customize your dashboards with easy-to-understand visuals 

of your data 
• Customize by pie, bar, line, funnel charts and more 
• Present multi-series charts 
• Save personal charts that you create and share with others 
Charts, dashboards, and other reports can be created through a 
wizard process in Microsoft Dynamics CRM. 

Software must enable duplicate 
check settings to be established 
on multiple demographic 
elements and include like or exact 
matches. 

Duplicate Detection Wizard: 
The duplicate detection wizard is designed to find these 
duplicates so you can decide what records to keep, merge or 
delete. The duplicate detection wizard does NOT delete, merge, 
or activate any duplicates it finds in the system. It only asks you 
if you want to Save the record that is potentially a duplicate.  
You can abort the save and find the duplicate record. You can 
use the duplicate detection wizard to schedule duplicate 
detection jobs at a point in the future, or run it immediately. 

Software must enable the Title V 
Agency to create ad-hoc reports 
and must include licensing for ad-
hoc report creation and 
publishing. 

Microsoft Dynamics CRM has many tools that allow you to track 
and analyze your data so you can draw insights into the success 
of your business processes. 
 
Charts/Visualization: 
Charts in Microsoft Dynamics CRM are a very useful way to 
display data for quick, high-level, visual analysis. They’re great 
for wrapping your head around huge amounts of data in one 
easy-to-understand visual snapshot. Here are some of the things 
you can do with charts: 

• Easily drill down to see the underlying records and data 
that make up a chart 

• Customize your dashboards with easy-to-understand 
visuals of your data 

• Customize by pie, bar, line, funnel charts and more 
• Present multi-series charts 
• Save personal charts that you create and share with 

others 
 
Dashboards: 
Microsoft Dynamics CRM dashboards are collections of view 
lists, charts and iFrames that can pull in things like website 
information that you can modify to show key performance 
indicators and other important data. 
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Advanced Find as a Reporting Tool: 
Advanced find is used as a search tool within Microsoft 
Dynamics CRM, but it can also be used as a reporting tool. You 
can use advanced find to create views of data that meet certain 
criteria, and save those views for yourself and to share with 
others. 
 
Microsoft Dynamics CRM Report Wizard: 
A core function of Microsoft Dynamics CRM is the ability to 
analyze your data to gain meaningful insights. The Microsoft 
Dynamics CRM report wizard is a tool that helps users quickly 
and easily create sophisticated reports with charts, tables and 
drill-through capabilities. With the Dynamics CRM report wizard, 
you can: 

• Group and summarizes data 
• Share with the entire organization 
• Add visuals such as charts and tables 
• Drill-down into the data 
• Run reports from lists and forms of underlying entities 
• Download and edit using advanced tools like Microsoft’s 

Business Intelligence Development Studio 
Software must enable data 
sharing among providers 
governed by rules established 
within the system. 

Backend CRM user access: 
• Microsoft Dynamics CRM provides a security model that 

protects data integrity and privacy, and supports efficient 
data access and collaboration. The security model can be 
role-based, record-based, field-based, or a combination.  

• Applies to: Eligibility Unit, Care Coordinator, CSHCN Admin 
Staff, System Admin. 

 
Online Portal user access: 
• The online Portal will be used by external users to interact 

with the solution. The online Portal functionality will limit 
these interactions based on what is allowed for external 
users. 

• Applies to: Client/Family, Medical Home Team/Primary Care 
Physician. 

Software must provide for a 
notification engine to generate 
email and dashboard based 
notifications based on events 
within the software. The business 
rules should be able to be set and 
changed by the Title V Agency 
over time. 

A Microsoft Dynamics CRM process is a definition for an 
automated workflow consisting of steps, including the actions 
the workflow should take at each step, and the rules the 
workflow should use to proceed to the next step. Dynamics CRM 
workflows consist of a series of steps and rules that serve to 
automate a business process. A workflow can run on an out-of-
box entity or a custom entity. Workflows can be initiated 
manually, or they can be initiated automatically, in a number of 
different ways: 
• Start when: Record is created- workflow will begin when a 

record is created within the selected entity. 
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• Start when: Record status changes- workflow will begin 
when a record status is changed within the selected entity. 

• Start when: Record is assigned- workflow will begin when a 
record is assigned to someone within the selected entity. 

• Start when: Record is deleted- workflow will begin when a 
record is deleted within the selected entity. 

• Start when: Record fields change- workflow will begin when 
a record field changes within the selected entity. 

 
A workflow in Microsoft Dynamics CRM consists of a series of 
steps and rules to achieve a goal. The following are the available 
steps in a workflow: 
• Stage: a stage is used to split a workflow into manageable 

sections. 
• Check Condition: a check condition is made up by an if 

statement, and a then statement. 
• Conditional Branch: can only be created directly after a 

Check Condition. Functions as an Otherwise, If, Then 
statement. 

• Default Action: used to run a series of steps if the Check 
Condition and Conditional Branch fail. 

• Wait: waits until a condition is met, then performs desired 
step. 

• Parallel Wait Branch: a wait condition that runs parallel to 
the original workflow. 

• Create Record: creates an entity record (or a related entity 
record) in selected entity. 

• Update Record: updates selected entity record (or related 
entity record) field with desired value, or with a dynamic 
value. 

• Assign Record: assigns selected entity record (or a related 
entity record) to a user or a team. 

• Send E-mail: sends an e-mail via new e-mail creation or via 
e-mail template. 

• Start Child Workflow: starts a Child Workflow. Usually to 
perform a task outside the original selected entity. 

• Change Status: changes status field of selected entity record. 
• Stop Workflow: stops the workflow with a status of 

cancelled or completed.   
Software must enable correlation 
reporting through wizard based 
tools to enable rapid analysis of 
client outcomes. 

Microsoft Dynamics CRM has many tools that allow you to track 
and analyze your data so you can draw insights into the success 
of your business processes. 
 
Charts/Visualization: 
Charts in Microsoft Dynamics CRM are a very useful way to 
display data for quick, high-level, visual analysis. They’re great 
for wrapping your head around huge amounts of data in one 
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easy-to-understand visual snapshot. Here are some of the things 
you can do with charts: 

• Easily drill down to see the underlying records and data 
that make up a chart 

• Customize your dashboards with easy-to-understand 
visuals of your data 

• Customize by pie, bar, line, funnel charts and more 
• Present multi-series charts 
• Save personal charts that you create and share with 

others 
 
Dashboards: 
Microsoft Dynamics CRM dashboards are collections of view 
lists, charts and iFrames that can pull in things like website 
information that you can modify to show key performance 
indicators and other important data. 
 
Advanced Find as a Reporting Tool: 
Advanced find is used as a search tool within Microsoft 
Dynamics CRM, but it can also be used as a reporting tool. You 
can use advanced find to create views of data that meet certain 
criteria, and save those views for yourself and to share with 
others. 
 
Microsoft Dynamics CRM Report Wizard: 
A core function of Microsoft Dynamics CRM is the ability to 
analyze your data to gain meaningful insights. The Microsoft 
Dynamics CRM report wizard is a tool that helps users quickly 
and easily create sophisticated reports with charts, tables and 
drill-through capabilities. With the Dynamics CRM report wizard, 
you can: 

• Group and summarizes data 
• Share with the entire organization 
• Add visuals such as charts and tables 
• Drill-down into the data 
• Run reports from lists and forms of underlying entities 
• Download and edit using advanced tools like Microsoft’s 

Business Intelligence Development Studio 
Software must include 
configurable dashboard views for 
participants, families, entities and 
staff. 

Dashboards: 
Microsoft Dynamics CRM dashboards are collections of view 
lists, charts and iFrames that can pull in things like website 
information that you can modify to show key performance 
indicators and other important data. These dashboards can be 
organizational or personal and configured by and shared with 
users. 

Software must include an open 
web services based application 

Web API: 
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programming interface (API) to 
facilitate data integration using 
Simple Object Access Protocol 
(SOAP) standards. 

The Web API implements the OData (Open Data Protocol) v4. 
OData is an OASIS standard for building and consuming RESTful 
APIs over rich data sources. Because the Web API is built on 
open standards, you aren’t required to use client libraries 
specific to Microsoft Dynamics CRM. You can choose to compose 
HTTP requests for specific operations or use third-party libraries 
to generate classes for whatever language or platform you want 
to use. 
 
Organization Service: 
The Organization service, also sometimes known as the “SOAP 
endpoint,” is the web service that most developers working with 
Microsoft Dynamics CRM are already familiar with. The 
Organization service is optimized for use with .NET. The 
Microsoft Dynamics CRM SDK provides a set of assemblies and 
tools to allow you to generate strongly typed classes and proxies 
that streamline the development process and enjoy a better 
development experience using Microsoft Visual Studio. 

Software must include a 
searchable online help manual for 
all functions.  

As part of this implementation, Aeon Nexus will provide an 
online help manual. 

 Software must include search 
functionality for participants, 
entities and families. 

Microsoft Dynamics CRM is excellent at surfacing information 
with its query and filter capabilities.  A basic search can be done 
with quick search and more advanced searching and filtering is 
done with the advanced find. However, much can be done with 
a basic filter. 
 
Global Search: 
CRM users are able to query across multiple entities at the same 
time. Global Search can be configured to include the entities 
that fit your business’s needs. It is just about as easy to set it up 
as it is to use. 
 
Quick Search: 
On the top right of each grid view, you can search that record-
type in CRM using the quick search box.  Search is not case 
sensitive. The easiest way to search is to put in as few characters 
as possible.  So if looking for Bank of America, you might 
consider typing just “bank” (no quotes). Use an asterisk before 
your search to indicate you are looking for something that 
contains those characters. This is called a wildcard search.  So, if 
you are looking for Bank of America, but you work with a lot of 
banks, you might consider typing “*America” to find it. 
 
Advanced Find: 
Advanced find allows users to create ad hoc queries and save, 
export and share the results. They are also known as Views. 
• Can be used to search any record type (entity) 
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• Users can create complex filters and queries based on any 
fields within or related to the record being searched 

• Can be saved and turned into personal views 
• Results can be exported to Excel 
• Advanced Finds can feed charts 
• Bulk operations can be carried out on Advanced Find results 
• Actions you can perform on Advanced Find results 

o Quick Campaign 
o Mass Operations: Edits, Share, Activate/Deactivate 

records 
o Add to Marketing List or create a dynamic marketing 

list 
o Apply Rule / workflow 
o Add Relationship (One Record at a time) 

Software must enable access to 
ApplicationXtender® where 
documents are to be uploaded 
and attached to client records. 

The proposed solution will integrate with ApplicationXtender for 
the purposes of document management. 

Software must provide security 
support for HIPAA compliance in 
accordance with West Virginia 
DHHR privacy policies. 

HIPAA regulations require that covered entities and their 
business associates—in this case, Microsoft when it provides 
services, including cloud services, to covered entities—enter into 
contracts to ensure that those business associates will 
adequately protect PHI. These contracts, or BAAs, clarify and 
limit how the business associate can handle PHI, and set forth 
each party’s adherence to the security and privacy provisions set 
forth in HIPAA and the HITECH Act. Once a BAA is in place, 
Microsoft customers—covered entities—can use its services to 
process and store PHI. 

Batch import must allow for 
multiple search criteria 
simultaneously, including but not 
limited to the following: 

• Wildcard search 
capabilities (in case of 
misspelling of names). 

• DOB: Date of Birth. 
• Name (first, middle, and 

last). 
• Geographic location. 

Microsoft Dynamics CRM is equipped with a tool to make it easy 
for you to import data into your system. It’s called the Import 
Data Wizard. Supported files include .xml, .csv and .txt. You can 
also import a ZIP file containing any of the supported file types.  
The Import Data Template automatically opens in Excel in XML 
format, which is supported by the import wizard. It provides all 
the fields located in the main Dynamics CRM form of the record. 
Each column header corresponds to a field within CRM. This 
means you can save time by using the automatic mapping 
feature of the import wizard. The template includes values for 
picklists as well as descriptions and data guidelines for each 
field. The import template sets restrictions based on the data 
requirements within Dynamics CRM. This means you cannot 
provide a non-existent value in a picklist, exceed the character 
limit for fields, or enter text in a number field. This prevents 
import errors, saving you potentially a lot of time in 
troubleshooting. You can paste existing data into this file from 
data sources provided by a third party or exported from another 
system. The out-of-the-box Dynamics CRM data import feature 
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provides some great functionality, such the ability to create 
records, update existing records, and create attributes for an 
entity on the fly. 

Software must generate 
reminders for well child visits due 
based on calculation of age and 
previous appointment dates. 

Using a combination of CRM workflows, tasks, emails, and the 
Outlook integration, this requirement can be met without any 
custom development. 
 
A Microsoft Dynamics CRM process is a definition for an 
automated workflow consisting of steps, including the actions 
the workflow should take at each step, and the rules the 
workflow should use to proceed to the next step. Dynamics CRM 
workflows consist of a series of steps and rules that serve to 
automate a business process. A workflow can run on an out-of-
box entity or a custom entity. Workflows can be initiated 
manually, or they can be initiated automatically, in a number of 
different ways: 
• Start when: Record is created- workflow will begin when a 

record is created within the selected entity. 
• Start when: Record status changes- workflow will begin 

when a record status is changed within the selected entity. 
• Start when: Record is assigned- workflow will begin when a 

record is assigned to someone within the selected entity. 
• Start when: Record is deleted- workflow will begin when a 

record is deleted within the selected entity. 
• Start when: Record fields change- workflow will begin when 

a record field changes within the selected entity. 
 
A workflow in Microsoft Dynamics CRM consists of a series of 
steps and rules to achieve a goal. The following are the available 
steps in a workflow: 
• Stage: a stage is used to split a workflow into manageable 

sections. 
• Check Condition: a check condition is made up by an if 

statement, and a then statement. 
• Conditional Branch: can only be created directly after a 

Check Condition. Functions as an Otherwise, If, Then 
statement. 

• Default Action: used to run a series of steps if the Check 
Condition and Conditional Branch fail. 

• Wait: waits until a condition is met, then performs desired 
step. 

• Parallel Wait Branch: a wait condition that runs parallel to 
the original workflow. 

• Create Record: creates an entity record (or a related entity 
record) in selected entity. 
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• Update Record: updates selected entity record (or related 
entity record) field with desired value, or with a dynamic 
value. 

• Assign Record: assigns selected entity record (or a related 
entity record) to a user or a team. 

• Send E-mail: sends an e-mail via new e-mail creation or via 
e-mail template. 

• Start Child Workflow: starts a Child Workflow. Usually to 
perform a task outside the original selected entity. 

• Change Status: changes status field of selected entity record. 
• Stop Workflow: stops the workflow with a status of 

cancelled or completed.   
Family information must relate to 
client in a one to many 
relationship, meaning the client’s 
record is the primary record but 
information from multiple related 
records can be linked back to the 
client’s record for easy reference. 

Microsoft Dynamics CRM is built on a relational database, 
allowing parent records to be associated to many child records. 

Software must allow users to view 
premade reports reflecting the 
client(s) information based upon 
the user’s level of authorization. 

Microsoft Dynamics CRM has many tools that allow you to track 
and analyze your data so you can draw insights into the success 
of your business processes. Microsoft Dynamics CRM provides a 
security model that protects data integrity and privacy, and 
supports efficient data access and collaboration. The security 
model can be role-based, record-based, field-based, or a 
combination. 
 
Charts/Visualization: 
Charts in Microsoft Dynamics CRM are a very useful way to 
display data for quick, high-level, visual analysis. They’re great 
for wrapping your head around huge amounts of data in one 
easy-to-understand visual snapshot. Here are some of the things 
you can do with charts: 

• Easily drill down to see the underlying records and data 
that make up a chart 

• Customize your dashboards with easy-to-understand 
visuals of your data 

• Customize by pie, bar, line, funnel charts and more 
• Present multi-series charts 
• Save personal charts that you create and share with 

others 
 
Dashboards: 
Microsoft Dynamics CRM dashboards are collections of view 
lists, charts and iFrames that can pull in things like website 
information that you can modify to show key performance 
indicators and other important data. 
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Advanced Find as a Reporting Tool: 
Advanced find is used as a search tool within Microsoft 
Dynamics CRM, but it can also be used as a reporting tool. You 
can use advanced find to create views of data that meet certain 
criteria, and save those views for yourself and to share with 
others. 
 
Microsoft Dynamics CRM Report Wizard: 
A core function of Microsoft Dynamics CRM is the ability to 
analyze your data to gain meaningful insights. The Microsoft 
Dynamics CRM report wizard is a tool that helps users quickly 
and easily create sophisticated reports with charts, tables and 
drill-through capabilities. With the Dynamics CRM report wizard, 
you can: 

• Group and summarize data 
• Share with the entire organization 
• Add visuals such as charts and tables 
• Drill-down into the data 
• Run reports from lists and forms of underlying entities 
• Download and edit using advanced tools like Microsoft’s 

Business Intelligence Development Studio 
Software must have a limited 
deletion role – only the System 
Administrator will be authorized 
to delete. 

Microsoft Dynamics CRM provides a security model that 
protects data integrity and privacy, and supports efficient data 
access and collaboration. The security model can be role-based, 
record-based, field-based, or a combination.  

Software must allow for records 
to be marked as inactive and the 
information be excluded in 
reports. 

This is out-of-box functionality. 

Software must allow for records 
to be reactivated, at which point 
all existing information will be 
included in reports.  

This is out-of-box functionality. 

Software must track individual 
transactions for Title V funded 
services by services and client. 

The proposed solution will have the fields necessary to collect, 
store, and report on transactions for Title V funded services by 
services and client. 

Software must set alerts based on 
defined formulas calculated using 
dates or manually entered ones.  

A Microsoft Dynamics CRM process is a definition for an 
automated workflow consisting of steps, including the actions 
the workflow should take at each step, and the rules the 
workflow should use to proceed to the next step. Dynamics CRM 
workflows consist of a series of steps and rules that serve to 
automate a business process. A workflow can run on an out-of-
box entity or a custom entity. Workflows can be initiated 
manually, or they can be initiated automatically, in a number of 
different ways: 
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• Start when: Record is created- workflow will begin when a 
record is created within the selected entity. 

• Start when: Record status changes- workflow will begin 
when a record status is changed within the selected entity. 

• Start when: Record is assigned- workflow will begin when a 
record is assigned to someone within the selected entity. 

• Start when: Record is deleted- workflow will begin when a 
record is deleted within the selected entity. 

• Start when: Record fields change- workflow will begin when 
a record field changes within the selected entity. 

 
A workflow in Microsoft Dynamics CRM consists of a series of 
steps and rules to achieve a goal. The following are the available 
steps in a workflow: 
• Stage: a stage is used to split a workflow into manageable 

sections. 
• Check Condition: a check condition is made up by an if 

statement, and a then statement. 
• Conditional Branch: can only be created directly after a 

Check Condition. Functions as an Otherwise, If, Then 
statement. 

• Default Action: used to run a series of steps if the Check 
Condition and Conditional Branch fail. 

• Wait: waits until a condition is met, then performs desired 
step. 

• Parallel Wait Branch: a wait condition that runs parallel to 
the original workflow. 

• Create Record: creates an entity record (or a related entity 
record) in selected entity. 

• Update Record: updates selected entity record (or related 
entity record) field with desired value, or with a dynamic 
value. 

• Assign Record: assigns selected entity record (or a related 
entity record) to a user or a team. 

• Send E-mail: sends an e-mail via new e-mail creation or via 
e-mail template. 

• Start Child Workflow: starts a Child Workflow. Usually to 
perform a task outside the original selected entity. 

• Change Status: changes status field of selected entity record. 
• Stop Workflow: stops the workflow with a status of 

cancelled or completed.   
Conceptual design of web-based performance and case management system to support the 
coordination and integration of information and services for CYSHCN (0 – 30 calendar days after 
contract start date) 
Vendor will attend and participate 
in a meeting at OMCFH located at 
350 Capitol Street, Charleston, 

Yes. 
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West Virginia 25301 to develop a 
conceptual design. This meeting 
will last no longer than two (2) 
days. Vendor will be responsible 
for all costs incurred for its staff to 
attend the session; including 
travel expenses, lodging and 
meals. 
Vendor, OMCFH and West Virginia 
Office of Technology (WVOT) staff 
will work together during the 
meeting to ensure the conceptual 
design focuses on functional 
requirements, administrative 
requirements, system 
maintenance requirements, and 
reporting requirements. 

Yes. 

Written Design of Web-Based Data Collection System (31 – 60 calendar days after contract start date) 
Vendor will complete a written 
design (blueprint) for the web-
based performance and case 
management system based upon 
the conceptual design phase and 
provide copies to OMCFH for 
review and approval. During the 
written design phase, vendor will 
communicate with OMCFH as 
often as necessary by telephone 
and will provide progress reports 
to OMCFH via email every two 
weeks. 

Yes. 

Development of Web-Based Data Collection System (61 – 150 calendar days after contract start date) 
Vendor will use the OMCFH 
approved written design to 
develop/implement the web-
based performance and case 
management system to support 
the coordination and integration 
of information and services for 
CYSHCN 

Yes.  

Training (151 – 240 calendar days after contract start date) 
Vendor will provide at least one 
(1) train-the-trainer workshop for 
the CSHCN administration team at 
350 Capitol Street, Charleston, 
West Virginia 25301. Vendor will 
be responsible for all costs 

Yes.  
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incurred for its staff to attend the 
session; including travel expenses, 
lodging and meal. 
Advanced User and Basic User 
Training Guides with step-by-step 
instructions (in PDF format) for 
using the web-based data 
collection system and generating 
reports. 

Yes. 

Basic User Training Webinar that 
includes step-by-step instructions 
for using the web-based data 
collection system and generating 
reports. Webinar will become the 
property of OMCFH upon delivery; 
be hosted on OMCFH’s website; 
and will be used as a refresher 
course tool 

Yes. 

Advance User Training Webinar 
that includes step-by-step 
instructions for system 
development. Webinar will 
become the property of OMCFH 
upon delivery and will be hosted 
on OMCFH’s website. 

Yes. 

Go-Live for CYSHCN (241 – 270 calendar days after contract start date) 
Vendor will make software 
available live on its website at 
which time the WV Office of 
Technology will link it to OMCFH’s 
website resulting in it being 
available for full use by OMCFH 
and authorized local pediatric 
provider users. All data captured 
will be owned by OMCFH.  
 
Vendor will provide all software 
source codes or escrow (at 
vendor’s expense) all software 
source codes to ensure that the 
State obtains access to the 
software source codes should the 
maintenance of the software 
cannot otherwise be assured. 
 
Any escrow agreement will be 
between the vendor, the OMCFH 

Yes. 
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and the escrow agent. After a 
mandatory verification by the 
OMCFH, the escrow agent will 
hold all software source codes.  
 
At the moment the vendor can no 
longer guarantee business 
continuity, the escrow agent will 
ensure that the software source 
codes are released to the OMCFH. 
Maintenance, Support, and Upgrades (Year 1) 
Vendor will provide live, toll-free 
support (Monday through Friday 
from 8:00am to 8:00pm EST) to all 
authorized users throughout the 
life of the contract. 

Yes. 

Vendor will provide maintenance 
and will include all upgrades of 
the web-based data system 
(specific to the license purchased) 
to CYSHCN. Upgrades will be 
based only upon the data 
referenced in Section 4.1.1 and/or 
Attachment_2 “Business 
Requirements Document” of this 
RFQ. 

Yes. 

Vendor will provide access for all 
registered users to web-based 
software trainings offered no less 
than weekly for the duration of 
the contract. 

Yes. 

Vendor will develop and maintain 
updates to an established project 
timeline with anticipated 
completion dates (see 4.1.3.1 for 
more detail). 

Yes. 

Maintenance, Support, and Upgrades (Optional Renewal Year 2) 
Vendor will provide live, toll-free 
support (Monday through Friday 
from 8:00am to 8:00pm EST) to all 
authorized users throughout the 
life of the contract 

Yes. 

Vendor will provide maintenance 
and will include all upgrades of 
the web-based data system 
(specific to the license purchased) 
to CYSHCN. Upgrades will be 

Yes. 
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based only upon the data 
referenced in Section 4.1.1 and/or 
Attachment_2 “Business 
Requirements Document” of this 
RFQ. 
Vendor will provide access for all 
registered users to web-based 
software trainings offered no less 
than weekly for the duration of 
the contract. 

Yes. 

Vendor will develop and maintain 
updates to a project timeline with 
anticipated completion dates (see 
4.1.3.1 for more detail). 

Yes. 

Maintenance, Support, and Upgrades (Optional Renewal Year 3) 
Vendor will provide live, toll-free 
support (Monday through Friday 
from 8:00am to 8:00pm EST) to all 
authorized users throughout the 
life of the contract. 

Yes. 

Vendor will provide maintenance 
and will include all upgrades of 
the web-based data system 
(specific to the license purchased) 
to CYSHCN. Upgrades will be 
based only upon the data 
referenced in Section 4.1.1 and/or 
Attachment_2 “Business 
Requirements Document” of this 
RFQ. 

Yes. 

Vendor will provide access for all 
registered users to web-based 
software trainings offered no less 
than weekly for the duration of 
the contract 

Yes. 

Vendor will develop and maintain 
updates to a project timeline with 
anticipated completion dates (see 
4.1.3.1 for more detail). 

Yes. 

Maintenance, Support, and Upgrades (Optional Renewal Year 4) 
Vendor will provide live, toll-free 
support (Monday through Friday 
from 8:00am to 8:00pm EST) to all 
authorized users throughout the 
life of the contract. 

Yes. 

Vendor will provide maintenance 
and will include all upgrades of 

Yes. 
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the web-based data system 
(specific to the license purchased) 
to CYSHCN. Upgrades will be 
based only upon the data 
referenced in Section 4.1.1 and/or 
Attachment_2 “Business 
Requirements Document” of this 
RFQ. 
Vendor will provide access for all 
registered users to web-based 
software trainings offered no less 
than weekly for the duration of 
the contract. 

Yes. 

Vendor will develop and maintain 
updates to a project timeline with 
anticipated completion dates (see 
4.1.3.1 for more detail). 

Yes. 

Licensing, Software, Hardware, Support Terms and Conditions 
Vendor should provide with their 
bid a copy of any hardware or 
software licensing and/or support 
terms and conditions either in 
writing or digitally, that the 
Vendor requires for the Agency to 
order and receive the 
commodities or services offered 
as part of this contract. All Vendor 
requirements must be submitted 
in writing prior to the award of 
any contract resulting from this 
solicitation or disqualification of 
the Vendor’s bid may result. 

Yes. 

 
  



46 
138 State Street | Albany, NY 12207   T: 518.708.8971   F: 866.252.1251   aeonnexus.com 

Section V: System Requirements 
 
5.1 System Hardware Requirements 
Below are the requirements for the Microsoft Dynamics CRM Online 2016 web application. 
 
Supported versions of Internet Explorer 
Microsoft Dynamics CRM will run in the following Internet Explorer versions: 

• Internet Explorer 11 
• Internet Explorer 10 

 
Supported operating systems when you use Internet Explorer and Microsoft Edge 
The following operating systems are supported: 

• Windows 10 when you use Internet Explorer 11 or Microsoft Edge 
• Windows 8.1 when you use Internet Explorer 11 
• Windows 8 and Windows RT when you use Internet Explorer 10 
• Windows 7 when you use Internet Explorer 11 or Internet Explorer 10 

 
Other supported web browsers 
In addition to Internet Explorer, Microsoft Dynamics CRM will run on the following browsers: 

• Mozilla Firefox (latest publicly released version) running on Windows 10, Windows 8.1, 
Windows 8, or Windows 7 

• Google Chrome (latest publicly released version) running on Windows 10, Windows 8.1, 
Windows 8, Windows 7, or Android 10 tablet* 

• Apple Safari (latest publicly released version) running on Mac OS X 10.8 (Mountain Lion), 10.9 
(Mavericks), 10.10 (Yosemite), or Apple iPad 

 
Note: Google Chrome is not currently recommended due to changes in the Google Chrome APIs.  
 
Note: Only Firefox and Chrome for Windows operating systems are compatible. If you want to run 
Microsoft Dynamics CRM Online on Mac, you must use Safari.  
 
Supported versions of Microsoft Office 
To use Microsoft Dynamics CRM with Microsoft Office integration features, such as Export to Excel and 
Mail Merge, you will need to have one of the following versions of office: 

• Microsoft Office 365 
• Microsoft Office 2016 
• Microsoft Office 2013 
• Microsoft Office 2010 

 
Note: Microsoft Office 2007 is no longer supported. 
 
Microsoft Dynamics CRM Online Minimum Network Requirements 
Microsoft recommends that your network have a bandwidth greater than 50 KBps and latency under 
150 milliseconds. 
 
Microsoft Dynamics CRM Web Application Hardware Requirements 
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Component Minimum Recommended 
Processor 2.9 gigahertz (GHz) or faster x86- or x64-

bit dual core processor with SSE2 
instruction set 

3.3 gigahertz (GHz) or faster x86- or x64-bit 
dual core processor with SSE2 instruction 
set 

Memory 2-GB RAM or more 4-GB RAM or more 
Display Super VGA with a resolution of 1024 x 

768 
Super VGA with a resolution higher than 
1024 x 768 

 
5.2 Mobile Devices 
For a mobile device, such as a tablet or smartphone, the following apps are available:  

• Microsoft Dynamics CRM for Windows, Android, and iPad tablets 
• Microsoft Dynamics CRM for Windows Phone 8.1 and 10, iOS, and Android 

 
5.3 Security  
User Access Requirements 
Role-based security in Microsoft Dynamics CRM focuses on grouping a set of privileges together that 
describe the responsibilities (or tasks that can be performed) for a user. Microsoft Dynamics CRM 
includes a set of predefined security roles. Each aggregates a set of user rights to make user security 
management easier. Also, each application deployment can define its own roles to meet the needs of 
different users. Users are added or deactivated in Microsoft Dynamics CRM in the System 
Administration area. User details, such as contact information, organization, email configuration, team, 
security role(s), quotas, and work hours, can all be added as needed. Microsoft Dynamics CRM can be 
configured to support user provisioning and authentication through Active Directory or any STS claims 
provider for an on-premises solution. 
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Audit Requirements 
Out of the box, Microsoft Dynamics CRM maintains an audit trail for cases. Auditing can capture any 
change within a case, who changed it, what the previous value was, and when they changed it. The audit 
log can be viewed from within a case in order of the data of the activity. 
 
In addition, the Portal for Microsoft Dynamics CRM solution, which provides self-service capabilities for 
Microsoft Dynamics CRM, provides organizations with a complete self-service history showing all trouble 
tickets submitted, knowledge base articles viewed, and any service appointments scheduled. 
 
Microsoft Dynamics CRM change history is maintained with the audit ability. Auditing allows the tracking 
of all changes that have been made to a record. Auditing can be enabled or disabled for entities, 
enabled or disabled for all fields on an entity, and enabled or disabled for individual fields on an entity. 
Microsoft Dynamics CRM allows an administrator to delete audit logs in batches. Auditing data is stored 
in a single audit table completely separated from other CRM data and thus does not affect system 
performance. 
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Section VI: Data Migration 
 
Microsoft Dynamics CRM has the ability to migrate historic case information from various data sources 
into the new Solution. Data can be imported into standard and customized attributes of most system 
entities and custom entities. This includes related data, such as notes and attachments.  
 
Microsoft Dynamics CRM includes a web application tool called the Data Import Wizard. This tool is used 
to import data records from one or more comma-separated values (.csv), XML (.xml), or text files. The 
Data Import Wizard allows administrators to easily map data from the file source columns to CRM 
attributes. These user-configurable data migration maps can then be used and reused to map imported 
data to Microsoft Dynamics CRM. 
 
In addition, web services integration provides a programmatic interface for inserting, updating, and 
deleting records in real time. Microsoft SQL Server Integration Services packages can be used for doing 
fast batch integration for large volumes of data. The Microsoft Dynamics CRM web services provide 
additional capabilities that are not available in the Data Import Wizard: 

• Create data maps that include complex transformation mapping, such as concatenation, split, 
and replace.  

• Define custom transformation mapping.  
• View source data that is stored inside the temporary parse tables.  
• Access error logs to build custom error reporting tools with improved error logging views.  
• Run data import by using command line scripts.  
• Add LookupMap XML tags in the data map to indicate that the data lookup will be initiated and 

performed on a source file that is used in the import.  
• Add custom OwnerMetadata XML tags in the data map to match the user records in the source 

file with the records of the user (system user) in Microsoft Dynamics CRM.  
• Use optional validation checks. Validation is not optional in the Data Import Wizard. 

 
It is through the intelligent application of each of the available data migration utilities that the Aeon 
team has previously migrated dataset in excess of the 10 million rows of data currently maintained in 
the OMCFH’s existing solution. 
 
6.1 Data Migration Plan 
Aeon Nexus will work with the OMCFH on a data migration plan to migrate historic OMCFH data into 
Dynamics CRM. Aeon Nexus will demonstrate the viability and establish levels of trust that the migration 
process will succeed via the test environments. Aeon Nexus understands the rationale behind a one (1) 
time production migration that needs to quickly occur off-hours. Our approach includes: 
 
Migration Scope/Technical Review  
At the start of every migration, we scope and identify all potential issues that may occur later on. This 
enables the migration team to plan for any risks. The aim of scoping is to thoroughly review the 
migration before it starts.  
 
The migration review evaluates the following areas:  

• Are the migration deadlines and objectives clearly defined?  
• Have the information requirements of all potential stakeholders been included in the plan?  
• Are there communication plans in place for the migration, and do they include all stakeholders?  
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• Is there enough client involvement in migration and are expectations appropriate?  
 
The technical review is used to check the quality and appropriateness of:  

• The proposed migration methodology  
• The data security plan during and after migration  
• The technical features/constraints of the proposed data migration tools  
• The structure, volume and quality of the source data  

 
Data Migration Methodology Definition   
A clear methodology is an essential part of a successful data migration. Our methodology consists of the 
pre-migration scoping mentioned above, followed by migration assessments and a core migration 
process. The methodology includes:  

• Extract design: how the data is extracted, held and verified  
• Migration design: how data is transformed into the target structure  
• Mapping rules: the details of the migration  
• Test overview: tools, reporting, structure and constraints  
• Unit test: unit test specification  
• Integration test: integration test specification  
• Recovery plan: recovery options for each stage of the migration  
• Go live plan: actions (including verifications) required to go live  

 
Data Preparation   
There are a number of aspects to data preparation:  

• Landscape analysis checks how each system works and how the data within each system is 
structured  

• Data assurance validates the data identified in the landscape analysis and ensures that all data is 
fit for purpose  

• Data profiling provides a check of data quality and ensures that any historical data is suitable for 
the new requirements of the organization  

• Data quality definitions are used during the profiling phase to identify whether or not the data is 
of the correct standard and format  

• A retirement plan should be used to define the data no longer required  
• Data verification, which is then followed by data cleansing, checks that the data is available, 

accessible, complete and in the correct format  
• Data impact analysis ensures that data cleansing does not project on other elements within the 

source and target systems  

Data Security   
The migration team creates data security plans early on and embeds them in the data migration plan. 
Areas to consider include:  

• How to ensure secure data transfer  
• How to create secure server access  
• How to ensure secure data access  
• The number of permissions required to transfer data  
• Clearance and vetting of personnel, including outside consultants  
• The training or information sessions required by personnel  
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• Vetting of the software that will be used for the migration  
• Protocols for the use of email and portable storage devices  

 
Business Engagement   
The involvement of stakeholders will improve the chances of a data migration project going smoothly 
and ensure that the team has the necessary resources. The key is to communicate that the purpose of 
the migration is to make the overall business more effective and efficient.  
 
In summary, the extensive database administrator experience of our staff will be leveraged to create a 
specific process for creating supporting structures and identifying data mapping procedures for ensuring 
proper data assimilation into the new solution. Our team will monitor and mirror like structures and 
design a significant number of post transfer queries and system tests to ensure a valid data migration 
has been completed. A set of data migration tasks will be created to draw out an intelligible path to a 
successful conversion. A thorough data dictionary (using the OMCFH’s approved tools) will be defined 
with all proper fields and objects mapped appropriately prior to the development of services and scripts 
needed to complete the process. Through repeated execution of migration testing, and comparative 
analysis supported by the use of automated and custom data migration tools, our team will ensure the 
integrity of all data, and the processes required to maintain a valid data state and data security.  
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Section VII: Our Approach – Brief Overview 
 
Aeon’s projects all flow through our well defined process and phases. Our project checklist makes it easy 
for the project team to get a quick, visual representation of where we are in the project life cycle. A 
typical project will flow through the following phases.   
 

 
Project Kick-Off 
A successful kick-off meeting sets the tone for a truly successful project. At the project kick-off meeting, 
the OMCFH will meet Aeon’s implementation team that will guide the OMCFH through the 
implementation and post go-live phases. The goal of the kick-off meeting is to initiate the project, define 
team members’ roles and responsibilities, begin discussing project risks and constraints, discuss the 
project objectives and success criteria, and get the team excited about the new system. 
 
Discovery 
Aeon Nexus will work closely with the OMCFH to elicit, identify, and document business requirements 
and functional requirements. During this phase, our team will meet with key stakeholders to ensure the 
resulting solution meets your needs. In addition to the specific requirements, our team will seek to 
understand and document the workflows that must be in place to ensure successful execution. 
 
Installation & Configuration 
Aeon Nexus begins each project by first installing and configuring the product to meet as many 
requirements as possible. During this phase, the project team will be working closely with the end users 
to understand the business challenges the new system should address and the day to day operational 
needs of end users.  
 
Once the initial configuration is complete, Aeon Nexus will train the OMCFH on your “base” system and 
the OMCFH will have the opportunity to start testing the new system. The project team will work with 
the OMCFH’s end users to identify and prioritize any gaps in functionality. These remaining 
requirements will define the scope that will drive the iterative development phase. 
 
Iterative Development 
Once the scope (aka project backlog) has been defined, Aeon Nexus will begin to document, develop, 
and test the system in small iterations, involving us as much as possible throughout the development 
process. We will work with the OMCFH to define the iterations and will typically start with the highest 
priority items.  
 
For each requirement, the project team will work with end users to document business needs and 
coordinate with the technical lead to architect an appropriate solution. Each requirement will be 

Project Kickoff Discovery Installation & 
Configuration

Iterative 
Developement Go-Live

Project Closeout 
& Customer 
Satisfaction
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delivered with comprehensive test steps and a complete system walkthrough before user acceptance 
testing begins.  
 
Before development begins, Aeon Nexus will provide the OMCFH with an online interface for problem | 
change | incident management. If any bugs are found during development or UAT, this problem would 
be entered into the problem management interface. If a change request is required during any of the 
steps outlined here, this change would be entered into the change management interface. If any 
disruptions in service occur or an application fault is encountered after Go-Live, this incident would be 
entered into our incident management interface. Please see our Service Levels for more information on 
issue severity and response time commitments.  
 
Go-Live Preparation and Go-Live 
Proper planning before the training and deployment phase is critical to ensure a smooth transition from 
an existing set of systems and processes to the new system. Aeon Nexus will work with the OMCFH’s 
project champion throughout the project life cycle to prepare end users for the transition and ensure 
that the training is comprehensive and valuable. Aeon Nexus will provide on-site training to staff which 
will consist of an instructor led classroom with hands-on lab training. The project team will also provide 
post go-live support to ensure a smooth transition from the implementation team to the account 
management team. 
 
Finally, Aeon Nexus will work with the OMCFH to plan for the physical deployment of the new system to 
your location or a co-located data center facility, as well as the timing for the final data cut-over. 
 
Project Closure & Customer Satisfaction  
At the conclusion of all projects, the team conducts a post project debrief that is used to enhance our 
lessons learned documentation and improve future projects. We are committed to continuous 
improvement and are always striving to provide better products and services to our customers. 
Performance feedback is often requested from our customers and is put to use as we constantly work to 
improve our methodology, products, services, and relationship with the OMCFH. 
 
7.1 Project Schedule 
Aeon Nexus will work with the OMCFH project team on a detailed project schedule, which outlines start 
and completion dates, and sequencing for tasks and milestones.  The plan will be developed with 
considerations of risks and staff availability.  Upon finalization, the project team will execute this 
schedule. Aeon Nexus is aware of the time sensitive nature of the Case Management System and will 
leverage time and resources accordingly to ensure a viable solution is available. 
  
Based on requirements addressed in the RFP, Aeon Nexus is estimating a nine-month project period. 
Eight and a half months will be allocated to the initial launching of the system with an additional two 
weeks for an after launch break fix support period. The following tentative project plan displays the 
anticipated schedule timelines for this service agreement. A better determination of dates, tasks, and 
milestones will be made during the Analysis and Design Phase (Phase I).  Aeon Nexus is flexible and will 
work within the needs of the OMCHF.  
 
Please note that although numerically sequential as described in our project schedule below, it is 
understood that the development process executed by Aeon Nexus is an iterative process that repeats 
the numerical phases as the solution progresses towards production.   
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Task Name Duration Start Finish 

Project Plan Summary 34 wks Thu 9/1/16 Wed 
4/26/17 

   (4.1.2) Conceptual Design of web-based performance and 
case management system to support the coordination and 
integration of information and services for CYSHCN 

4 wks Thu 9/1/16 Wed 9/28/16 

      Discovery 2 wks Thu 9/1/16 Wed 9/14/16 
      Requirements & User Stories Documentation 2 wks Thu 9/15/16 Wed 9/28/16 
      Documentation Sign-Off 0 days Wed 9/28/16 Wed 9/28/16 
   (4.1.3) Written Design of Web- Based Data Collection 
System 4 wks Thu 9/29/16 Wed 

10/26/16 
      Functional Specifications 4 wks Thu 9/29/16 Wed 10/26/16 
      Data Mapping 4 wks Thu 9/29/16 Wed 10/26/16 

      Documentation Sign-Off 0 days Wed 
10/26/16 

Wed 
10/26/16 

   (4.1.4) Development of Web Based Data Collection System 18 wks Thu 10/27/16 Wed 3/1/17 
      Iteration 1 6 wks Thu 10/27/16 Wed 12/7/16 
         System Development 3 wks Thu 10/27/16 Wed 11/16/16 
         Data Migration Script Development 3 wks Thu 10/27/16 Wed 11/16/16 
         Test Cases 3 wks Thu 10/27/16 Wed 11/16/16 
         QA 1 wk Thu 11/17/16 Wed 11/23/16 
         UAT 1 2 wks Thu 11/24/16 Wed 12/7/16 
      Iteration 2 6 wks Thu 12/8/16 Wed 1/18/17 
         System Development 3 wks Thu 12/8/16 Wed 12/28/16 
         Data Migration Script Development 3 wks Thu 12/8/16 Wed 12/28/16 
         Test Cases 3 wks Thu 12/8/16 Wed 12/28/16 
         QA 1 wk Thu 12/29/16 Wed 1/4/17 
         UAT 2 2 wks Thu 1/5/17 Wed 1/18/17 
      Iteration 3 6 wks Thu 1/19/17 Wed 3/1/17 
         System Development 3 wks Thu 1/19/17 Wed 2/8/17 
         Data Migration Script Development 3 wks Thu 1/19/17 Wed 2/8/17 
         Test Cases 3 wks Thu 1/19/17 Wed 2/8/17 
         QA 1 wk Thu 2/9/17 Wed 2/15/17 
         UAT 3 2 wks Thu 2/16/17 Wed 3/1/17 
      System Sign-Off 0 days Wed 3/1/17 Wed 3/1/17 
   (4.1.5) Training 4 wks Thu 3/2/17 Wed 3/29/17 
      Training Plan Development 2 wks Thu 3/2/17 Wed 3/15/17 
      User Manual Development 2 wks Thu 3/2/17 Wed 3/15/17 
      Training Sessions 2 wks Thu 3/16/17 Wed 3/29/17 
   (4.1.6) Go-Live for CYSHCN 4 wks Thu 3/30/17 Wed 4/26/17 
      Production Environment Setup 3 wks Thu 3/30/17 Wed 4/19/17 
      Production Deployment 1 wk Thu 4/20/17 Wed 4/26/17 
      Project Sign-Off 0 days Wed 4/26/17 Wed 4/26/17 
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7.2 Resources 
Our team is composed of some of the best consultants and IT professionals in the industry. Our vast and 
diverse experience in consulting and IT services sets us apart from the competition. With experience in 
both the public and private sectors, our team is able to develop the right business requirements and 
project scope to drive the most value. All of our consultants are able to legally work in the United States. 
Additionally, we are able to accommodate on-site and off-site work as determined by specific tasks. 
 
For this engagement we are proposing a Project Manager, two CRM Developers, Business Analyst, 
Quality Assurance Analyst, Migration Specialist, and Solution Trainer working full-time and part-time 
hours as determined by specific tasks. Additionally, Aeon Nexus will invest Executive Management 
Resources to ensure the overall health of the project.  
 
Account Resources 
At Aeon Nexus Corporation, every engagement is supported by a team of key account professionals. 
This is a value added service and ensures successful completion for all projects. For this engagement, we 
have enlisted key team members who specialize in a plethora of software products and 
implementations. 
 
Amir Naghmi, Chief Operating Officer  
Mr. Naghmi has spent the better part of a decade delivering value to organizations through Microsoft 
Dynamics CRM. Mr. Naghmi leverages that experience to drive Aeon Nexus’s delivery methodology and 
ongoing product development so customers derive the most value from their technology investments. 
Prior to joining Aeon Nexus, Mr. Naghmi spent time working closely with customers in several industries, 
first as a consultant and implementation manager and later as a product manager overseeing CRM 
product roadmaps and ensuring that customer needs were being addressed in ongoing product 
development. 
 
Kiley Wittig, Managing Director, Sales & Marketing 
With extensive experience and over ten years in technology and account management, Ms. Wittig excels 
at analyzing complex issues, creating successful client and partner relationships, and developing and 
motivating teams and individuals all with an overarching goal of delivering value-added business 
solutions. Ms. Wittig’s recent emphasis is on helping organizations design and implement solutions 
utilizing the Oracle and Microsoft product lines. Ms. Wittig is a graduate of the State University of New 
York. 
 
Project Resources 
The following describes top members of our team. The names of the individuals provided here are those 
we currently expect to staff this project. However, by the time of project execution, business or other 
considerations may make one or more individuals unavailable. In the event of this unlikely situation, we 
will substitute another person with equal knowledge and experience, with the approval of the OMCHF. 
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• Chris McCarty, Development Manager – Project Manager 
• Kiran Kothamachu, Senior CRM Developer – Technical Lead 
• Josh Smith, CRM Consultant – Lead Consultant/Trainer 
• Udayshree Vasa, Associate Consultant – Business/Quality Assurance Analyst 
• Matthew Bell, Solutions Consultant – Data Migration Specialist 

 
All proposed resources are fulltime employees of Aeon Nexus and available for any required meetings 
onsite. Resumes were not a requirement of the RFP, however, they are available upon request. 

7.3 Project Management 
Project Management Services as defined for the OMCHF Project will ensure the effective flow of the 
project throughout the life of the project. Key processes include: 

• Requirements identification and management 
• Issue identification and management 
• Balance between competing project constraints (Scope, Quality, Schedule, Resources, Risk) 

 
Aeon Nexus will be the project management lead. Aeon and the OMCFH will work closely together for 
the overall project via a mutually agreed upon methodology. Each partner will appoint designated 
Project Mangers to lead their efforts for the duration of the project. 
 
Aeon Nexus will work with the OMCFH to develop a project charter with high-level objectives and 
achievable, measurable success criteria that will help structure the project and steer it in the right 
direction. At the same time, the project team will keep your day-to-day operational needs in sight by 
defining your top ten daily tasks within the charter. 
 
The key to achieving a successful project is frequent, open communication; the project charter will 
identify assumptions, constraints, risks, and set clear expectations for roles/responsibilities and 
communication from the start. The Project Manager will manage all project constraints using the project 
management charter. In some cases, such as quality, budget, and risk, separate detailed plans will be 
crated to define how each of these groups will be managed. In addition, our team will collaborate to 
develop a weekly and monthly status report for the project team. The report will include project 
accomplishes, issues, risks, upcoming tasks and timeline updates. 
 
Change Management Plan 
Aeon Nexus follows our internal change management process. The purpose of our change management 
plan is to protect the achievability of the approved project scope. When the original project scope is 
defined, assumptions and agreements are made as to what the project is going to produce. If the 
deliverables change during the project, the estimates for cost, effort and duration may no longer be 
valid. However, if the OMCFH project sponsor agrees to include the requested changes into the project 
scope, the cost, effort hours and/or duration should be modified to reflect this additional work. This 
new cost, effort or duration now becomes the approved target. Our processes defined in our change 
management plan identify how change requests are recognized and reconciled, and ultimately, the plan 
must be rigorously executed. Aeon Nexus will work with the OMCFH during the Discovery period to 
execute a mutually agreed upon plan. 
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Communication Plan 
At Aeon Nexus, we firmly believe that the key to successful communication is to keep information 
flowing in the right direction. During project kickoff, our team will validate key stakeholders and work 
with the OMCFH to develop a communication plan. The communication plan will contain the following 
information: project communication strategy, roles and responsibilities of the team, project status 
meetings and frequency, change control communications, project review meetings, transitioning from 
deployment to operations, and closure meeting. 
 

 
Risk Management Plan 
In any project, there are risks of delivery, project definition, business impact, business support, 
technology impact and project management. During the Discovery phase, while further developing the 
specific project requirements, Aeon Nexus will identify project-specific potential risks. Several unknowns 
remain based upon the specifics of each system and the age of existing solutions that may contribute to 
increased complexity and resources required. Should the “in-scope” number of hours prove insufficient 
for the delivery of all required integrations, Aeon Nexus will work with the OMCFH to determine the 
cost/benefit of each specific, reaming feature and should the OMCFH wish to proceed with development 
of the given feature, a formal scope of work change order will be requested. Aeon Nexus will make 
every effort to identify any possible challenges to the timeline or budget at the conclusion of the 
Discovery phase based upon our better informed position concerning the OMCFH’s existing systems and 
technology infrastructure. 
 



59 
138 State Street | Albany, NY 12207   T: 518.708.8971   F: 866.252.1251   aeonnexus.com 

Project Scope Change Plan 
As a result of comparing expected and planned results with actual project results, change requests may 
be issued which may expand, adjust, or reduce the scope of the Deliverables to implement the DACMS.  
Changes can impact project management planning, project documents, and other Deliverables.  Changes 
may include, but are not limited to the following: 

• Corrective action – A documented change of direction or omitted procedure for executing 
project work to bring expected future performance of the project work efforts in line with the 
project management plan. 

• Preventative action –  A documented change in direction to perform an activity that can 
reduce the probability of negative consequences associated with project risks. 

Change control will be performed from the inception of the project through the project’s completion. 
Our change control process is comprised of the following activities: 

• Identification of need for change 
• Documenting the change 
• Submitting the change request 
• Reviewing, approving, or denying change requests promptly.  Delays in approvals can delay the 

project schedule, budget or the opportunity to implement change 
• Managing the approved changes once they have been approved 
• Coordinating the synergy of changes across the entire project (e.g. a proposed change may also 

impact cost, risk, quality, and staffing) 
• Communicating the approved change and the impact of the change to all employees, 

contractors, and sub-contractors 

A change request is a written request submitted to the OMCFH’s Project Manager(s) recommending a 
change in the Deliverables from those originally defined in this Agreement and the initial project plan.  
Based upon scope or cost impact, change requests may require additional approval from the Change 
Control Board (CCB).   The CCB may be composed of the DA Project Manager, Project Sponsor, Project 
Managers and / or members of the Executive Steering Committee Member or IT Technical Teams. 
 
Changes may be requested by any project team member (OMCFH or Aeon) and must be approved by 
the business owner for the affected area before being submitted to the Project Managers.  The Aeon 
team must estimate the cost and time impact once the change request has been authorized by the DA 
Project Manager.  Cost or time impact may be estimated as zero.    The DA Project Manager will approve 
or deny the change in writing on the Change Request Form. If the change is not feasible for any reason, 
the Change Request will be rejected and sent back to the requestor.  The request may need additional 
information or rework on the business case or the time and cost estimate. 
 
7.4 Training  
Training Overview 
Aeon Nexus employs a team of dynamic trainers well versed in the use, customization, and 
administration of Dynamics CRM. Our trainers will work to develop a comprehensive training schedule 
based upon the needs of the OMCFH, and provide detailed, scenario-based training services to all 
pertinent personnel. 
 
Our on-site training leverages hands-on, lab based training techniques delivered in half-day increments 
to maximize content retention and eliminate oversaturation of the participants. Real-world scenarios 
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will be customized to match each training group’s predicted daily interactions with the solution. These 
scenarios will be used at the close of our training sessions as part of a user assessment survey to help 
identify those staff that may require additional training. The goal of the Aeon Nexus team of trainers is 
to ensure that each trainee achieves an assessment level of “Sufficient” before being granted access to 
the system. 
 
In addition to on-site training programs, our trainers will also offer online training for the convenience of 
those OMCFH staff that need additional instruction, or prefer the environment of an online training 
medium. Online instruction will be made available through online meetings and incorporate full desktop 
sharing of the instructors’ environment to communicate screen activities, slide show information, and 
participant involvement. 
 
Training Plan Overview 
For this engagement, our instructor(s) will follow our MS Dynamics CRM 101, Application-Specific Plan, 
and Dynamics CRM 2016 Customization and Configuration lesson plan. Please note, Aeon Nexus is 
flexible and we will work with the OMCFH to customize a lesson plan that best fits the agency’s unique 
needs. Aeon Nexus will provide ten hands-on labs for five consecutive days between the hours of 
8:30am-5:30pm EST, to accommodate a maximum of 50 students/users. Additionally, course materials 
will be created for users to reference during training and for post training support.  
 
In addition, Microsoft Dynamics CRM provides a wealth of knowledge-base access to include E-learning, 
videos, documentation, and articles. The CRM Resource Center also links to an active online community 
that provides access to community-based peer and expert help. 
  
The OMCFH will provide the classroom, student computers with proper software preloaded, and 
overhead projector/screen. Aeon Nexus will host the training environment and provide our own laptop 
and other equipment to execute the training. Training will be provided for all Internal system users. 
External system users utilizing the portal will not require any training. Type of training course per type of 
user can be seen below. 
 

Type 
of 
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Roles 

System 
Admin 

Training 

Train the 
Trainer 

Workshop 

Case 
Management 
Application 

Training 
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Report 
Writing 
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Video 
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In
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System 
Administrator X X X X X  X 

Eligibility Unit   X  X  X 
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Primary Care 
Physician        

Medical Home 
Team        

Client/Family        
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System Administrator (10 Training Days Onsite) 
Training courses will include Microsoft Dynamics CRM 101, Case Management System, Train the Trainer 
Workshop, Portal Training, and our Microsoft Dynamics CRM for Administrator course which teaches 
administrators the techniques required to customize Microsoft Dynamics CRM to meet the specialized 
needs of the business applications. Topics covered include security; creation and configuration of 
entities; design of forms, views and charts; auditing and solutions.  These courses are designed for both 
novice and experienced customizers of Microsoft Dynamics CRM who are familiar with the end-user 
principals of the software. No programming skills are required, but a basic understanding of database 
principals will be an advantage.  
 
System Users (5 Training Days Onsite) 
Training will provide a basic overview of the Microsoft Dynamics CRM platform and an in-depth training 
of the Case Management System. 
 
Title V Agency Report Writer (1 Training Day Onsite) 
Training will teach users about the reporting capabilities of the product, how to use the report wizard, 
how to drill down in reports, what reports are included out of box, how users can create their own 
reports, how reports are shared and delivered, report formats, report security, scheduling reports and 
publishing reports to the Portal.  
 
Documentation 
All training documentation will be provided by Aeon Nexus.  Administrators will receive a System 
Administration Guide, Report Writing Guide, System User Guide, Online Training Video access and a 
Quick-Start Guide. System users will receive a System User Guide, Online Training Video access and a 
Quick-Start Guide. The Title V Report Writer will receive a System User Guide, Online Training Video 
access, Quick-Start Guide, and a Report Writing Gide.   
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Appendix 
 
Attachment A: Required Forms 
Attachment B: MBE Certification 
Attachment C: Executed Contract for Proof of Performance  
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AGREEMENT 
 

between 
 

The New York State Office of Children and Family Services having its principal offices at 52 
Washington Street, Rensselaer, New York 12144  

(hereinafter “OCFS” or the “State”), 
 

and 
 
located at  

(hereinafter “the Contractor”). 
 

WHEREAS, The OCFS initiated a Procurement (Invitation for Bid/Request for Proposal/single 
source/sole source) to contractually secure services; and 
 
WHEREAS, the Contractor submitted a proposal; and 
 
WHEREAS, the OCFS, selected the Contractor as a successful respondent to the Procurement to 
provide services and desires to engage the Contractor to fulfill OCFS’s needs under the terms and 
conditions hereinafter set forth. 
 
NOW, THEREFORE, in consideration of the mutual covenants and provisions contained herein, the 
parties agree as follows: 
 
Article 1:     Agreement Duration and Amendment 

A. This Agreement shall commence on               and continue until               unless renewed 
according to the renewal provisions, if any, as stated in Appendix C. 

B. The State shall have the right to renegotiate the terms and conditions of this Agreement in the 
event applicable New York State (State) or Federal policy, rules, regulations and guidelines are 
altered from those existing at the time of this Agreement in order to be in continuous compliance 
therewith.  This Agreement is subject to amendment only upon mutual consent of the parties, 
reduced to writing and approved by the Comptroller of the State of New York.  

 
Article 2:     Executory Provision 

A. The State Finance Law of the State of New York, Section 112, requires that any contract made by 
a State Agency which exceeds fifty thousand dollars ($50,000) in amount be first approved by the 
Comptroller of the State of New York before becoming effective.  The parties recognize that this 
Agreement is wholly executory until and unless approved by the Comptroller of the State of New 
York. 

B. The State of New York is not liable for any cost incurred by the Contractor in preparation for or 
prior to the approval of an executed contract by the Comptroller of the State of New York.  
Additionally, no cost will be incurred by the State for the Contractor’s participation in any pre-
contract award activity. 

C. This Agreement and the Exhibits and Appendices, attached hereto and incorporated by reference 
herein, constitute the entire agreement between the parties with respect to the subject matter; all 
other prior agreements, representations, Statements, negotiations and undertakings are 
superseded hereby.  The terms, provisions, representations and warranties contained in this 
Agreement shall survive performance hereunder.  It is understood that unless the context clearly 
indicates otherwise, all references herein to this Agreement shall be deemed to include the 
Exhibits and Appendices attached hereto and incorporated by reference herein. 
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Article 3:     Standard Contract Provisions 

A. Standard New York State Contract Appendix A, attached hereto as Appendix A, is hereby fully 
incorporated into this Agreement. 

B. The parties agree that this Agreement shall be construed and interpreted in accordance with the 
Laws of the State of New York.  The Contractor shall be required to bring any legal proceeding 
against the State arising from this Agreement in New York State courts. 

C. Should any provision of this Agreement be declared or found to be illegal, unenforceable, 
ineffective or void, then each party shall be relieved of any obligation arising from such provision; 
the balance of this Agreement, if capable of performance, shall remain in full force and effect. 

D. No term or provision of this Agreement shall be deemed waived and no breach consented to, 
unless such waiver or consent shall be in writing and signed by the party claimed to have waived 
or consented. Any consent by a party to, or waiver of, a breach under this Agreement shall not 
constitute or consent to, a waiver of, or excuse for any other, different or subsequent breach. 

E. It shall be understood that the Contractor is an independent contractor, and the Contractor, its 
agents, officers and employees, in the performance of this Agreement, shall act in an independent 
capacity and not as officers or employees of the State. 

 
Article 4:     Assurances 

A. The Contractor warrants that it has carefully reviewed the needs of the State for products and 
services, as described in the Procurement and its attachments and otherwise communicated in 
writing by the State to the Contractor, that it has familiarized itself with the specifications, and it 
warrants that it can provide such products and services as represented in its Proposal and the 
other documents incorporated into this Agreement. 

B. The Contractor agrees that it will perform its obligations hereunder in accordance with all 
applicable laws, rules and regulations now or hereafter in effect. 

C. The Contractor warrants and affirms that the terms of this Agreement do not violate any contracts 
or agreements to which it is a party and that its other contractual obligations will not adversely 
influence its capabilities to perform under this Agreement. 

 
Article 5:     Contractor Requirements 

A. The Contractor agrees to assume complete responsibility for the cost effective and timely 
accomplishment of all activities and duties required by this Agreement and to carry out those 
activities and duties in a competent and timely manner.  The Contractor also agrees to perform in 
accordance with the specifications contained in the Procurement, as well as its proposal.  

B. The Contractor accepts sole and complete responsibility for the timely accomplishment of all 
activities required under this Agreement.  Contractor shall also: 
1. Maintain an adequate administrative organizational structure sufficient to discharge its 

contractual responsibilities. 
2. Provide for normal day-to-day communications and maintain the level of liaison and 

cooperation with the State as necessary for proper performance of all contractual 
responsibilities. 

3. Replace any employee whose continued presence would be detrimental to the success of the 
State’s efforts with an employee of equal or better qualifications.  The State Project Director 
will exercise exclusive judgment in this matter and will be required to make such a request in 
writing only upon written request of the Contractor. 

4. Notify the State in writing of any changes in the persons designated to bind the Contractor. 
5. Ensure that all contacts by Contractor personnel with other external organizations, to fulfill the 

objectives of this Agreement, are cleared and coordinated by the State.  The State will fulfill 
this role promptly, so as not to impede the Contractor’s timely performance hereunder. 

6. Assume responsibility for the accomplishment of all activities and duties required by this 
Agreement and carry out those activities and duties in a competent and timely manner. 
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7. Notify the State within three business days, in writing, of each problem that threatens the 
success of the project, including a recommendation for resolution whenever possible. 

8. Agree that no aspect of Contractor performance under this Agreement will be contingent upon 
State personnel or the availability of State resources with the exception of 1) Those activities 
specifically identified in this Agreement as requiring State acquisition, approval, policy 
decisions, or policy approvals, 2) The normal cooperation which can be expected in a 
contractual relationship.  Such actions by the State will not be unreasonably delayed, and 
except as stated specifically herein, the State shall not be liable for any damages for delays. 

9. Reasonably cooperate with any other contractors who may be engaged by the State to carry 
out responsibilities associated with this Agreement and immediately take into account changes 
mandated by Federal regulatory agencies and the State due to changes in policies, 
regulations, statutes or judicial interpretations, which the State and/or the Contractor may 
become aware of. 

10. Recognize and agree that any and all work performed outside the scope of this Agreement 
shall be deemed by the State to be gratuitous and not subject to charge by the Contractor. 

11. Implement changes within the scope of work of this Agreement, in accordance with a State 
approved schedule, including changes in policy, regulation, statute or judicial interpretation. 

C. The Contractor agrees that it and its personnel will at all times comply with all security regulations 
in effect at the State’s premises, or any premises assigned, and externally for materials belonging 
to the State or to the Project. 

D. The Contractor, if a municipal corporation, represents that it is a self-insured entity. If a not-for-
profit corporation or entity other than a self-insured municipal corporation, the Contractor agrees to 
obtain and maintain in effect a general policy of liability insurance in an appropriate amount. The 
Contractor agrees that it will require any and all Subcontractors with whom it subcontracts 
pursuant to this contract to obtain and maintain a general policy of liability insurance in an 
appropriate amount.  

E. The Contractor agrees to secure and keep in effect during the term of this agreement a policy of 
comprehensive liability insurance (if required) covering services to be performed pursuant to this 
agreement and to provide OCFS with a certificate of insurance indicating such coverage is in 
effect.  Such certificate shall name OCFS as an additional insured and shall state that the policy 
will not be cancelled or changed without 10 days prior written notice to OCFS. 

F. The Contractor shall secure and keep in effect during the term of this agreement workers 
compensation and disability benefits coverage as required by law.  The Contractor shall provide to 
OCFS certificates of such coverage, or proof that such coverage is not required, in such form as 
required by the Worker's Compensation Board. 

 
Article 6:     Nonassignability 

A. Full responsibility for the delivery of services provided by another firm acting as a subcontractor to 
the Contractor under this Agreement shall be assumed by the Contractor.  Should the Contractor 
seek external financing, the State reserves the right to approve the assignment of the contract for 
financing purposes.  The State shall consider the prime contractor to be sole contact with regard 
to all provisions of this Agreement. 

B. Nothing contained in this Agreement, expressed or implied, is intended to confer upon any person, 
corporation or other entity, other than the parties hereto and their successors in interest and 
assigns, any rights or remedies under or by reason of this Agreement. 

C. Subcontracting or assignment of the Contractor’s duties and responsibilities will not be allowed 
without prior written approval of the State as specified in Appendix A.  The Contractor shall furnish 
to the State the following: 
(1) A description of the supplies or services to be provided under the proposed subcontract; 
(2) Identification of the proposed subcontractor, including protected class status; and 
(3) Any other reasonable information or documentation requested by the State. 
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Article 7:     Charges 

A. Payment to the Contractor shall be based on invoices submitted by the Contractor or on a 
Standard New York State Claim for Payment in a form acceptable to the State and the Comptroller 
of the State of New York.  The State will make best efforts to process all invoices or claims for 
payment within thirty (30) days of their receipt; however, failure to make payment within said 
timeframe shall not be considered a breach of contract.  

B. Payment shall be made at the rates, frequency and manner as set forth in Appendix C attached 
hereto. 

C. The State shall not be liable for the payment of any taxes under this Agreement however 
designated, levied or imposed. The State represents that the Contractor is not liable for the 
payment of any transfer taxes including, but not limited to, sales taxes upon goods or services 
purchased for or provided to the State. 

 
Article 8:     Performance Standards and Liquidated Damages 

Per specification requirements indicated in Appendix D 
 
Article 9:     Reserved for future use 

 
Article 10:     Public Officer’s Law 
 
A. The Contractor agrees not to engage in any conduct which the Contractor knows would violate or 

would assist an employee of the State in violating Sections 73 and 74 of the Public Officers’ Law. 
B. The Contractor further recognizes that an administrative or judicial finding that a Contractor has 

violated any of the statutes specified in the Contractor/Subcontractor Background Questionnaire 
completed prior to the award of this contract may entitle the State to terminate the contract, at its 
discretion, within thirty days after the Contractor notifies the State of such finding or the State 
notifies the Contractor that it has become aware of such finding. 

C. Any termination of the contract by the State under this Article shall be deemed to be a termination 
of the contract for cause.  The remedies set forth in this section shall be in addition to any other 
remedy available to the State under this contract or under any other provisions of law. 

 
Article 11:     Rights of the State 

A. LICENSE/OWNERSHIP/TITLE OF PRODUCTS FURNISHED - contractor warrants full ownership, 
clear title or perpetual license rights to any and all tangible or intangible products furnished, used 
or modified by the Contractor or third parties on behalf of the State, and Contractor shall be solely 
liable for the full cost of acquisition associated therewith.  Contractor shall provide the State with 
appropriate documentation indicating the vesting of such rights in Contractor, and/or the right to 
transfer or transfer of such rights, as requested by the State.  The cost of obtaining such rights for 
continued perpetual use of such product(s) by the State upon Project completion shall be deemed 
to have been included by Contractor in its proposal.  Such products include, without limitation, all 
hardware, commodities, custom programming or third party software, training modules, printed 
materials, source codes, or any other products or services furnished pursuant to this Agreement.  
The Contractor fully indemnifies the State for any loss, damages or actions arising from a breach 
of said warranty without limitation. The State and Federal awarding agency reserves a royalty-
free, nonexclusive, and irrevocable license to reproduce, publish or otherwise use, and to 
authorize others to use, for Federal Government purposes: (a) The copyright in any work 
developed under a grant, subgrant, or contract under a grant or subgrant; and (b) Any rights of 
copyright to which a grantee, subgrantee or a contractor purchases ownership with grant support. 

 
B. TITLE TO PROPRIETARY INFORMATION FURNISHED FOR TESTING PURPOSES- Any and 

C027223



5 of 12  

all proprietary written documentation, information, object or source code and software provided to 
the State for use in conjunction with an evaluation, shall remain the property of Contractor.  In 
such event, Contractor hereby grants the State and its Authorized Users a perpetual, non-
transferable and non-exclusive license to use all such documentation, technical information, 
confidential business information and all software and related documentation, in whatever form 
recorded (all hereinafter designated “property”), which are furnished to the State for testing 
purposes only. 

 
C. OWNERSHIP/TITLE TO CUSTOM PRODUCTS/PROGRAMMING DELIVERABLES - All 

custom products, including custom programming or any other deliverables, including, without 
limitation: software source code, object code, user or training manuals, programming, reports, and 
any other materials, preliminary, final and otherwise, prepared, written or developed for the State 
in the performance of services under this Agreement (hereinafter “Custom Products”) shall be 
furnished to and shall become the sole and exclusive property of the State and shall be treated as 
confidential with the reciprocal proprietary obligations in the foregoing paragraph B of Article 11 
imposed upon the Contractor, its subcontractors and partners.  The State retains ownership rights 
to modifications developed for the State pursuant to this Agreement, including modifications made 
or incorporating third party proprietary components, or components transferred under perpetual 
license to the State pursuant to paragraph A of Article 11.  In all such events, Contractor shall be 
deemed to have granted or secured a perpetual license to the State for Contractor or third party 
product being furnished and modified, in accordance with the provisions of paragraph A of Article 
11.  Contractor hereby agrees to take all necessary and appropriate steps to ensure that the 
custom products, including custom programming or any other deliverables, when completed and 
delivered to the State are protected against unauthorized copying, reproduction and marketing by 
or through Contractor. 

 
 
 
 
 
Article 12:     Document Incorporation and Order of Precedence 

A. This Agreement consists of: 
(1) The body of this Agreement (i.e., that portion preceding the signatures of the parties in 

execution); 
(2) The Exhibits attached to this Agreement body; and 
(3) The Appendices attached to or incorporated by reference in this Agreement body. 

B. In the event of any inconsistency in or conflict among the document elements of this Agreement 
identified in this Section, such inconsistency or conflict shall be resolved by giving precedence to 
the document elements in the following order: 
(1) First, Appendix A; 
(2) Second, body of this Agreement and the Exhibits; 
(3) Third, the Procurement documents; and 
(4) Fourth, the Contractor’s Proposal. 

C. This Agreement as defined in this Section constitutes the entire agreement between the parties 
with respect to the subject matter; all prior agreements, representations, Statements, negotiations 
and undertakings are superseded hereby.  The terms, provisions, representations and warranties 
contained in this Agreement shall survive performance hereunder. 

 
Article 13:     Interpretation and Disputes 

A. This Agreement shall be construed and interpreted in accordance with the Laws of the State of 
New York. Except as otherwise provided for in the Agreement, any dispute which is not disposed 
of by agreement shall be submitted in writing to and decided by the Commissioner of the Office of 
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Children and Family Services (Commissioner) or his/her duly authorized representative(s) or 
designee(s). 

B. If the Contractor is unwilling to accept the decision of the Commissioner or a decision is not made 
in ninety (90) days, it may then pursue its normal legal remedies de nova, but it is specifically 
agreed that any and all reports made by the Commissioner upon the disagreement at issue shall 
be admissible as evidence in any court action taken with respect to the matter.  Pending 
conclusion of any dispute or disagreement by whatever procedure, the interpretation placed upon 
the Agreement by the STATE shall govern operation thereunder and the Contractor shall continue 
to perform under the Contract. The Contractor shall be required to bring all legal proceedings 
relating to this Agreement against the OCFS or the State of New York in the courts located in the 
State of New York. 

 
Article 14:     Indemnification of the State 

A. In performance of its duties pursuant to this Agreement, Contractor shall fully indemnify and save 
harmless the State from suits, actions, damages and costs relating to personal injury, damage to 
real or personal tangible or intangible property, or any other claim for direct damages arising as a 
result of acts or omissions of Contractor, its officers, employees, subcontractors, partners or 
agents. 

B. The State and OCFS may, in addition to other remedies available to them at law, retain such 
monies from amounts due Contractor, or may proceed against any performance and payment 
bond under this Agreement, as may be necessary to satisfy any claim for damages, penalties, 
costs and the like asserted by or against them; provided, however, that the Contractor shall not 
indemnify to the extent that any claim, loss or damage arising hereunder is caused by the solely 
negligent act or failure to act of the State. 

C. As a condition to the foregoing indemnity obligations under this Article, the State shall provide the 
Contractor with prompt notice of any claims for which indemnification may be sought hereunder, 
shall reasonably cooperate with Contractor in connection with any such claim and shall be 
responsible for its compliance with any laws and regulations associated with any deliverables 
supplied by Contractor hereunder. 

 
Article 15:     Force Majeure 

Neither party shall be liable or deemed to be in default for any delay or failure in performance beyond 
its control under this Agreement resulting directly or indirectly from acts of God, civil or military 
authority not within the control of the State, acts of public enemy, wars, riots, civil disturbances, 
insurrections, accidents, fire, explosions, earthquakes or flood, or acts of omission or commission of 
individuals not under the respective parties’ control except as specifically stated elsewhere in this 
Agreement.  The parties are required to use best efforts to eliminate or minimize the effect of such 
events during performance of this Agreement. 
 
Article 16:     Record Retention 

A. The Contractor agrees to preserve all Agreement-related records in accordance with the 
provisions of Paragraph 10 of Appendix A for the term of this Agreement.  Records involving 
matters in litigation shall be kept for a period of not less than three (3) years following the 
termination of the litigation.  Microfilm copies of any Agreement-related documents may be 
substituted for the originals with the prior written approval of the State, provided that the 
microfilming procedures are accepted by the State as reliable and are supported by an adequate 
retrieval system. 

B. The Contractor shall be responsible for assuring that the provisions of this Section shall apply to 
any subcontract related to performance under this Agreement. 

 
Article 17:     Access to And Audit of Agreement Records 

C027223



7 of 12  

A. All records and information obtained by the State pursuant to the provisions of this Agreement, 
whether by audit or otherwise, shall be usable by the State solely for the purpose of performing 
this Agreement in any manner, in its sole discretion, as it deems appropriate and the Contractor 
shall have no right of confidentiality or proprietary interest in such records or information.  
Notwithstanding the preceding sentence and in addition to the provisions set forth in Appendix A, 
the State agrees, in those instances in which it has discretion, not to disclose outside those 
Government agencies involved in the performance of this Agreement and then only to the 
personnel who are involved in the performance, the following data: 
(1) Any resume or other description of qualifications which includes the name of the individual; 
(2) Any individual’s actual salary; 
(3) The Contractor’s indirect rates including labor overhead, General and Administrative (G&A) 

and fee; and 
(4) The methodology for calculating those indirect rates including the allocation base. 
(5) The Contractor’s corporate financial Statements. 

B. The Contractor shall promptly notify the State of any request by anyone for access to any records 
maintained pursuant to this Agreement.  Access by Federal or State bank regulatory agents, or 
Contractor’s regular outside auditors to Contractor’s financial records, pursuant to regularly 
scheduled or routine audits or inspection of Contractor, shall not require notification to the State 
provided that rights of confidentiality or proprietary interests are preserved. 

C. The Contractor shall be responsible for assuring that the provisions in this Section shall apply to 
any subcontract related to performance under this Agreement. 

 
Article 18:     Confidentiality of Information 

The Contractor, its officers, agents and employees and subcontractors, shall treat all information, with 
particular emphasis on information relating to recipients and providers, which is obtained by it through 
its performance under this Agreement, as confidential information to the extent required by the Laws 
of the State of New York and of the United States and any regulations promulgated there-under. 
 
1. Individually identifiable information relating to any eligible recipient or provider shall be held 

confidential and shall not be disclosed by the Contractor, its officers, agents and employees or 
subcontractors, without the prior written approval of the Commissioner or a designee. 

2. The use of information obtained by the Contractor in the performance of its duties under this 
Agreement shall be limited to purposes directly connected with such duties. 

3. The Contractor shall promptly advise the State of all requests made to Contractor for information 
described in paragraph 1., above. 

4. The Contractor shall be responsible for assuring that any agreement between the Contractor and 
any of its officers, agents and employees or subcontractors contains a provision which strictly 
conforms to the provisions of this subsection. 

 
Article 19:     Affirmative Action 

Per Appendix M/WBE 
 
Article 20:     Termination of the Agreement 
 
The Agreement shall be subject to the following termination provisions: 

A. All or any part of this Agreement may be terminated by mutual written agreement of the 
contracting parties. 

B. All or any part of this Agreement may be terminated by the State in the event of failure of the 
Contractor to perform within the time requirements set forth in this Agreement. 

C. All or any part of this Agreement may be terminated by the State for cause upon the failure of the 
Contractor to comply with the terms and conditions of this Agreement, including the attachments 
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hereto, provided that the State shall give the Contractor written notice via registered or certified 
mail, return receipt requested, or shall deliver same by hand-receiving Contractor’s receipt 
therefore, such written notice to specify the Contractor’s failure and the termination of this 
Agreement.  Termination shall be effective ten (10) business days from receipt of such notice, 
established by the receipt returned to the State.  The Contractor agrees to incur no new 
obligations nor to claim for any expenses made after receipt of the notification of termination. 

D. This Agreement may be terminated if the State deems that termination would be in the best 
interest of the State provided that the State shall give written notice to the Contractor not less than 
thirty (30) days prior to the date upon which termination shall become effective, such notice to be 
made via registered or certified mail, return receipt requested or hand-delivered with receipt made.  
The date of such notice shall be deemed to be the date of postmark in the case of mail or the date 
of Contractor’s receipt for notice in the case of hand delivery.  In the case of termination under this 
subsection, the State agrees to pay the Contractor for reasonable and appropriate expenses 
incurred in good faith.  The Contractor, on its part, agrees to incur no new obligations after receipt 
of notification of termination and to cancel as many outstanding obligations as possible. 

E. This Agreement may be deemed terminated immediately at the option of the State upon the filing 
of a petition in bankruptcy or insolvency, by or against the Contractor.  Such termination shall be 
immediate and complete, without termination costs or further obligations by the State to the 
Contractor. 

F. Should the State determine that Federal and State funds are unavailable, the State may terminate 
the Agreement immediately upon notice to the Contractor.  If the initial notice is oral notification, 
the STATE shall follow this up immediately with written notice.  The State will be obligated to pay 
the Contractor only for the expenditures made and obligations incurred by the Contractor until 
such time as notice of termination is received either orally or in writing by the Contractor from the 
State. 

G. In the event of termination for any reason, the Contractor shall not incur new obligations for the 
terminated portion and the Contractor shall cancel as many outstanding obligations as possible.  
Contractor shall take all reasonable measures to mitigate any damages for which the State may 
be liable. 

H. If this Agreement is terminated for cause, the State shall have the right to award a new contract to 
a third party.  In such event, the Contractor shall be responsible for damages, and for all additional 
costs incurred in reassigning the contract. 

I. It is understood that the State reserves the right to suspend or reduce Contractor services during 
the term of the Agreement or during a   task order period.  Such action(s) by the State shall not be 
considered a breach of this Agreement or otherwise give rise to damages on the part of the 
Contractor, provided, however, that Contractor is given written notification of such action. 

J. The State reserves the right to terminate the award resulting from this procurement in the event it 
is found that the certification filed by the Offeror in accordance with New York State Finance Law 
§139-k was intentionally false or intentionally incomplete.  Upon such finding, The State may 
exercise its termination right by providing written notification to the award recipient.   

 
Article 21:     Patent/Copyright Indemnification 

Contractor will indemnify, defend and hold the State harmless from and against all Damages, 
expenses, including reasonable attorney’s fees), claims, judgments, liabilities and costs which may be 
finally assessed against the State in any action for infringement of a United States Letter Patent with 
respect to the products furnished, or of any copyright, trademark, trade secret or other third party 
proprietary right, provided that the State shall give the Contractor:  (i) prompt written notice of any 
action, claim or threat of infringement suit, or other suit; (ii) the opportunity to take over, settle or 
defend such action, claim or suit at Contractor’s sole expense; and (iii) assistance in the defense of 
any such action at the expense of the Contractor. 
If the use of any item(s) or part(s) thereof shall be enjoined for any reason or if Contractor believes 
that it may be enjoined, Contractor shall have the right, at its own expense and sole discretion to take 
action in the following order of precedence:  (i) to procure for the State the right to continue using such 

C027223



9 of 12  

item(s) or part(s) thereof, as applicable; (ii) to modify the component so that it becomes non-infringing 
equipment of at least equal quality and performance; or (iii) to replace said item(s) or part(s) thereof, 
as applicable, with non-infringing components of at least equal quality and performance. 
The foregoing provisions shall not apply to any infringement occasioned by modification by the State 
of any tangible or intangible products without Contractor’s approval or the use of any equipment with 
any adjunct device added by the State without the consent of the Contractor. 
In the event that an action at law or in inequity is commenced against the State arising out of a claim 
that the State’s use of a product under this Agreement infringes any patent, copyright or proprietary 
right and Contractor is of the opinion that the allegations in such action in whole or in part are not 
covered by the indemnification and defense provisions set forth in this Agreement, Contractor shall 
immediately notify the State and the Office of the Attorney General in writing and shall specify to what 
extent the Contractor believes it is obligated to defend and indemnify under the terms and conditions 
of this Agreement.  Contractor shall in such event protect the interests of the State and secure a 
continuance to permit the State to appear and defend its interests in cooperation with Contractor as is 
appropriate, including any jurisdictional defenses the State may have. 
 
Article 22:     Lobbying Certification 

Section 1352 of Title 31 of the U.S. Code requires that funds appropriated to a Federal agency be 
subject to a requirement that any Federal Contractor or grantee (such as the State) must be required 
to certify that no Federal funds will be used to lobby or influence a Federal officer or a Member of 
Congress.  The certification the State has been required to sign for HHS provides that the language of 
this certification (shall) be included in the award documents for all sub-awards at all tiers (including 
subcontracts, sub-grants, and contracts under grants, loans and cooperative agreements) and that all 
sub-recipients shall certify and disclose accordingly.  The certification also requires the completion of 
Federal lobbying reports and the imposition of a civil penalty of $10,000 to $100,000 for failing to 
make a required report.  As a sub-recipient, the Contractor understands and agrees to the Federal 
requirements for certification and disclosure. 
 
Article 23:     Notification 

A. Any notice or other communication required by or pertaining to this Agreement shall be sent to the 
destinations indicated by the State’s designated Project Director or the Contractor’s designated 
Project Director.  If no destination has been so indicated, such notices or communications may be 
directed to the address(es) or destination(s) at which the parties to this Agreement were located 
when this Agreement was executed or to the last known address or destination for such party.  
Contractor shall be responsible for notifying the State of any change of address or destination to 
which notices and communications should be sent. 

B. Except as otherwise specified elsewhere in this Agreement, notices or communications may be 
given orally or in writing and shall be effective when received.  To remain effective, oral 
notifications must be confirmed in writing, transmitted in a manner to be received no later than ten 
(10) working days after the oral notification.  Notices or communications may be transmitted by 
personal delivery, ordinary U.S. Mail, registered or certified mail, overnight delivery service, 
telegram, telephone, facsimile device, electronic means or any other means of transmission that 
results in the fixation of the information transmitted in a tangible medium of expression. 

C. Notices or communications shall be considered received on the day such receipt is acknowledged 
by a signed receipt or by any other means of verification that is recorded in a tangible medium of 
expression.  Notices or communications from the State to the Contractor shall also be considered 
received as follows: 
1. Oral notifications shall be considered received on the date indicated as the date of 

conversation in any written confirmation or on the day sworn in an affidavit to be the date of 
such conversation, unless contested. 

2. Notices or communications by ordinary, registered or certified U.S. Mail shall also be 
considered received on the first working day after five (5) days following the day the transmittal 
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is postmarked or following the day sworn in an affidavit to be the date the transmittal was 
deposited in a post office or an official depository. 

3. Notices or communications dispatched by overnight delivery service shall be considered 
received one (1) working day after having been dispatched. 

4. Transmissions by facsimile device or electronic means shall be considered received, upon the 
receipt by the State of a signal from the equipment of the Contractor indicating that the 
transmission was received. 

5. Notices or communications transmitted by personal delivery shall be considered received on 
the day the transmission is delivered to an agent of the Contractor. 

6. Any other transmissions shall be considered received no later than five (5) working days after 
transmission by the STATE is completed. 

 
Article 24:     Conflict of Interest 

If during the term of this Agreement and any extension thereof the Contractor becomes aware of an 
actual or potential relationship which may be considered a conflict of interest, the Contractor shall 
notify the State in writing immediately.  Should the Contractor engage any current or former New York 
State employee as its own employee or as an independent contractor because of such employee’s 
knowledge of New York State finances, operations or knowledge of the State’s programs, or any 
current or former State employee who in the course of his State employment had frequent contact 
with Management level Contractor employees, the Contractor shall notify the State, in writing, 
immediately; should the State thereafter determine that such employment is inconsistent with State or 
Federal Law, the State shall so advise the Contractor, in writing, specifying its basis for so 
determining, and may require that the contractual or employment relationship be terminated. 
 
Article 25:     Other Agency Use 

The Contractor must extend the terms and conditions to any State agency in New York State.  It must 
also extend the terms and conditions to (1) County Agencies in New York State providing human 
services such as income maintenance, job training, employment and social services or health related 
services as well as (2) Local Social Services Districts in New York State including New York City, 
which is considered a single LSSD, consisting of the Human Resources Administration, The 
Administration for Children’s Services, and the Department of Homeless Services. 
 
Article 26:     Warranty for Deliverables/ Workmanship 

Contractor guarantees that any required deliverables, tangible or intangible, regardless of form, shall 
be unconditionally guaranteed for the full contract term. This warranty will be voided by the misuse, 
accident, operation in other than the specified operating environment, unauthorized modification of the 
source code or failure caused by a product for which the Contractor is not responsible. 
 
Article 27:     Vendor Responsibility 
 

By signing this contract, the contractor certifies that within the past three years the contractor has 
engaged in no actions that would establish a basis for a finding by OCFS that the contractor is a non-
responsible vendor or, if the contractor has engaged in any such action or actions, that all such 
actions have been disclosed to OCFS prior to entering into this contract.  The actions that would 
potentially establish a basis for a finding by OCFS that the contractor is a non-responsible vendor 
include: 

 The contractor has had a license or contract suspended, revoked or terminated by a 
governmental agency.  
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 The contractor has had a claim, lien, fine, or penalty imposed or secured against the 
contractor by a governmental agency. 

 The contractor has initiated a bankruptcy proceeding or such a proceeding has been initiated 
against the contractor.  

 The contractor has been issued a citation, notice, or violation order by a governmental agency 
finding the contractor to be in violation of any local, state or federal laws. 

 The contractor has been advised by a governmental agency that a determination to issue a 
citation, notice or violation order finding the contractor to be in violation of any local, state or 
federal laws is pending before a governmental agency.  

 The contractor has not paid all due and owed local, state and federal taxes to the proper 
authorities. 

 The contractor has engaged in any other actions of a similarly serious nature.   

Where the contractor has disclosed any of the above to OCFS, OCFS may require as a condition 
precedent to entering into the contract that the contractor agree to such additional conditions as will 
be necessary to satisfy OCFS that the vendor is and will remain a responsible vendor.  By signing this 
contract, the contractor agrees to comply with any such additional conditions that have been made a 
part of this contract. 
 
By signing this contract, the contractor also agrees that during the term of the contract, the contractor 
will promptly notify OCFS if the contractor engages in any actions that would establish a basis for a 
finding by OCFS that the contractor is a non-responsible vendor, as described above. 
 
Article 28:     State Tax Law Section 5-a 
 
By signing this contract, the contractor agrees to comply with the State Tax Law section 5-a. 
 
Article 29:     Consultant Disclosure 
 
Pursuant to Chapter 10, New York State Office of Children and Family Services (OCFS) must require 
all contractors, including sub-contractors, to submit an annual report.  As a result of these changes in 
law, State contractors are required to disclose, by employment category; the number of persons 
employed to provide services under a contract for consulting services, the number of hours worked, 
and the amount paid to the contractor by the State as compensation for work performed by these 
employees.  Be reminded that this includes information on any persons working under a subcontract 
with the State contractor.  The Office of the State Comptroller (OSC) has a prescribed format for 
reporting. 
 
The legislation also expands the definition of contracts for consulting services to include any contract 
entered into by a State Agency including: analysis, evaluation, research, training, data processing, 
computer programming, engineering, environmental, health, and mental health services, accounting, 
auditing, paralegal, legal, or similar services.  Additional information can be found in Bulletin No. G-
226 issued by OSC.  The Bulletin details the requirements under the Consultant Disclosure 
Legislation.  This bulletin can be accessed at: http://www.osc.state.ny.us/agencies/gbull/g-226.htm. 
 
The Legislation requires that contractors complete OSC Form B - State Consultant Services-
Contractor’s Annual Employment Report for consultant services for State Fiscal year 2006-07, 
indexed as form OCFS-4843.  Contractors are required to report for the period starting April 1, 2006 
or the contract start date, whichever is later, to March 31, 2007 and annually thereafter for the 
duration of the contract. 
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This Consultant Employment Report provides a format for reporting the actual number of employees 
providing services on the contract or through subcontracts, and is due to OCFS, OSC and the NYS 
Department of Civil Service, at the addresses identified below, by May 15, 2007 and annually 
therafter.  A separate Form B must be submitted for each contract.  Please submit a copy of this form 
to each of the following: 
 

Mr. Kevin Sweet 
NYS Office of Children and Family Services 
Bureau of Contract Management 
52 Washington Street South Building, Room 202 
Rensselaer, New York 12144 
 
and: 
 
NYS Office of the State Comptroller 
Bureau of Contracts 
110 State Street 11th Floor 
Albany, New York 12236 
Attn: Consultant Reporting 

 
and: 
 
NYS Department of Civil Service 
Alfred E. Smith Office Building 
Counsel’s Office, 8th Floor 
80 South Swan Street 
Albany, New York 12239 
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IN WITNESS WHEREOF, the parties hereto have executed this AGREEMENT as of the dates 
appearing under their signatures. 

CONTRACTOR STATE AGENCY 

Contractor:       Office of Children and Family Services 

By:  By: 

Printed Name:  Printed Name: 

Title:  Title: 

Date:  Date: 

 State Agency Certification

"In addition to the acceptance of this contract, I also 
certify that original copies of this signature page will 
be attached to all other exact copies of this contract." 

 
 
NOTARIZATION FOR CONTRACTOR:  
 

FOR-PROFIT CORPORATION:
 
STATE OF NEW YORK  ) 
     ) SS.: 
County of ________________________)         
 
 On the  day of,  20  before me personally appeared 
 , to me known, who being by me duly sworn, did depose and say 
that he/she resides at  that he/she is the 
                                                        of the          

the corporation described herein which executed the foregoing instrument, and that he/she signed his/her  
name thereto by order of the board of directors of said for-profit corporation. 
 
_____________________________________ (Notary) 
 
My Commission expires: __________ 
 
 

ATTORNEY GENERAL’S SIGNATURE  Approved: Alan G. Hevesi, Comptroller 
   

Title:   By: 
 

Date:   Date: 
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Approved:

State Comptroller
Thomas P. DiNapoli



January 2014 
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STANDARD CLAUSES FOR NYS CONTRACTS 

 

The parties to the attached contract, license, lease, amendment 

or other agreement of any kind (hereinafter, "the contract" or 

"this contract") agree to be bound by the following clauses 

which are hereby made a part of the contract (the word 

"Contractor" herein refers to any party other than the State, 

whether a contractor, licenser, licensee, lessor, lessee or any 

other party): 

 

1. EXECUTORY CLAUSE.  In accordance with Section 41 

of the State Finance Law, the State shall have no liability 

under this contract to the Contractor or to anyone else beyond 

funds appropriated and available for this contract. 

 

2. NON-ASSIGNMENT CLAUSE.  In accordance with 

Section 138 of the State Finance Law, this contract may not be 

assigned by the Contractor or its right, title or interest therein 

assigned, transferred, conveyed, sublet or otherwise disposed 

of without the State’s previous written consent, and attempts 

to do so are null and void.  Notwithstanding the foregoing, 

such prior written consent of an assignment of a contract let 

pursuant to Article XI of the State Finance Law may be 

waived at the discretion of the contracting agency and with the 

concurrence of the State Comptroller where the original 

contract was subject to the State Comptroller’s approval, 

where the assignment is due to a reorganization, merger or 

consolidation of the Contractor’s business entity or enterprise. 

The State retains its right to approve an assignment and to 

require that any Contractor demonstrate its responsibility to do 

business with the State.  The Contractor may, however, assign 

its right to receive payments without the State’s prior written 

consent unless this contract concerns Certificates of 

Participation pursuant to Article 5-A of the State Finance Law. 

 

3. COMPTROLLER'S APPROVAL.  In accordance with 

Section 112 of the State Finance Law (or, if this contract is 

with the State University or City University of New York, 

Section 355 or Section 6218 of the Education Law), if this 

contract exceeds $50,000 (or the minimum thresholds agreed 

to by the Office of the State Comptroller for certain S.U.N.Y. 

and C.U.N.Y. contracts), or if this is an amendment for any 

amount to a contract which, as so amended, exceeds said 

statutory amount, or if, by this contract, the State agrees to 

give something other than money when the value or 

reasonably estimated value of such consideration exceeds 

$10,000, it shall not be valid, effective or binding upon the 

State until it has been approved by the State Comptroller and 

filed in his office.  Comptroller's approval of contracts let by 

the Office of General Services is required when such contracts 

exceed $85,000 (State Finance Law Section 163.6-a). 

However, such pre-approval shall not be required for any 

contract established as a centralized contract through the 

Office of General Services or for a purchase order or other 

transaction issued under such centralized contract. 

 

4. WORKERS' COMPENSATION BENEFITS. In 

accordance with Section 142 of the State Finance Law, this 

contract shall be void and of no force and effect unless the 

Contractor shall provide and maintain coverage during the life 

of this contract for the benefit of such employees as are 

required to be covered by the provisions of the Workers' 

Compensation Law. 

 

5. NON-DISCRIMINATION REQUIREMENTS.  To the 

extent required by Article 15 of the Executive Law (also 

known as the Human Rights Law) and all other State and 

Federal statutory and constitutional non-discrimination 

provisions, the Contractor will not discriminate against any 

employee or applicant for employment because of race, creed, 

color, sex (including gender identity or expression), national 

origin, sexual orientation, military status, age, disability, 

predisposing genetic characteristics, marital status or domestic 

violence victim status.  Furthermore, in accordance with 

Section 220-e of the Labor Law, if this is a contract for the 

construction, alteration or repair of any public building or 

public work or for the manufacture, sale or distribution of 

materials, equipment or supplies, and to the extent that this 

contract shall be performed within the State of New York, 

Contractor agrees that neither it nor its subcontractors shall, by 

reason of race, creed, color, disability, sex, or national origin:  

(a) discriminate in hiring against any New York State citizen 

who is qualified and available to perform the work; or (b) 

discriminate against or intimidate any employee hired for the 

performance of work under this contract.  If this is a building 

service contract as defined in Section 230 of the Labor Law, 

then, in accordance with Section 239 thereof, Contractor 

agrees that neither it nor its subcontractors shall by reason of 

race, creed, color, national origin, age, sex or disability:  (a) 

discriminate in hiring against any New York State citizen who 

is qualified and available to perform the work; or (b) 

discriminate against or intimidate any employee hired for the 

performance of work under this contract.  Contractor is subject 

to fines of $50.00 per person per day for any violation of 

Section 220-e or Section 239 as well as possible termination 

of this contract and forfeiture of all moneys due hereunder for 

a second or subsequent violation. 

 

6. WAGE AND HOURS PROVISIONS.  If this is a public 

work contract covered by Article 8 of the Labor Law or a 

building service contract covered by Article 9 thereof, neither 

Contractor's employees nor the employees of its 

subcontractors may be required or permitted to work more 

than the number of hours or days stated in said statutes, except 

as otherwise provided in the Labor Law and as set forth in 

prevailing wage and supplement schedules issued by the State 

Labor Department.  Furthermore, Contractor and its 

subcontractors must pay at least the prevailing wage rate and 

pay or provide the prevailing supplements, including the 

premium rates for overtime pay, as determined by the State 

Labor Department in accordance with the Labor Law.  

Additionally, effective April 28, 2008, if this is a public work 

contract covered by Article 8 of the Labor Law, the Contractor 

understands and agrees that the filing of payrolls in a manner 

consistent with Subdivision 3-a of Section 220 of the Labor 

Law shall be a condition precedent to payment by the State of 
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any State approved sums due and owing for work done upon 

the project. 

 

7. NON-COLLUSIVE BIDDING CERTIFICATION.  In 

accordance with Section 139-d of the State Finance Law, if 

this contract was awarded based upon the submission of bids, 

Contractor affirms, under penalty of perjury, that its bid was 

arrived at independently and without collusion aimed at 

restricting competition.  Contractor further affirms that, at the 

time Contractor submitted its bid, an authorized and 

responsible person executed and delivered to the State a non-

collusive bidding certification on Contractor's behalf. 

 

8. INTERNATIONAL BOYCOTT PROHIBITION.  In 

accordance with Section 220-f of the Labor Law and Section 

139-h of the State Finance Law, if this contract exceeds 

$5,000, the Contractor agrees, as a material condition of the 

contract, that neither the Contractor nor any substantially 

owned or affiliated person, firm, partnership or corporation 

has participated, is participating, or shall participate in an 

international boycott in violation of the federal Export 

Administration Act of 1979 (50 USC App. Sections 2401 et 

seq.) or regulations thereunder.  If such Contractor, or any of 

the aforesaid affiliates of Contractor, is convicted or is 

otherwise found to have violated said laws or regulations upon 

the final determination of the United States Commerce 

Department or any other appropriate agency of the United 

States subsequent to the contract's execution, such contract, 

amendment or modification thereto shall be rendered forfeit 

and void.  The Contractor shall so notify the State Comptroller 

within five (5) business days of such conviction, determination 

or disposition of appeal (2NYCRR 105.4). 

 

9. SET-OFF RIGHTS.  The State shall have all of its 

common law, equitable and statutory rights of set-off.  These 

rights shall include, but not be limited to, the State's option to 

withhold for the purposes of set-off any moneys due to the 

Contractor under this contract up to any amounts due and 

owing to the State with regard to this contract, any other 

contract with any State department or agency, including any 

contract for a term commencing prior to the term of this 

contract, plus any amounts due and owing to the State for any 

other reason including, without limitation, tax delinquencies, 

fee delinquencies or monetary penalties relative thereto.  The 

State shall exercise its set-off rights in accordance with normal 

State practices including, in cases of set-off pursuant to an 

audit, the finalization of such audit by the State agency, its 

representatives, or the State Comptroller. 

 

10.  RECORDS.  The Contractor shall establish and maintain 

complete and accurate books, records, documents, accounts 

and other evidence directly pertinent to performance under 

this contract (hereinafter, collectively, "the Records").  The 

Records must be kept for the balance of the calendar year in 

which they were made and for six (6) additional years 

thereafter.  The State Comptroller, the Attorney General and 

any other person or entity authorized to conduct an 

examination, as well as the agency or agencies involved in this 

contract, shall have access to the Records during normal 

business hours at an office of the Contractor within the State 

of New York or, if no such office is available, at a mutually 

agreeable and reasonable venue within the State, for the term 

specified above for the purposes of inspection, auditing and 

copying.  The State shall take reasonable steps to protect from 

public disclosure any of the Records which are exempt from 

disclosure under Section 87 of the Public Officers Law (the 

"Statute") provided that:  (i) the Contractor shall timely inform 

an appropriate State official, in writing, that said records 

should not be disclosed; and (ii) said records shall be 

sufficiently identified; and (iii) designation of said records as 

exempt under the Statute is reasonable.  Nothing contained 

herein shall diminish, or in any way adversely affect, the 

State's right to discovery in any pending or future litigation. 

 

11. IDENTIFYING INFORMATION AND PRIVACY 

NOTIFICATION.    (a) Identification Number(s).  Every 

invoice or New York State Claim for Payment submitted to a 

New York State agency by a payee, for payment for the sale of 

goods or services or for transactions (e.g., leases, easements, 

licenses, etc.) related to real or personal property must include 

the payee's identification number.  The number is any or all of 

the following: (i) the payee’s Federal employer identification 

number, (ii) the payee’s Federal social security number, and/or 

(iii) the payee’s Vendor Identification Number assigned by the 

Statewide Financial System.  Failure to include such number 

or numbers may delay payment. Where the payee does not 

have such number or numbers, the payee, on its invoice or 

Claim for Payment, must give the reason or reasons why the 

payee does not have such number or numbers. 

 

(b) Privacy Notification.  (1)  The authority to request the 

above personal information from a seller of goods or services 

or a lessor of real or personal property, and the authority to 

maintain such information, is found in Section 5 of the State 

Tax Law.  Disclosure of this information by the seller or lessor 

to the State is mandatory. The principal purpose for which the 

information is collected is to enable the State to identify 

individuals,  businesses  and others who have been delinquent 

in filing tax returns or may have understated their tax 

liabilities and to generally identify persons affected by the 

taxes administered by the Commissioner of Taxation and 

Finance.  The information will be used for tax administration 

purposes and for any other purpose authorized by law. (2) The 

personal information is requested by the purchasing unit of the 

agency contracting to purchase the goods or services or lease 

the real or personal property covered by this contract or lease. 

The information is maintained in the Statewide Financial 

System by the Vendor Management Unit within the Bureau of 

State Expenditures, Office of the State Comptroller, 110 State 

Street, Albany, New York 12236. 
 

12. EQUAL EMPLOYMENT OPPORTUNITIES FOR 

MINORITIES AND WOMEN.  In accordance with Section 

312 of the Executive Law and 5 NYCRR 143, if this contract 

is:  (i) a written agreement or purchase order instrument, 

providing for a total expenditure in excess of $25,000.00, 
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whereby a contracting agency is committed to expend or does 

expend funds in return for labor, services, supplies, 

equipment, materials or any combination of the foregoing, to 

be performed for, or rendered or furnished to the contracting 

agency; or (ii) a written agreement in excess of $100,000.00 

whereby a contracting agency is committed to expend or does 

expend funds for the acquisition, construction, demolition, 

replacement, major repair or renovation of real property and 

improvements thereon; or (iii) a written agreement in excess 

of $100,000.00 whereby the owner of a State assisted housing 

project is committed to expend or does expend funds for the 

acquisition, construction, demolition, replacement, major 

repair or renovation of real property and improvements 

thereon for such project, then the following shall apply and by 

signing this agreement the Contractor certifies and affirms that 

it is Contractor’s equal employment opportunity policy that: 

 

(a)  The Contractor will not discriminate against employees or 

applicants for employment because of race, creed, color, 

national origin, sex, age, disability or marital status, shall 

make and document its conscientious and active efforts to 

employ and utilize minority group members and women in its 

work force on State contracts and will undertake or continue 

existing programs of affirmative action to ensure that minority 

group members and women are afforded equal employment 

opportunities without discrimination.  Affirmative action shall 

mean recruitment, employment, job assignment, promotion, 

upgradings, demotion, transfer, layoff, or termination and rates 

of pay or other forms of compensation; 

 

(b)  at the request of the contracting agency, the Contractor 

shall request each employment agency, labor union, or 

authorized representative of workers with which it has a 

collective bargaining or other agreement or understanding, to 

furnish a written statement that such employment agency, 

labor union or representative will not discriminate on the basis 

of race, creed, color, national origin, sex, age, disability or 

marital status and that such union or representative will 

affirmatively cooperate in the implementation of the 

Contractor's obligations herein; and  

 

(c)  the Contractor shall state, in all solicitations or 

advertisements for employees, that, in the performance of the 

State contract, all qualified applicants will be afforded equal 

employment opportunities without discrimination because of 

race, creed, color, national origin, sex, age, disability or 

marital status. 

 

Contractor will include the provisions of "a", "b", and "c" 

above, in every subcontract over $25,000.00 for the 

construction, demolition, replacement, major repair, 

renovation, planning or design of real property and 

improvements thereon (the "Work") except where the Work is 

for the beneficial use of the Contractor.  Section 312 does not 

apply to:  (i) work, goods or services unrelated to this contract; 

or (ii) employment outside New York State.  The State shall 

consider compliance by a contractor or subcontractor with the 

requirements of any federal law concerning equal employment 

opportunity which effectuates the purpose of this section.  The 

contracting agency shall determine whether the imposition of 

the requirements of the provisions hereof duplicate or conflict 

with any such federal law and if such duplication or conflict 

exists, the contracting agency shall waive the applicability of 

Section 312 to the extent of such duplication or conflict.  

Contractor will comply with all duly promulgated and lawful 

rules and regulations of the Department of Economic 

Development’s  Division of Minority and Women's Business 

Development pertaining hereto. 

 

13. CONFLICTING TERMS.  In the event of a conflict 

between the terms of the contract (including any and all 

attachments thereto and amendments thereof) and the terms of 

this Appendix A, the terms of this Appendix A shall control. 

 

14. GOVERNING LAW.  This contract shall be governed by 

the laws of the State of New York except where the Federal 

supremacy clause requires otherwise. 

 

15. LATE PAYMENT.  Timeliness of payment and any 

interest to be paid to Contractor for late payment shall be 

governed by Article 11-A of the State Finance Law to the 

extent required by law. 

 

16. NO ARBITRATION.  Disputes involving this contract, 

including the breach or alleged breach thereof, may not be 

submitted to binding arbitration (except where statutorily 

authorized), but must, instead, be heard in a court of 

competent jurisdiction of the State of New York. 

 

17. SERVICE OF PROCESS.  In addition to the methods of 

service allowed by the State Civil Practice Law & Rules 

("CPLR"), Contractor hereby consents to service of process 

upon it by registered or certified mail, return receipt requested.  

Service hereunder shall be complete upon Contractor's actual 

receipt of process or upon the State's receipt of the return 

thereof by the United States Postal Service as refused or 

undeliverable.  Contractor must promptly notify the State, in 

writing, of each and every change of address to which service 

of process can be made.  Service by the State to the last known 

address shall be sufficient.  Contractor will have thirty (30) 

calendar days after service hereunder is complete in which to 

respond. 

 

18. PROHIBITION ON PURCHASE OF TROPICAL 

HARDWOODS. The Contractor certifies and warrants that 

all wood products to be used under this contract award will be 

in accordance with, but not limited to, the specifications and 

provisions of Section 165 of the State Finance Law, (Use of 

Tropical Hardwoods) which prohibits purchase and use of 

tropical hardwoods, unless specifically exempted, by the State 

or any governmental agency or political subdivision or public 

benefit corporation. Qualification for an exemption under this 

law will be the responsibility of the contractor to establish to 

meet with the approval of the State. 
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In addition, when any portion of this contract involving the 

use of woods, whether supply or installation, is to be 

performed by any subcontractor, the prime Contractor will 

indicate and certify in the submitted bid proposal that the 

subcontractor has been informed and is in compliance with 

specifications and provisions regarding use of tropical 

hardwoods as detailed in §165 State Finance Law. Any such 

use must meet with the approval of the State; otherwise, the 

bid may not be considered responsive. Under bidder 

certifications, proof of qualification for exemption will be the 

responsibility of the Contractor to meet with the approval of 

the State. 

 

19. MACBRIDE FAIR EMPLOYMENT PRINCIPLES.  
In accordance with the MacBride Fair Employment Principles 

(Chapter 807 of the Laws of 1992), the Contractor hereby 

stipulates that the Contractor either (a) has no business 

operations in Northern Ireland, or (b) shall take lawful steps in 

good faith to conduct any business operations in Northern 

Ireland in accordance with the MacBride Fair Employment 

Principles (as described in Section 165 of the New York State 

Finance Law), and shall permit independent monitoring of 

compliance with such principles. 

 

20.  OMNIBUS PROCUREMENT ACT OF 1992. It is the 

policy of New York State to maximize opportunities for the 

participation of New York State business enterprises, 

including minority and women-owned business enterprises as 

bidders, subcontractors and suppliers on its procurement 

contracts. 

 

Information on the availability of New York State 

subcontractors and suppliers is available from: 

 

NYS Department of Economic Development 

Division for Small Business 

Albany, New York  12245 

Telephone:  518-292-5100 

Fax:  518-292-5884 

email: opa@esd.ny.gov 

 

A directory of certified minority and women-owned business 

enterprises is available from: 

 

NYS Department of Economic Development 

Division of Minority and Women's Business Development 

633 Third Avenue 

New York, NY 10017 

212-803-2414 

email: mwbecertification@esd.ny.gov 

https://ny.newnycontracts.com/FrontEnd/VendorSearchPu

blic.asp 

 

The Omnibus Procurement Act of 1992 requires that by 

signing this bid proposal or contract, as applicable, 

Contractors certify that whenever the total bid amount is 

greater than $1 million: 

 

(a)  The Contractor has made reasonable efforts to encourage 

the participation of New York State Business Enterprises as 

suppliers and subcontractors, including certified minority and 

women-owned business enterprises, on this project, and has 

retained the documentation of these efforts to be provided 

upon request to the State; 

 

(b) The Contractor has complied with the Federal Equal 

Opportunity Act of 1972 (P.L. 92-261), as amended;  

 

(c) The Contractor agrees to make reasonable efforts to 

provide notification to New York State residents of 

employment opportunities on this project through listing any 

such positions with the Job Service Division of the New York 

State Department of Labor, or providing such notification in 

such manner as is consistent with existing collective 

bargaining contracts or agreements.  The Contractor agrees to 

document these efforts and to provide said documentation to 

the State upon request; and  

 

(d) The Contractor acknowledges notice that the State may 

seek to obtain offset credits from foreign countries as a result 

of this contract and agrees to cooperate with the State in these 

efforts. 

 

21. RECIPROCITY AND SANCTIONS PROVISIONS.   

Bidders are hereby notified that if their principal place of 

business is located in a country, nation, province, state or 

political subdivision that penalizes New York State vendors, 

and if the goods or services they offer will be substantially 

produced or performed outside New York State, the Omnibus 

Procurement Act 1994 and 2000 amendments (Chapter 684 

and Chapter 383, respectively) require that they be denied 

contracts which they would otherwise obtain.  NOTE:  As of 

May 15, 2002, the list of discriminatory jurisdictions subject 

to this provision includes the states of South Carolina, Alaska, 

West Virginia, Wyoming, Louisiana and Hawaii.  Contact 

NYS Department of Economic Development for a current list 

of jurisdictions subject to this provision. 

 

22. COMPLIANCE WITH NEW YORK STATE 

INFORMATION SECURITY BREACH AND 

NOTIFICATION ACT.   Contractor shall comply with the 

provisions of the New York State Information Security Breach 

and Notification Act (General Business Law Section 899-aa; 

State Technology Law Section 208).   

 

23. COMPLIANCE WITH CONSULTANT 

DISCLOSURE LAW. If this is a contract for consulting 

services, defined for purposes of this requirement to include 

analysis, evaluation, research, training, data processing, 

computer programming, engineering, environmental, health, 

and mental health services, accounting, auditing, paralegal, 

legal or similar services, then, in accordance with Section 163 

(4-g) of the State Finance Law (as amended by Chapter 10 of 

the Laws of 2006), the Contractor shall timely, accurately and 

properly comply with the requirement to submit an annual 

employment report for the contract to the agency that awarded 
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the contract, the Department of Civil Service and the State 

Comptroller.   

 

24. PROCUREMENT LOBBYING. To the extent this 

agreement is a "procurement contract" as defined by  

State Finance Law Sections 139-j and 139-k, by signing this 

agreement the contractor certifies and affirms that all 

disclosures made in accordance with State Finance Law 

Sections 139-j and 139-k are complete, true and accurate.  In 

the event such certification is found to be intentionally false or 

intentionally incomplete, the State may terminate the 

agreement by providing written notification to the Contractor 

in accordance with the terms of the agreement.   

 

25. CERTIFICATION OF REGISTRATION TO 

COLLECT SALES AND COMPENSATING USE TAX 

BY CERTAIN STATE CONTRACTORS, AFFILIATES 

AND SUBCONTRACTORS.   

To the extent this agreement is a contract as defined by Tax 

Law Section 5-a, if the contractor fails to make the 

certification required by Tax Law Section 5-a or if during the 

term of the contract, the Department of Taxation and Finance 

or the covered agency, as defined by Tax Law 5-a, discovers 

that the certification, made under penalty of perjury, is false, 

then such failure to file or false certification shall be a material 

breach of this contract and this contract may be terminated, by 

providing written notification to the Contractor in accordance 

with the terms of the agreement, if the covered agency 

determines that such action is in the best interest of the State. 

 

26. IRAN DIVESTMENT ACT.  By entering into this 

Agreement, Contractor certifies in accordance with State 

Finance Law §165-a that it is not on the “Entities Determined 

to be Non-Responsive Bidders/Offerers pursuant to the New 

York State Iran Divestment Act of 2012” (“Prohibited Entities 

List”) posted at: 

http://www.ogs.ny.gov/about/regs/docs/ListofEntities.pdf 

 

Contractor further certifies that it will not utilize on this 

Contract any subcontractor that is identified on the Prohibited 

Entities List.  Contractor agrees that should it seek to renew or 

extend this Contract, it must provide the same certification at 

the time the Contract is renewed or extended.  Contractor also 

agrees that any proposed Assignee of this Contract will be 

required to certify that it is not on the Prohibited Entities List 

before the contract assignment will be approved by the State. 

 

During the term of the Contract, should the state agency 

receive information that a person (as defined in State Finance 

Law §165-a) is in violation of the above-referenced 

certifications, the state agency will review such information 

and offer the person an opportunity to respond.  If the person 

fails to demonstrate that it has ceased its engagement in the 

investment activity which is in violation of the Act within 90 

days after the determination of such violation, then the state 

agency shall take such action as may be appropriate and 

provided for by law, rule, or contract, including, but not 

limited to, imposing sanctions, seeking compliance, 

recovering damages, or declaring the Contractor in default. 

 

The state agency reserves the right to reject any bid, request 

for assignment, renewal or extension for an entity that appears 

on the Prohibited Entities List prior to the award, assignment, 

renewal or extension of a contract, and to pursue a 

responsibility review with respect to any entity that is awarded 

a contract and appears on the Prohibited Entities list after 

contract award.   
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Payment and Reporting Schedule 
 
 
Contract rate: 
The contractor will be reimbursed based upon the deliverable scheduled included in Appendix D, 
Scope of Work.  There will be no other payments authorized under this contract. 
 
 
Billing: 
Invoices for payment shall be submitted to OCFS at the end of each month on a New York State 
standard voucher or company invoice for services satisfactorily completed during that month with 
timesheets attached documenting hours worked. 

 
This voucher or invoice will contain the Contract number, the name of the agency (OCFS), and 
the location where service was performed. 

 
All vouchers and invoices are to be sent to: 

Office of Children and Family Services 
Attn: Paul Thompson 
52 Washington St 
Rensselaer, NY 12144 
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NEW	  YORK	  STATE	  OFFICE	  OF	  CHILDREN	  AND	  FAMILY	  SERVICES	  

Child	  Passport	  Health	  Information	  Solution	  

	  
RFP#-‐TBD	  

	  
Submitted	  to:	  

Children	  &	  Family	  Services,	  NYS	  Office	  of	  
Bureau	  of	  Contract	  Management	  

Kevin	  Sweet	  
CMS	  2	  

South	  Bldg.,	  Rm.	  202	  
52	  Washington	  Street	  
Rensselaer,	  NY	  12144	  
P:	  (518)	  486-‐7573	  

kevin.sweet@ocfs.ny.gov	  
 

	  
Submitted	  by:	  February	  24,	  2014	  

	  
	  

Aeon	  Nexus	  Corporation	  
Kiley	  Wittig,	  Account	  Executive	  

174	  Glen	  Street	  
Glens	  Falls,	  NY	  12801	  
P:	  518-‐338-‐1551	  
F:	  866-‐252-‐1251	  

kileywittig@aeonnexus.com	  
	  
	  

NYS	  Certified	  MBE	  
U.S.	  SBA	  Small	  Disadvantaged	  Business	  

GSA	  Schedule:	  GS-‐35F-‐0238M	  
DUNS	  ID:	  109396627	  
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Section	  I:	  Project	  Description	  
Overview	  
NY	  OCFS	  has	  recently	  developed	  a	  Health	  Information	  Solution	  (CPHIS)	  component	  of	  the	  
Children’s	  Passport	  (CP)	  initiative.	  	  The	  CPHIS	  sources	  health	  information	  from	  numerous,	  
disconnected	  systems	  to	  create	  a	  single	  authoritative	  historical	  health	  record	  for	  children	  and	  
youth	  under	  OCFS	  care.	  The	  CPHIS	  demonstrates	  the	  power	  of	  interoperability	  by	  transforming	  
existing	  Medicaid	  claims	  information	  into	  useable	  clinical	  information.	  The	  system	  relies	  on	  the	  
use	  of	  a	  Microsoft	  Dynamics	  CRM,	  Microsoft	  BizTalk	  Server	  2010	  and	  Oracle	  RDBMS	  11g.The	  
CPHIS	  has	  been	  implemented	  in	  the	  OCFS	  Juvenile	  Justice	  program	  and	  requirements	  are	  being	  
developed	  to	  prepare	  the	  system	  for	  deployment	  for	  children	  in	  foster	  care.	  OCFS	  is	  looking	  for	  
a	  resource	  to	  provide	  services	  on	  a	  deliverable	  basis	  to	  support	  the	  Microsoft	  Dynamics	  
components.	  

	  Description	  of	  Work	  
The	  contractor	  will	  develop	  and	  deploy	  the	  necessary	  software	  and	  processes	  to	  assemble	  a	  
child’s	  health	  summary	  based	  on	  their	  prior	  Medicaid	  claims,	  pharmacy	  and	  laboratory	  data.	  The	  
implementation	  will	  leverage	  Service	  Oriented	  Architecture	  (SOA)	  concepts	  utilizing	  industry	  
standard	  web	  services.	  The	  solution	  will	  leverage	  data	  sources	  from	  the	  NYS	  Department	  of	  
Health	  (DOH)	  in	  a	  manner	  that	  satisfies	  applicable	  privacy	  and	  confidentiality	  laws,	  statutes	  and	  
regulations.	  The	  engagement	  will	  make	  changes	  to	  the	  existing	  Juvenile	  Justice	  centric	  system	  to	  
support	  Child	  Welfare	  specific	  business	  requirements.	  
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Section	  II:	  Firm	  Profile	  

2.1	  Executive	  Summary	  
Aeon	  Nexus	  Corporation	  is	  a	  certified	  minority-‐owned,	  small	  disadvantaged	  business,	  
experienced	  in	  providing	  public	  and	  private	  sector	  clients	  with	  superior	  software	  solutions.	  	  Our	  
expertise	  in	  IT	  consulting	  and	  customer	  service	  has	  made	  Aeon	  Nexus	  a	  valuable	  asset	  to	  our	  
clients	  in	  the	  commercial	  and	  federal	  sectors	  for	  14	  years.	  	  Originally	  headquartered	  in	  
Washington,	  D.C.,	  Aeon	  Nexus	  Corporation	  relocated	  its	  headquarters	  to	  Glens	  Falls,	  NY,	  an	  
approved	  Empire	  Zone	  location,	  in	  early	  2010.	  	  With	  the	  revitalization	  of	  an	  8,000	  square	  foot	  
facility,	  we	  are	  proud	  to	  call	  the	  Empire	  State	  our	  home.	  
	  
As	  a	  premiere	  integrator	  of	  IT	  solutions,	  we	  pride	  ourselves	  on	  being	  able	  to	  solve	  our	  clients’	  
most	  challenging	  problems,	  regardless	  of	  the	  specific	  platform.	  Our	  in-‐depth	  understanding	  of	  
multiple	  applications	  and	  technologies	  uniquely	  positions	  us	  to	  deliver	  exceptional	  results,	  
specifically	  in	  circumstances	  where	  the	  deployed	  solution	  requires	  integration	  with	  multiple	  IT	  
systems,	  databases,	  and	  infrastructure	  (e.g.	  on	  premise	  or	  cloud).	  	  Our	  goal	  is	  to	  identify	  and	  
deliver	  the	  solution	  that	  best	  meets	  our	  clients'	  needs.	  	  Our	  extensive	  experience	  with	  both	  the	  
private	  and	  public	  sectors	  provides	  us	  with	  a	  unique	  perspective	  for	  translating	  best	  practices	  
(regardless	  of	  their	  origin)	  so	  that	  they	  can	  be	  incorporated	  and	  successful	  under	  the	  realities,	  
opportunities,	  and	  constraints	  of	  the	  government	  environment.	  	  Having	  successfully	  delivered	  
on	  assignments	  at	  all	  levels	  of	  government	  including	  international,	  federal,	  state,	  and	  local,	  we	  
have	  the	  ability	  to	  scale	  and	  drive	  success	  for	  public	  sector	  clients	  of	  all	  sizes.	  	  	  
	  
Aeon	  Nexus	  is	  formally	  part	  of	  Microsoft’s	  Partner	  Program	  under	  its	  National	  Solutions	  
Integrator	  (NSI)	  business	  segment.	  As	  a	  managed	  partner,	  Microsoft	  commits	  management	  
resources,	  training,	  and	  capital	  in	  support	  of	  our	  partnership.	  	  Additionally,	  we	  are	  part	  of	  
Microsoft’s	  Supplier	  Diversity	  Program.	  	  Aeon	  Nexus	  is	  currently	  a	  MS	  Silver	  Partner	  and	  we	  
are	  actively	  working	  towards	  achieving	  our	  Gold	  Competencies	  in	  CRM,	  Mid-‐Market	  Solutions,	  
and	  Portals	  &	  Collaboration.	  Our	  most	  recent	  Microsoft	  projects	  have	  focused	  on	  Microsoft	  
Dynamics	  CRM	  and	  SharePoint.	  	  
	  
By	  combining	  our	  technical	  knowledge,	  consulting	  experience	  and	  partner	  network	  Aeon	  Nexus	  
easily	  differentiates	  our	  solutions	  from	  competitors.	  Our	  team’s	  best-‐in-‐class	  resources	  and	  
leading	  customer	  service	  enables	  us	  to	  deliver	  above	  and	  beyond	  our	  customers'	  expectations	  
for	  less.	  
	  
Our	  Philosophy	  
Aeon	  Nexus’	  commitment	  to	  excellence	  reaches	  beyond	  products	  and	  services	  and	  touches	  
every	  aspect	  of	  our	  work.	  

Expert	  development	  meets	  perfect	  design:	  Aeon	  Nexus’	  unique	  capabilities	  let	  us	  expertly	  
engineer	  software	  and	  the	  user	  experiences	  that	  accompany	  them,	  improving	  quality	  and	  
delivering	  fast	  with	  improved	  solutions.	  

Consistent	  speed	  and	  quality	  of	  execution:	  Aeon	  Nexus	  employs	  experienced	  consultants,	  
resulting	  in	  a	  higher	  level	  of	  confidence	  and	  comfort	  between	  team	  members	  and	  enabling	  us	  to	  
invest	  heavily	  in	  the	  education	  of	  our	  consultants.	  
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Driving	  results	  in	  a	  complex	  environment:	  Aeon	  Nexus	  recognizes	  there	  are	  many	  departments	  
and	  stakeholders	  in	  any	  effort	  and	  works	  with	  them	  all	  to	  generate	  consensus,	  ensuring	  clients	  
the	  best	  possible	  solution	  –	  on	  time	  and	  on	  budget.	  

Distinguishing	  Information	  
Aeon	  Nexus	  Corporation	  is	  committed	  to	  New	  York	  State	  and	  the	  City	  of	  Albany.	  Since	  moving	  
our	  headquarters	  to	  Glens	  Falls,	  NY,	  we	  have	  experienced	  great	  success	  on	  all	  fronts	  and	  have	  
found	  this	  region	  to	  offer	  an	  ideal	  environment	  for	  growing	  our	  company	  and	  our	  staff.	  In	  the	  
summer	  of	  2013,	  we	  plan	  to	  make	  a	  significant	  investment	  in	  downtown	  Albany	  with	  the	  
expansion	  of	  a	  second	  and	  third	  office	  location	  in	  New	  York	  State.	  Our	  commitment	  to	  New	  York	  
and	  the	  City	  of	  Albany	  extends	  beyond	  monetary	  investments.	  Our	  executive	  partner,	  Omar	  
Usmani,	  volunteers	  extensive	  time	  assisting	  various	  boards	  and	  committees	  within	  our	  region	  to	  
include:	  Capital	  Region	  Economic	  Development	  Council	  (Appointed	  by	  Governor	  Cuomo),	  Albany	  
Medical	  Center	  Board	  of	  Directors,	  and	  the	  Tech	  Valley	  School	  Foundation	  Board.	  
	  

2.2	  Key	  Resource	  

2.2.1	  Key	  Account	  Professionals	  
At	  Aeon	  Nexus	  Corporation,	  every	  project	  is	  led	  by	  a	  team	  of	  key	  account	  professionals.	  For	  this	  
project,	  we	  have	  enlisted	  key	  team	  members	  who	  specialize	  in	  the	  Microsoft	  Dynamics	  CRM	  
tool.	  	  
	  
Brian	  Duncan,	  Managing	  Director,	  Solutions-‐	  Aeon	  Nexus	  Corporation	  
Brian	  Duncan	  has	  spent	  the	  last	  twelve	  years	  earning	  recognition	  as	  a	  leading	  IT	  expert	  
specializing	  in	  state	  and	  federal	  human	  services	  programs.	  Having	  led	  the	  early	  development	  of	  
Microsoft	  technologies	  in	  the	  NYS	  Office	  for	  Temporary	  and	  Disability	  Assistance,	  Brian	  directed	  
the	  development	  of	  five	  of	  the	  agencies	  largest	  internet	  IT	  solutions.	  	  From	  the	  success	  of	  these	  
efforts,	  Brian	  moved	  on	  to	  fill	  an	  advisory	  role	  to	  IT	  management	  as	  an	  expert	  in	  web	  application	  
architecture,	  software	  evaluation	  and	  POC.	  Working	  with	  a	  select	  group	  of	  consultants	  and	  state	  
administrators,	  Brian	  authored	  the	  agency's	  SSDLC	  and	  was	  invited	  to	  be	  guest	  speaker	  at	  the	  
New	  York	  State	  Forum	  for	  project	  management.	  	  	  Mr.	  Duncan	  is	  a	  graduate	  of	  the	  State	  
University	  of	  New	  York	  and	  currently	  holds	  multiple	  Microsoft	  Certifications.	  Mr.	  Duncan	  would	  
be	  acting	  as	  Project	  Manager	  for	  this	  engagement.	  
	  
Kiley	  Wittig,	  Engagement	  Manager-‐	  Aeon	  Nexus	  Corporation	  
With	  extensive	  experience	  over	  five	  years	  in	  technology	  and	  account	  management,	  Ms.	  Wittig	  
excels	  at	  analyzing	  complex	  issues,	  creating	  successful	  client	  and	  partner	  relationships,	  and	  
developing	  and	  motivating	  teams	  and	  individuals	  all	  with	  an	  overarching	  goal	  of	  delivering	  
value-‐add	  business	  solutions.	  Ms.	  Wittig’s	  recent	  emphasis	  is	  on	  helping	  organizations	  design	  
and	  implement	  solutions	  utilizing	  the	  Microsoft	  product	  line.	  Ms.	  Wittig	  is	  a	  graduate	  of	  the	  
State	  University	  of	  New	  York	  and	  is	  currently	  pursuing	  certifications	  in	  Microsoft	  Dynamics	  CRM.	  	  
Ms.	  Wittig	  would	  act	  as	  Account	  Manager	  for	  this	  engagement	  and	  has	  held	  a	  similar	  role	  on	  all	  
Microsoft	  Dynamic	  CRM	  engagements	  at	  Aeon	  Nexus.	  
	  
Key	  account	  professionals	  discussed	  above	  have	  worked	  on	  recent	  Microsoft	  Dynamics	  CRM	  
projects	  to	  include	  Albany	  County,	  NYS	  Office	  of	  Children	  and	  Family	  Services,	  and	  NYSERDA.	  	  
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2.2.2	  Key	  Project	  Resource	  
Aeon	  Nexus	  was	  previously	  engaged	  with	  the	  New	  York	  State	  Office	  of	  Children	  and	  Family	  
Services	  (OCFS).	  	  We	  provided	  a	  resource	  to	  assist	  with	  the	  development	  of	  the	  Incident	  
Reporting	  Information	  System	  (IRIS).	  	  IRIS	  was	  written	  in	  Microsoft	  Dynamics	  CRM	  and	  utilizes	  a	  
combination	  of	  supported	  customizations	  and	  code	  to	  provide	  functionality	  consistent	  with	  IRIS’	  
requirements.	  This	  system	  collected	  data	  on	  various	  cases	  and	  allowed	  necessary	  parties	  to	  
track	  and	  report	  on	  the	  data	  collected.	  Our	  proposed	  resource	  for	  this	  engagement	  was	  Mr.	  
Kiran	  Kothamachu,	  Sr.	  CRM	  Consultant	  at	  Aeon	  Nexus.	  Mr.	  Kothamachu’s	  role	  entailed	  the	  
implementation	  of	  Microsoft	  Dynamics	  CRM,	  the	  design	  and	  implementation	  of	  plug-‐ins,	  
analyzing	  and	  executing	  requirements	  documents,	  identify	  and	  analyzing	  business	  logic	  needs,	  
and	  dashboard/screen	  development.	  
	  
More	  recently,	  Mr.	  Kothamachu	  has	  been	  working	  at	  OCFS	  on	  the	  Health	  Information	  Solution	  
(CPHIS)	  component	  of	  the	  Children’s	  Passport	  (CP)	  initiative.	  	  The	  CPHS	  sources	  health	  
information	  from	  numerous,	  disconnected	  systems	  to	  create	  a	  single	  authoritative	  historical	  
health	  record	  for	  children	  and	  youth	  under	  OCFS’	  care.	  	  The	  system	  relies	  on	  the	  use	  of	  a	  
Microsoft	  Dynamics	  CRM,	  Microsoft	  BizTalk	  Server	  2010	  and	  Oracle	  RDBMS	  11g.	  	  The	  CPHIS	  was	  
recently	  implemented	  in	  the	  OCFS	  Juvenile	  Justice’s	  program	  area.	  	  Mr.	  Kothamachu	  was	  
involved	  in	  the	  initial	  pilot	  for	  the	  system	  and	  has	  recently	  been	  involved	  in	  multiple	  
enhancements,	  as	  well	  as	  been	  identifying	  deficiencies	  to	  the	  existing	  system.	  	  Mr.	  Kothamachu	  
continues	  to	  provide	  Microsoft	  Dynamics	  CRM	  support	  to	  maintain	  and	  enhance	  the	  system.	  

To	  successfully	  complete	  this	  project	  and	  expand	  the	  CPHIS	  to	  the	  Child	  Welfare	  program	  area,	  
Aeon	  Nexus	  is	  proposing	  Mr.	  Kothamachu	  continue	  to	  provide	  services	  of	  senior	  level	  CRM	  
Dynamics	  with	  his	  unique	  combination	  of	  skills,	  including:	  	  knowledge	  of	  health	  and	  human	  
services,	  information	  technology	  (IT)	  technical	  and	  business	  process	  expertise,	  and	  in-‐depth	  
working	  knowledge	  of	  the	  State	  of	  New	  York	  Health,	  Medicaid,	  Juvenile	  Justice	  and	  Child	  
Welfare	  agencies,	  programs	  and	  IT	  environments.	  	  
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Section	  III:	  Cost	  Proposal	  
Aeon	  Nexus	  Corporation	  has	  provided	  a	  fixed-‐fee	  for	  this	  engagement	  based	  on	  the	  deliverable	  
listed	  below.	  	  We	  are	  anticipating	  this	  engagement	  to	  take	  approximately	  9	  months,	  averaging	  
about	  235	  hours	  per	  deliverable.	  	  Should	  any	  change	  requests	  and/or	  additional	  time	  be	  
needed,	  our	  resource	  will	  be	  billed	  at	  an	  hourly	  rate	  of	  $140	  (inclusive	  of	  travel	  and	  expenses).	  
	  
Deliverable	   Description	   Extended	  Cost	  

Deliverable	  I	  
Submission	  of	  review	  and	  assessment	  document	  
that	  includes	  recommended	  corrective	  action	  and	  
remediation.	  

$32,900	  

Deliverable	  II	   Implementation	  of	  recommended	  corrective	  
actions.	   $32,900	  

Deliverable	  III	   Submission	  of	  security	  review	  and	  corrective	  action	  
document.	   $32,900	  

Deliverable	  IV	   Implementation	  of	  recommended	  security	  actions.	   $32,900	  

Deliverable	  V	   Completion	  of	  unit,	  system	  and	  integration	  testing.	   $32,900	  

Deliverable	  VI	   Submission	  of	  a	  Concept	  of	  Operations	  document	  
that	  details	  CRM	  components	  of	  the	  system.	   $32,900	  

	   TOTAL	  COST	   $197,400.00	  
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Section	  IV:	  Resume	  
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Kiran	  Kothamachu	  
Sr.	  Microsoft	  Dynamics	  CRM	  Consultant	  
	  
	  
	  
	  
SUMMARY	  OF	  EXPERIENCE	  
	  
Kiran	  has	  more	  than	  six	  years	  of	  programming	  experience	   in	  analysis,	  design,	  development	  and	  testing	  of	  various	  
client-‐server	   and	  web-‐based	   applications	   and	   over	   two	   years	   of	  working	   experience	   in	  Microsoft	   Dynamics	   CRM	  
4.0/CRM	  2011.	  Kiran	  has	  hands-‐on	  experience	  in	  Microsoft	  .NET	  technology	  including	  .NET	  Framework	  v1.0	  through	  
v4.0,	   Classic	   ASP,	   ASP.NET,	   ADO.NET,	   ASP.NET	   MVC,	   C#,	   VB.NET,	   XML,	   LINQ,	   Entity	   framework	   4.1	   and	   a	   deep	  
conceptual	  understanding	  and	  experience	   in	  object	  oriented	  programming	   (OOP)	  and	  agile/spiral	  methodologies.	  
Kiran	  is	  proficient	  in	  visualizing	  the	  system	  design	  using	  the	  UML	  Diagrams,	  UML	  modeling,	  data	  flow	  diagrams	  and	  
ER	  diagrams	  with	  experience	  in	  gathering	  customer	  requirements,	  functional	  requirements	  and	  good	  understanding	  
of	   service	   oriented	   architecture	   (SOA).He	   is	   an	   expert	   in	   SOAP	   and	   REST	   based	   web	   service	   programming.	  
Developed	  web	  applications	  using	  .NET,	  HTML,	  Enterprise	  library	  4.1,	  Silverlight,	  AJAX,	  JavaScript,	  JQuery,	  ASP,	  CSS,	  
DevExpress,	  Telerik,	  XHTML,	  XML,	  XSL	  and	  XSLT.	  He	  has	  extensively	  used	  SQL	  Server	  2000/2005/2008	  and	  Oracle	  
databases.	  Involved	  in	  SQL	  Server	  data	  modeling	  involving	  creating	  objects	  like	  databases,	  schemas,	  tables,	  transact-‐
SQL	   queries,	   stored	   procedures,	   triggers	   and	   views	   in	   RDBMS	   with	  Microsoft	   SQL	   Server.	   Kiran	   can	   Design	   and	  
Deliver	  highly	  customized	  reports	  via	  SQL	  Server	  Reporting	  Services	  (SSRS).	  
	  
	  
	  
EDUCATION	  AND	  ACHIEVEMENTS	  
	  
Certifications	  
	  
• Microsoft	  Certified	  Technology	  Specialist	  (MCTS)	  -‐	  Microsoft	  Dynamics	  CRM	  2011	  Customization	  

and	  Configuration	  
• Extending	  Microsoft	  Dynamics	  CRM	  2011	  
• Microsoft	  Certified	  Technology	  Specialist	  (MCTS)	  –	  Microsoft	  .NET	  Framework	  2.0	  -‐	  Application	  

Development	  Foundation.	  
• Microsoft	  Certified	  Technology	  Specialist	  (MCTS)	  –	  SQL	  Server	  2005	  –	  Administration	  and	  Development.	  
	  
	  
CURRENT	  WORK	  EXPERIENCE	  
	  
IRIS	  Project	  
	  
• Customized	  Microsoft	  Dynamics	  CRM	  2011	  application	  based	  on	  the	  business	  requirement.	  
• Automated	   business	   process	   by	   creating	   plug-‐ins	   and	   custom	   workflows	   using	   CRM	   SDK	   plug-‐in/workflow	  

assembly.	  
• Implemented	   business	   logic	   such	   as	   automatically	   populating	   fields	   in	   custom	   entities	   by	   creating	   various	  

functions	  using	  JavaScript,	  JSON,	  JQuery.	  
• Extensively	  used	  CRM	  2011	  SDK	  and	  retrieved	  data	  from	  CRM	  using	  REST	  Endpoint	  with	  JavaScript	  and	  JQuery.	  
• Customized	  Site-‐Map	  and	  modified	  the	  Navigation	  structure,	  Navigation	  areas	  on	  entity	  forms.	  
• Created	  custom	  attributes	  and	  modified	  form	  views	  on	  entity	  forms.	  
• Created	  Security	  roles	  based	  on	  the	  requirements.	  
• Worked	  on	  creating	  complex	  CRM	  reports	  using	  SQL	  Server	  Reporting	  Service.	  
• Integrated	  MS	  CRM	  with	  external	  applications	  using	  custom	  workflow	  assemblies.	  
	  
	  
	   	  

Technology	  Skills	  

Technical	  Competencies	  
	  
Microsoft.NET	  Framework	  version	  
1.0/2.0/3.0/3.5/4.0,	  ASP.NET,	  ASP.NET	  
MVC,	  C#.NET,	  VB.NET,	  ADO.NET,	  Web	  
Services,	  Enterprise	  Library,	  Microsoft	  
AJAX,	  Microsoft	  SQL	  Server	  
2000/2005/2008,	  Oracle	  9i/10g,	  MS-‐
Access,	  HTML,	  DHTML,	  Classic	  ASP,	  
JavaScript,	  Jscript,	  JQuery,	  VBScript,	  XML,	  
XSL,	  XSLT,	  XHTML,	  CSS,	  AJAX,	  SOAP,	  
WSDL,	  UDDI,	  Microsoft	  Visual	  Studio	  
2005/2008/2010,	  Microsoft	  Team	  
Foundation	  Server,	  Microsoft	  Office	  
SharePoint	  Server	  2007,	  SQL	  Enterprise	  
Manager,	  Microsoft,	  Visio,	  Edit-‐Plus,	  
Microsoft	  Dynamics	  CRM	  Developer	  Kit,	  
AJAX	  Control,	  Toolkit,	  Visual	  Source	  Safe,	  
CVS,	  C#,	  VB.NET,	  Java,	  SQL,	  PL-‐SQL,	  COM,	  
Windows	  2000/XP/7,	  NT	  Server,	  UNIX,	  
Linux,	  IIS	  5.0,	  6.0,	  7.0,	  Windows	  Server	  
2008/2003/2000,	  SQL	  Server	  Reporting	  
Services	  (SSRS),	  Crystal	  Reports	  10/11,	  
OOD,	  OOA,	  OOD&A,	  Design	  Patterns,	  
UML	  

	  
	  

	  

	  
	  

Microsoft	  Dynamics	  CRM	  Consultant	  
NYS	  Office	  of	  Children	  and	  Family	  

Services	  
Rensselaer,	  NY	  

06/2012	  –Present	  
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PAST	  WORK	  EXPERIENCE	  
	  
• Configure	  and	  Implement	  Microsoft	  Dynamics	  CRM	  2011	  system,	  SharePoint	  2010	  and	  SQL	  Server2008	  

R2	  to	  support	  Regional	  office	  exception	  (ROE)	  application.	  
• Involved	  in	  the	  Microsoft	  CRM	  4.0	  upgrade	  to	  MS	  CRM	  2011.	  
• Involved	  in	  creating	  design	  document	  artifacts	  based	  on	  use	  cases	  to	  effectively	  implement	  

definedrequirements.	  
• Import	  and	  migrate	  domain	  data	  from	  source	  system	  into	  Microsoft	  Dynamics	  CRM	  using	  DataMigration	  

manager	  and	  Scribe	  data	  maps.	  
• Involved	  in	  creation	  of	  new	  organization,	  customized	  entities,	  web	  resources,	  views,	  

dashboards,checklists	  (queues	  and	  task	  activities),	  email	  alerts	  and	  document	  management.	  
• Extensively	  used	  CRM	  2011	  SDK	  and	  retrieved	  data	  from	  CRM	  using	  REST	  Endpoint	  with	  JavaScriptand	  

JQuery.	  
• Involved	  in	  complex	  and	  effective	  security	  design	  of	  ROE	  Application	  based	  on	  customized	  securityroles	  

and	  role	  tailored	  forms.	  
• Used	  Microsoft	  Dynamics	  CRM	  2011	  Developer	  Toolkit	  to	  create,	  view	  and	  update	  CRM	  customentities	  

and	  deploy	  CRM	  Plug-‐in’s/Workflows.	  
• Automated	  business	  process	  by	  creating	  custom	  workflows	  using	  CRM	  SDK	  workflow	  assembly.	  
• Involved	  in	  creation	  of	  SQL	  dynamic	  queries,	  views	  and	  stored	  procedures	  in	  SQL	  Server	  2008	  R2.	  
• Customize	  CRM	  reports	  to	  specific	  business	  requirements	  need	  by	  using	  SQL	  Server	  ReportingServices	  

(SSRS).	  
• Microsoft	  Team	  foundation	  Server	  (TFS)	  is	  used	  for	  collaboration	  and	  version	  control.	  
	  
	  
• Design	  and	  develop	  application	  based	  on	  Microsoft	  Dynamics	  CRM	  4.0	  solution,	  SharePoint	  and	  

SQLServer	  2008.	  
• Involved	  in	  configuring	  and	  customizing	  Microsoft	  Dynamics	  CRM	  4.0.	  
• Involved	  in	  design	  and	  development	  of	  Greenbook	  and	  Redbook	  interfaces	  using	  Microsoft	  Dynamics	  

CRM,	  Microsoft	  SQL	  Server,	  SharePoint	  2007,	  JScript,	  CSS	  and	  HTML.	  
• Involved	  in	  Dynamics	  CRM	  data	  capture,	  integration,	  customization,	  auditing,	  data	  mapping,	  importing	  

data	  and	  creation	  of	  interfaces.	  
• Involved	  in	  creation	  of	  new	  organization,	  customized	  entities,	  sitemaps,	  ISV	  and	  modified	  the	  Navigation	  

structure,	  Navigation	  areas	  on	  entity	  forms.	  
• Created	  interfaces	  for	  data	  conversion	  and	  integration	  processes	  with	  systems	  including	  XML	  files	  using	  

various	  data	  integration	  methods	  like	  CRM	  Import	  wizard	  and	  SQL	  Server	  Integration	  Services	  (SSIS).	  
• Integrated	  Custom	  WCF	  Service	  with	  other	  applications.	  
• Created	  business	  units,	  Security	  roles	  and	  queues	  based	  on	  the	  requirements.	  
• Microsoft	  Dynamics	  CRM	  4.0	  database	  configuration	  and	  management,	  email	  router	  configuration,	  

Workflows	  and	  Plug-‐in	  development.	  
• Developed	  reports	  using	  Microsoft	  reporting	  services	  (SSRS)	  for	  greenbook	  applications.	  
• Used	  Visual	  Source	  Safe	  for	  version	  control.	  
	  
	  
	  
• Involved	   in	  the	  development	  and	  production	  support	  of	  various	  applications	   in	   Information	  technology	  

department.	  Applications	  include	  Greenbook,	  Redbook,	  e-‐media,	  and	  accounting.	  
• Involved	   in	   design	   of	   a	   user-‐friendly	   GUI	   in	   Classic	   ASP,	   C#,	   ASP.NET,	   ADO,	   ADO.NET,	   VisualStudio	  

2005/2008,	  SQL	  Server	  2005,	  DHTML,	  JavaScript,	  JQuery,	  CSS	  and	  HTML.	  
• Involved	  in	  the	  complete	  migration	  of	  website	  from	  Classic	  ASP	  to	  ASP.NET.	  
• Involved	  in	  optimization	  and	  tuning	  of	  SQL	  Queries	  for	  increased	  performance.	  
• Involved	   with	   data	   model	   design	   team,	   pioneered	   the	   design	   and	   had	   also	   written	   several	  

PL/SQLdynamic	  queries,	  cursors,	  views,	  triggers	  and	  stored	  procedures	  in	  SQL	  Server	  2005.	  
• Used	  web	  accessibility	  tools	  like	  WAVE,	  WAT,	  FAE,	  FANG	  and	  JAWS	  for	  migration	  of	  application.	  
• Developed	   reports	  using	  Microsoft	   reporting	   services	   (SSRS),	  also	   involved	   in	  development	  of	   complex	  

Reports	  using	  C#.	  
• Implemented	  stored	  procedures,	  triggers	  and	  transaction	  SQL	  features	  to	  maintain	  data	  Integrity	  &avoid	  

data	  redundancy.	  
• Used	  SQL	  profiler	  to	  diagnose	  the	  problem	  related	  to	  transact	  SQL	  statements.	  
• Used	  Visual	  Source	  Safe	  for	  version	  control.	  
	  

Application	  Developer/	  Microsoft	  
Dynamics	  CRM	  4.0	  

Vance	  Publishing,	  Inc.,	  	  
Lincolnshire,	  IL	  

08/2010	  –	  05/2011	  
 

Application Developer 
Vance Publishing, Inc.,  

Lincolnshire, IL 
05/2009 – 08/2010 
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• Designed	  and	  developed	  web	  application	  for	  Environmental	  Protection	  Agency	  in	  team	  environment.	  It	  

was	  also	  responsible	  for	  fetching,	  viewing	  and	  updating	  data	  in	  the	  database.	  
• The	   application	   was	   developed	   as	   using	   .NET	   Framework	   2.0/3.5,	   developed	   series	   of	   AJAX	   oriented	  

modules	  using	  ASP.NET,	  ASP,	  Ajax,	  C#,	  Visual	  Studio	  2008	  Team	  system,	  Microsoft	  SQL	  Server	  
• 2005,	  JavaScript,	  HTML,	  UML	  and	  ADO.NET,	  with	  extensive	  implementation	  of	  object	  oriented	  concepts	  

in	  application	  architecture	  development.	  
• Integration	   of	   various	   business	   systems	   using	   Service	   Oriented	   Architecture	   (SOA)	   and	   Windows	  

Communication	  Foundation	  (WCF).	  
• Implemented	  Windows	   Communication	   Foundation	   (WCF)	   and	   ASP.NET/XML	  Web	   Services(ASMX)	   to	  

enable	  platform	  and	  application	  communication.	  
• Involved	   in	   implementation	   and	  modifying	   custom	   data	   access	   component	   to	   give	   existing	   .NET	   data	  

providers	  a	  common	  factory	  and	  base	  class.	  
• Extensively	   used	   T-‐SQL	   stored	   procedures	   to	   protect	   data	   integrity	   through	   permissions	   and	   table	  

abstraction	  while	   increasing	   application	   speed	   and	   ADO.NET	   technology	   for	   data	   retrieving,	   querying,	  
storage	  and	  manipulation.	  

• Implemented	  state	  management	  for	  application	  including	  client	  side	  and	  server	  side	  state	  management	  
techniques	  like	  session	  management,	  cookies,	  and	  application	  state	  and	  http	  context.	  

• All	   the	   user	   interface	   layers,	   web	   pages	   are	   created	   and	   integrated	   to	   maintain	   the	   performance	   of	  
dataflow	  and	  data	  integrity	  using	  ASP.NET	  user	  controls,	  web	  server	  controls	  and	  ADO.NET.	  

• Prepared	  technical	  design	  document,	  use	  cases,	  test	  cases	  and	  user	  manuals	  involved	  in	  bug	  fixing,	  code	  
reviews	  and	  unit,	  integration	  and	  system	  testing.	  

• Used	  SQL	  Server	  Reporting	  Service	  (SSRS)	  for	  developing	  reports.	  
• Extensively	   used	   JavaScript	   for	   front	   end	   validations	   and	   for	   browsers	   compatibility,	   Ajax,	   ASP	   and	  

cascading	  style	  sheets	  (CSS)	  were	  used	  for	  consistent	  look	  of	  the	  site.	  
• Used	  Visual	  Source	  Safe	  for	  version	  control	  and	  source	  code	  management.	  
	  
	  
	  
• Designed	   and	   developed	   components	   for	   enterprise-‐level	   windows	   forms	   built	   with	   extensive	   use	   of	  

Object	  Oriented	  concepts	  in	  application	  architecture.	  
• The	  application	  was	  developed	  using	  .NET	  Framework	  2.0/3.0,	  VB.NET,	  WPF	  and	  ADO.NET.	  
• Participated	  in	  gathering,	  documenting	  user	  requirements	  and	  developed	  UML	  diagrams	  simulating	  the	  

interaction	  between	  objects.	  
• Download	  manager	  makes	  use	  of	  background	  worker	  processes,	  event	  handlers	  and	  threads	  for	  allowing	  

users	  to	  pause,	  stop	  or	  resume	  the	  download	  anytime	  during	  the	  downloading	  process.	  
• Used	  Click	  Once	  Deployment	  to	  publish	  Software	  CD	  application	  to	  one	  of	  the	  Greenbook	  Web	  Server	  for	  

simplified	  installation.	  
• Involved	  in	  creating	  the	  software	  installation	  files	  using	  bootstrapper	  packages.	  
• Developed	  unit	  test	  cases	  and	  implemented	  unit	  test	  cases	  with	  NUNIT.	  
• Enabled	   communication	   between	   application	   tiers	   through	   interfaces	   using	   SOAP	   facilitates	   the	  

asynchronous	  communication.	  
• Architected	   and	   implemented	   Windows	   Communication	   Foundation	   (WCF)	   and	   XML	   Web	  

Services(ASMX)	  to	  enable	  platform	  and	  application	  communication.	  
• Developed	  reports	  using	  Crystal	  report	  engine	  9.0,	  and	  integrated	  with	  Application.	  
• Used	  visual	  source	  safe	  for	  version	  control.	  
	  
	  
• Designed	   and	   developed	   web	   applications	   for	   various	   Arts	   &	   Sciences	   departments	   using	   .NET	  

framework	  2.0/3.0,	  ASP.NET	  and	  ADO.NET.	  
• Worked	  on	  User	  interface	  design	  using	  HTML,	  CSS,	  Master	  Page	  and	  code	  behind	  using	  C#.	  
• Involved	  in	  the	  design	  of	  the	  database	  and	  developed	  stored	  procedures	  using	  SQL	  for	  all	  theinteraction	  

with	  the	  database	  and	  tuning	  of	  queries	  for	  optimal	  performance.	  
• Interacted	  with	  core	   team	  and	  gathered	  software	   requirements.	  Prepared	   technical	  design	  documents	  

and	  proposed	  cost-‐	  effective	  solutions.	  
• Involved	  in	  debugging	  and	  testing	  using	  various	  testing	  methods.	  
• Used	  concurrent	  version	  systems	  for	  version	  control.	  

	  
	  

Application	  Developer	  
Vance	  Publishing,	  Inc.	  (Environmental	  

Protection	  Agency),	  	  
Lincolnshire,	  IL	  

01/2009	  –	  05/2009	  
 
 

Application	  Developer	  
Vance	  Publishing,	  Inc.,	  	  

Lincolnshire,	  IL	  
08/2008	  –	  01/2009	  

 
 

Graduate	  Assistant/	  >NET	  Programmer	  
University	  of	  Nebraska	  (Department	  

of	  Arts	  and	  Sciences)	  
Redwood	  City,	  CA	  

12/2005	  –	  08/2008	  
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 Revised 4/2003 
APPENDIX   X 

 
MODIFICATION AGREEMENT 

 
Agency Code:               Contract No.                         Period:                             -                               
 
Funding Amount for Period $                      
 
     This contract is funded with non-Federal funds only  
 
      This contract is funded in whole or in part with Federal funds (see Appendix A3, 
      paragraph 14 for Federal audit information)) 
 
      OCFS has determined that the Contractor is NOT a subrecipient) 
      OCFS has determined that the Contractor is a subrecipient   
The Federal Funds for this contract are from Catalogue of Federal Domestic Assistance 
(CFDA) Number(s):                   
 
This is an AGREEMENT between THE STATE OF NEW YORK, acting by and through the Office of 

Children and Family Services, having its principal office at 52 Washington Street, Rensselaer, New 

York 12144 (hereinafter referred to as the STATE), and                                                           

(hereinafter referred to as the CONTRACTOR), for modification of Contract Number                       , 

as amended in attached Appendix(ices)  

 

 

 

 

 

 

 

 

 

 

All other provisions of said AGREEMENT shall remain in full force and effect. 
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STATE OF WEST VIRGINIA 

Web-Based Case Management System 
 

Cost Response 
Solicitation # CRFQ-0506-MCH-1600000003 

 
 

Submitted to: 
Mark Atkins 

Department of Administration, Purchasing Division 
2019 Washington Street East 

Charleston, WV 25305 
 
 

Submitted by: August 11, 2016 by 1:30PM EST  
 
 

Submitted by: 
Aeon Nexus Corporation 

Kiley Wittig, Managing Director of Sales & Marketing 
138 State Street 
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Section I: Exhibit A – Pricing Page 
 

Contract 
Item# Description Quantity Unit Price Extended Price 

 
 
 
 

4.1.2 

Conceptual Design of 
web-based performance 
and case management 
system to support the 
coordination and 
integration of 
information and services 
for CYSHCN (Month 1). 

 
 
 
 

1 

 
 
 
 
$ 
  

 
 
 
 
$ 28,000.00  

 
4.1.3 

Written Design of Web- 
Based Data Collection 
System (Months 1-2). 

 
1 

 
$ 
  

 
 
$ 56,000.00  

 
4.1.4 

Development of Web 
Based Data Collection 
System (Months 2-5). 

 
1 

 
$ 
  

 
 
$ 252,000.00  

4.1.5 Training (Months 6-8).  
1 

$ 
  

 
$ 28,000.00  

4.1.6 Go-Live for CYSHCN 
(Month 9) 

 
1 

 
$ 
  

 
 
$ 28,000.00  

4.1.7 Maintenance, Support 
and Upgrades (Year 1) 

1  
$ 
  

 
 

 $ 58,000.00  

4.1.8 Maintenance, Support 
and Upgrades (Year 2)* 

 
1 

 
$ 
  

 
 
$ 58,000.00  

4.1.9 Maintenance, Support 
and Upgrades (Year 3)* 

 
1 

$ 
  

 
$ 58,000.00  

4.1.10 Maintenance, Support 
and Upgrades (Year 4)* 

 
1 

$ 
  

 
$ 58,000.00  

   Grand 
Total 
Price 

 
$ 624,000.000  

 

*Contract will be issued for only the Year one (1) costs. Optional contract 
renewals for Maintenance, Support, and Upgrades for Year two (Y2), Year 
three (Y3), and Year four (Y4) will be included in the Grand Total Price 
cost for bid evaluation only and will be added annually by Change Order 
upon mutual agreement between the Agency and the successful bidder. 
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Contract will be awarded to the Vendor that provides the Contract Items meeting the required 
specifications for the lowest overall Total Bid Amount. 
 

Delivery of orders will be F.O.B. Destination. 
 

Vendor Name: 
Aeon Nexus Corporation  
Physical Address: 

138 State Street 
Albany, NY 12207 
Remit to Address: 

138 State Street 
Albany, NY 12207 
Telephone: 

518-708-8971 
Fax: 

866-252-1251 
Email: 

meghanbarkley@aeonnexus.com 
Vendor Representative (print name): 

Meghan Barkley, Director of Operations 
 

 

  

08/05/16 Signature: Date: 
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Section II: Software Licensing 
 
Software licensing for the Microsoft Dynamics CRM platform and Adxstudio portal will need to be 
procured by the department. To obtain best value, the department should work with their Microsoft 
Account Representative as the department may have an existing Enterprise Agreement with Microsoft. 
 
Aeon Nexus is an Adxstudio partner and will be able to provide the department this platform. We have 
provided estimated pricing below for all software licensing. However, further conversation with the 
agency is necessary to obtain best and exact pricing. 
 
Microsoft Dynamics CRM Online Licensing (estimated) 
Includes hosting, maintenance and support. Please see Attachment A for information regarding 
licensing. 

Item # of Users Annual Cost Per 
License Per User 

Total  

Microsoft Dynamics CRM Online 
Professional User License 

50 $600.00 $30,000.00 

 
Adxstudio Enterprise Portal 

Item # of 
Users 

Onetime 
License 

Total  

Adxstudio Enterprise Portals Software License 
(Onetime fee – Unlimited Users – 1 Production 
and unlimited non production environments) 

Unlimited $23,990.00 $23,990.00 

Adxstudio Portal Support and Maintenance 
Year 1 - Optional 

 N/A $4,318.00 

Adxstudio Portal Support and Maintenance 
Year 2 – Optional 

 N/A $4,318.00 

Adxstudio Portal Support and Maintenance 
Year 3 – Optional 

 N/A $4,318.00 

Adxstudio Portal Support and Maintenance 
Year 4 - Optional 

 N/A $4,318.00 
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Appendix 
Attachment A: Microsoft Dynamics CRM Online Licensing & Pricing Guide 
Attachment B: CRFQ Form 
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Using This Guide
Use this guide to improve your understanding of how to license Microsoft Dynamics CRM Online. It is not

intended to guide you in choosing your products and services. The examples presented in this guide are

illustrative. Microsoft Corporation reserves the right to revise the existing version without prior notice.

For help determining the right technology solution for any given organization, including the license requirements

for a specific product or scenario, consult with your Microsoft Dynamics Certified Partner or your Microsoft

account team.

This guide does not supersede or replace any of the legal documentation covering use rights.
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What’s New in this Edition
This edition of the Microsoft Dynamics CRM Online Licensing and Pricing guide contains the following

changes:

• Microsoft Dynamics Employee Self-Service

• Microsoft Dynamics CRM Online Professional Add-On to Office 365

• Clarifications and updates to Figure 5: Including new service functionality - Voice of the Customer

surveys, knowledgebase authoring, and Interactive Service Hub

• Recent Microsoft Dynamics acquisitions: FieldOne, Adxstudio, and Fantasy Sales Team (FST)

• Microsoft Dynamics Mobile Marketing

• Discontinuation of EA Transition Motions

• Clarifications and updates to Appendix A: Microsoft Dynamics CRM Use Rights

• Microsoft Dynamics CRM Online Product Availability

• Voice of the Customer

Introduction
Microsoft Dynamics CRM provides flexible, high value, and simple-to-understand licensing for Dynamics

CRM in the cloud. The new multi-tiered licensing model offers a variety of benefits, including:

• Flexibility. Customers can mix and match various types of user licenses within a deployment to

accommodate the specific needs of their businesses.

• High value. Customers can choose from highly competitive licensing offerings to optimize the Total

Cost of Ownership.

• Easy-to-Understand. Customers can obtain licenses based on the functionality that users require

(rather than how users access the application).

• Choice. Equivalency in the licensing use rights of online and on- premises licenses makes it easier

for customers to compare and decide what works best for them.
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User-based Subscription Licensing

Requirements
Internal and External Users
With Microsoft Dynamics CRM Online and Parature, from Microsoft, you must license each internal user who

will access the service with a USL. Access by external (third party) users is included with the subscription;

these users do not require USLs unless using Microsoft Dynamics CRM client applications and graphical user

interface (GUI). Third party users are users that are not either (i) the customer’s or the customer’s affiliates’

employees, or (ii) the customer’s or the customer’s affiliates’ contractors or agents. In this sense, the

definition of third party users does not extend to onsite contractors, vendors, and users performing business

processes on the customer’s behalf.

Microsoft Dynamics Marketing and Microsoft Social Engagement do not distinguish internal and external

users in their licensing terms. You must license external users as well as internal users who will access these

services.

Note: Offsite vendors are considered external users when their time is shared in between multiple customer

organizations (for example, IT support service vendors serving multiple customer organizations) and they are not

in an employee-like relationship.

Figure 1: Internal vs. external users

Licensing Requirements for Internal Users
You license access to the Microsoft Dynamics CRM Online service by purchasing a USL for every internal user

who will access the service.

Note: Microsoft Dynamics CRM Online does not support device-based licensing.

USLs are assigned on a “named user” basis, meaning each user requires a separate USL; USLs cannot be

shared.

The USL grants users non-perpetual rights (with no buy-out rights) to the use of the Microsoft Dynamics

CRM Online service. As long as you are current on your subscription payments and adhere to the Terms of

Service, you will have access to the most up-to-date version of Microsoft Dynamics CRM Online.
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Figure 2: Basic licensing requirements for Microsoft Dynamics CRM Online

The license includes access rights to the default Microsoft Dynamics CRM Online instance included in the

subscription account, and every additional Microsoft Dynamics CRM Online instance associated with the

same Azure AD tenant. For more information on Azure AD tenants, please see here.

Figure 3: Accessing multiple instances

Other Product Licenses
Licenses for Microsoft Dynamics CRM Online do not include licenses for other products that may be required

for your installation; product licensing rights for these must be established separately. For example, a user

needs to be properly licensed for Microsoft Office products to be able to edit Microsoft Excel charts

embedded in Microsoft Dynamics CRM Online. The following resources can help you to determine the

required products:

Implementation Guide and System Requirements for Microsoft Dynamics CRM 2016:

http://go.microsoft.com/fwlink/?LinkID=627526

Microsoft License Advisor Tool: http://mla.microsoft.com/default.aspx

Multiplexing
Multiplexing is the use of hardware or software (including manual procedures) to reduce the number of

devices or individuals that access or use the Microsoft Dynamics CRM Online service by pooling connections.

Multiplexing does not reduce the number of licenses required to access the Microsoft Dynamics CRM Online

service. Any internal user who accesses the Microsoft Dynamics CRM Online service—whether directly or

indirectly—must be properly licensed.
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Pooled connections use a non-interactive user account in Microsoft Dynamics CRM Online that can access

the system but only via the web service layer. A non-interactive “user” who is not a person does not need a

license. However, all users of the pooled connection do require a license.

Users with a Microsoft Dynamics AX Enterprise User SL have the right to indirectly read Microsoft Dynamics

CRM Online application data without a Microsoft Dynamics CRM Online USL. They are, however, not licensed

to copy such data to Microsoft Dynamics AX, nor access the Microsoft Dynamics CRM Interface.

Note: Licensed users may manually rekey information (when coming from non-licensed users) into the Microsoft

Dynamics CRM Online service. This scenario is not considered to be multiplexing.

Figure 4: Multiplexing

Note: For additional information about Multiplexing, please refer to the Microsoft Volume Licensing Brief

Multiplexing—Client Access License (CAL) Requirements.

Dual Use Rights
One of the advantages of Microsoft Dynamics CRM is the option to deploy either in Microsoft’s Cloud as

CRM Online or in a private on-premises or partner-hosted cloud with CRM Server. In some cases, customers

may want to deploy both modes simultaneously, for migrating a CRM Server deployment to CRM Online,

running private Dev/Test deployments in Azure, or other applications. In the past, customers had to acquire

both CALs for CRM Server and CRM Online USL’s to allow such hybrid deployments. However, with Dual Use

Rights, CRM Online Users no longer need to acquire CALs to access CRM Server instances.

Users licensed with Microsoft Dynamics CRM Online USLs have use rights equivalent to a CAL for the

purpose of accessing equivalent on premises workloads. Dynamics CRM Server instances must still be

licensed normally, as must all related CALs and supporting servers (e.g., Windows Server and CAL(s).

Dual Use Rights convey Microsoft Dynamics CRM Server access rights to Microsoft Dynamics CRM Online

USL’s; Microsoft Dynamics CRM Server client access licenses have no reciprocal rights to access functionality

provided exclusively to Microsoft Dynamics CRM Online USL’s, nor do Dual Use Rights imply equivalent

capabilities between Microsoft Dynamics CRM Server and Microsoft Dynamics CRM Online licenses. For

example, access to Microsoft Social Engagement capabilities are included with Microsoft Dynamics CRM

Online Professional USL, but not with Microsoft Dynamics CRM Professional CAL.
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Qualifying License: CRM 2016 Server CAL Right:

CRM Online Enterprise USL

CRM Online Professional USL

CRM Online Professional Add-On to Office 365

CRM 2016 Professional CAL

CRM Online Basic USL CRM 2016 Basic CAL

CRM Online Essential USL CRM 2016 Essential CAL

Dynamics Employee Self Service¹ USL

1 Dynamics Employee Self-Service USL applies to On-Premises and Online deployments.

Dual Use Rights are conveyed through Dynamics CRM 2015 and later Server licenses, so Dual Use Rights

may only be exercised with servers licensed with Dynamics CRM 2015 or later. However, customers may use

downgrade rights to deploy a qualifying server license with an earlier version of Dynamics CRM Server and

use Dual Use rights to access it with CRM Online USL’s.

Available USLs for Microsoft Dynamics

CRM Online
Microsoft Dynamics CRM Online offers five levels of user subscription licenses (USLs). To provide you with

the flexibility to license the solution based on how your users use Dynamics CRM functionality you have the

ability mix-and-match these licenses within a deployment.
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Microsoft Dynamics CRM Online Enterprise
For your marketing and customer service departments, Microsoft Dynamics CRM Online Enterprise provides

licensed users with access to all of the capabilities of Microsoft Dynamics CRM Online Professional plus

Microsoft Dynamics Marketing Enterprise, Microsoft Social Engagement Enterprise, and Parature Enterprise

functionality as well as the right to create and publish Voice of the Customer surveys.

Microsoft Dynamics CRM Online Professional
Microsoft Dynamics CRM Online Professional is the recommended choice for your sales teams. It provides

licensed users with access to sales, service, and marketing capabilities for a significantly lower price than

comparable offerings from other vendors1. Each CRM Online Professional USL includes rights to Microsoft

Social Engagement Professional, Microsoft Dynamics Marketing Sales Collaboration, Unified Service Desk,

survey results, and Parature Knowledge Management. Subscriptions licensed through Microsoft Online

Services Program (MOSP), Open Program, and Cloud Solution Provider (CSP) Program require a 10-seat

minimum purchase of CRM Online Professional to qualify for Microsoft Social Engagement functionality.

There is no minimum purchase of CRM Online Professional required for Enterprise Agreement customers to

qualify for Microsoft Social Engagement functionality. Microsoft Dynamics CRM Online Professional and

Enterprise USL may only read AX application data, but are not licensed to copy such data to Microsoft

Dynamics CRM Online, nor access the Microsoft Dynamics AX interface.

Microsoft Dynamics CRM Online Professional Add-On to Office 365 provides the same set of capabilities and

services as Microsoft Dynamics CRM Online Professional, at a discounted price for customers with qualifying

Office 365 licenses. Microsoft Dynamics CRM Online Professional Add-On to Office 365 licenses may only be

assigned to users to whom a Microsoft Office 365 Plan E3, E4, E5, Business Premium, or Enterprise Cloud

Suite license (either full USL or Add-On USL) has also been assigned. Qualifying Office 365 licenses may be

purchased and assigned at the same time or prior to the purchase of Microsoft Dynamics CRM Online Add-

On to Office 365, but must be assigned to the same users.

Microsoft Dynamics CRM Online Basic
Microsoft Dynamics CRM Online Basic is designed for entry level CRM users who need access to basic CRM

functionality such as accounts, contacts, leads, reporting and dashboards, Interactive Service Hub, and case

management. This license is also designed for business analysts who require reporting capabilities of

Microsoft Dynamics CRM.

Microsoft Dynamics CRM Online Essential
Microsoft Dynamics CRM Online Essential is designed for organizational users who are not necessarily tied

to sales, services, or marketing functions but require access to activities management, feeds, custom

applications, accounts, contacts, and reading knowledge articles.

Microsoft Dynamics Employee Self-Service
Microsoft Dynamics Employee Self-Service is a cloud-based knowledge management solution that provides

authoritative, accessible and consistent knowledge for all employees to address important and common

employee needs and inquiries, for cross-organizational scenarios like Human Resources and IT helpdesk

portals, or for role or function-specific knowledgebases. With an effective knowledgebase, you can deliver

1 Microsoft Dynamics CRM Professional U.S. list price of $65/user/month via MOSP compared to Salesforce.com Enterprise list

price of $125/user/month listed at http://www.salesforce.com/sales-cloud/overview/ as of November 5, 2015.
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the right answer, at the right time, across multiple channels including portals, devices, productivity tools and

enterprise applications.

A Microsoft Dynamics Employee Self-Service license may access CRM data from online and on-premises

Microsoft Dynamics CRM deployments. Capabilities vary by available functionality for a given Online or On-

Premises deployment choice. Employee Self-Service knowledgebase capabilities require at least one user to

be licensed with either Microsoft Dynamics CRM Online Enterprise or Parature Enterprise. Microsoft

Dynamics Employee Self-Service is not licensed for Microsoft Dynamics CRM’s user interface; access is only

allowed via portal or another application.

Custom Entities
Microsoft Dynamics CRM Online Essential and higher provide the right to use custom entities. Custom

entities may be based on entities included in Dynamics CRM, or created by a customer or partner. If the

custom entity is based on or replicates the functionality of entities included in Dynamics CRM, or if the entity

links to entities included in Dynamics CRM, then users accessing the custom entity must also be licensed to

access the included entity. In other words, customizations may only be performed against entities users are

licensed to access.

USL Comparison
The following provides a summary of the use rights associated with each of the five USL levels. For a detailed

comparison, refer to Appendix A.
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Figure 5: Available USLs and Capabilities

See Appendix A for a complete list of capabilities. U.S. List prices through Microsoft Online Services Portal (MOSP) shown.

1 Microsoft Dynamics CRM Online Add-On to Office 365 may only be assigned to a user to whom an Office 365 Enterprise E3, E4, E5, Business

Premium, or Enterprise Cloud Suite license has been assigned.

2Ten-seat minimum deployment of CRM Online Professional to qualify when purchasing through MOSP and Open. There is no minimum purchase of

Microsoft Dynamics CRM Online Professional required for Enterprise Agreement customers to qualify for Microsoft Social Engagement functionality.

3Creating, updating and deleting via workflows can only be performed against entities included in the use rights (i.e. update an opportunity requires

Professional).

⁴Custom entities (either based on entities included in CRM or created by a customer or partner) may require a higher CAL or USL, depending on the

required access. Customizations can only be performed against entities included in the use rights.

⁵User can only create and read own cases. With ESS USL a user may not access leads

⁶Knowledgebase authoring capabilities only.

Additional Services and Software
Microsoft offers additional services and software that work in tandem with Microsoft Dynamics CRM

Online, including Microsoft Social Engagement, Microsoft Dynamics Marketing, Parature, from Microsoft,

Interactive Service Hub and Unified Service Desk. With the exception of Unified Service Desk and Interactive

Service Hub, these are separate services that you can license independently or as part of Microsoft Dynamics

CRM Online.
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Microsoft Social Engagement
Microsoft Social Engagement Enterprise and Professional provide volume and sentiment analysis of

social networking data and is recommended for sales, marketing and customer service workers interested in

social media discussion of their products, competitors, and industry.

Microsoft Social Engagement Enterprise functionality is included with the Microsoft Dynamics CRM Online

Enterprise USL and Microsoft Social Engagement Professional functionality is included with the Microsoft

Dynamics CRM Online Professional and Enterprise USLs (subject to minimum purchase requirements in

some programs as indicated above). Microsoft Social Engagement Professional is also available as a

standalone USL or as an Add-On USL for Dynamics CRM Professional CALs with Software Assurance. For

more on the Add-On USL, please see “Adding Access to Microsoft Dynamics CRM Online for Microsoft

Dynamics CRM On-Premises Users via the USL for Software Assurance” below.

Microsoft Dynamics Marketing
Microsoft Dynamics Marketing Enterprise provides a full suite of data segmentation, behavioral tracking,

digital asset management, and brand management capabilities. It is recommended for users in marketing

roles, and when delivered as part of Microsoft Dynamics CRM Online Enterprise, allows users to combine

Microsoft Dynamics Marketing's capabilities with the marketing and sales capabilities of Dynamics CRM

Online.

Microsoft Dynamics Marketing Enterprise functionality is included with the Microsoft Dynamics CRM Online

Enterprise USL or as a standalone USL. Users configured as Portal Users do not require a USL.

Microsoft Dynamics Marketing Enterprise includes rights to the Dynamics Marketing Connector, which

provides resources that allow administrators to connect Microsoft Dynamics Marketing with Microsoft

Dynamics CRM, install additional languages, and build marketing analytics with Microsoft Excel and Power

BI. When Dynamics Marketing is connected with Dynamics CRM or Dynamics CRM Online, Dynamics

Marketing users must also have the appropriate Dynamics CRM or CRM Online license. However, the non-

interactive user account that connects Dynamics Marketing with Dynamics CRM does not require its own

license.

If there is a need for additional storage and/or messages above and beyond what is included with the

license, they can be purchased via add-ons. More details are provided below.

Microsoft Dynamics Marketing Sales Collaboration provides sales teams with visibility into the marketing

calendar. Sales now can offer more insights into campaigns and targeting. Both sales and marketing can

share the same view of the customer journey.

Microsoft Dynamics Marketing Sales Collaboration is included with the Microsoft Dynamics CRM Online

Professional USL or as a standalone USL. However, customers need at least one USL for either Microsoft

Dynamics Marketing Enterprise or CRM Online Enterprise in order to access Microsoft Dynamics Marketing

with a Sales Collaboration user. Microsoft Dynamics Marketing Sales Collaboration is not included with

Microsoft Dynamics CRM Server Professional CAL (on-premises); the standalone USL must be purchased

separately.

Marketing Connector for Microsoft Dynamics CRM is provided at no additional cost to licensed

Microsoft Dynamics Marketing customers and synchronizes marketing data between Microsoft Dynamics

Marketing and Microsoft Dynamics CRM (either online or on-premises). While a prior version of Microsoft

Dynamics Marketing Connector required customers to separately purchase Microsoft Azure cloud

computing services in order to run the Connector, this separate purchase is no longer necessary for

Microsoft Dynamics CRM Online; however, Microsoft Dynamics CRM On-Premises customers must purchase

Microsoft Azure cloud computing services in order to run the Connector.
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Mobile Marketing provides organizations the ability to deliver marketing messages and campaigns to their

customers via SMS. One license of Microsoft Dynamics CRM Online Enterprise or Microsoft Dynamics

Marketing Enterprise is required to purchase and enable this functionality. Availability of this capability is

initially limited to the United States, Canada, Singapore, and United Kingdom, with plans to offer on a larger

scale still being defined. Organizations sending marketing messages and/or campaigns to US or Canadian

numbers must purchase their own unique dedicated short code or if they already have a unique dedicated

short code, they can re-register it to the Microsoft account at no additional cost. Organizations sending

messages to customers in all other countries can access a shared short code through Microsoft at no

additional cost.

Parature, from Microsoft
Parature, from Microsoft delivers multi-channel customer service capabilities. Parature’s complete offering of

cloud-based, multi-channel customer support solutions is enhanced by seamless integration, robust

reporting, a wealth of on-demand support services and affordable pricing.

Parature Enterprise functionality is included with the Microsoft Dynamics CRM Online Enterprise USL or as

a standalone USL.

Parature Self-Service gives tenants the ability to search and read Parature Knowledgebase through a

website for self-service applications. This functionality is included with all five Microsoft Dynamics CRM

Online USLs.

Parature Knowledge Management provides dynamic, read only access from within Dynamics CRM

Online’s user interface. This functionality is included with Microsoft Dynamics CRM Online Professional,

Microsoft Dynamics CRM Online Professional Add-On to Office 365, Microsoft Dynamics CRM Online

Enterprise, and Parature Enterprise.

Figure 6: Parature Roles and Use Rights

Unified Service Desk
Unified Service Desk (USD) consolidates numerous communication channels (such as phone, chat, email,

and social media) and relevant services into a single interface to enable greater efficiency and productivity.
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USD installation rights are included with Microsoft Dynamics CRM Online Professional and Enterprise USLs

and with Microsoft Dynamics CRM 2015 and above Professional CAL Software Assurance. USD is not

available as a standalone license.

USD software is installed and run locally on the user’s device. The use rights expire upon expiration of the

qualifying USL subscription term or Software Assurance subscription. Only licensed users may use the

software.

Interactive Service Hub
Interactive Service Hub provides a modern and intuitive end user experience for customer service roles

through a new online user experience (UX) design. The new design allows customers to find and act on data

with reduced clicks and navigation. It unifies customer interactions and pulls together all related information,

enabling customers to be productive and view what’s most relevant at all times. The interactive service hub

includes a multi-stream dashboard where users can view and act on their workload across multiple data

streams as well as a single-stream dashboard where users are provided an aggregate view of the workloads.

Interactive Service Hub is licensed with Microsoft Dynamics CRM Online Basic and higher USLs and Microsoft

Dynamics CRM Server 2016 for Basic and Professional CALs.

Voice of the Customer
Voice of the Customer provides general sentiment, contextual feedback, and transactional understanding

based on insight captured through feedback and surveys. Customer feedback is captured and leveraged to

shape engagements with easy to use, mobile, and touch-enabled tools. Feedback is analyzed as part of a

single customer record, enabling a direct response to a specific customer concern, or as a whole, so that

organizations can better understand their market and programmatically respond to customer needs.

Voice of the Customer is licensed with Microsoft Dynamics CRM Online Professional and higher USL’s. Note

that customers must have at least one Enterprise license in order to design and publish surveys. A

Professional license provides read-only access to survey results. Voice of the Customer will be available to

purchase in all Programs with the exception of Government Community Cloud (GCC).

Recent Acquisitions
Microsoft recently acquired FieldOne, Adxstudio, and Fantasy Sales Team (FST). These products and their

capabilities are not available through Volume License agreements at this time. Licensing details will be made

available prior to general availability of these capabilities.

Subscription Capacities and Optional

Add-ons for Microsoft Dynamics CRM

Online
Each customer enrolled in a Microsoft Dynamics CRM Online subscription receives default storage and one

production instance of Microsoft Dynamics CRM Online.
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Subscription Capacities

DEFAULT STORAGE CAPACITY
At a minimum, Microsoft Dynamics CRM Online subscription includes 5 GB of storage at no additional

charge per tenant. Additional storage capacity is granted at no charge as an organization increases the

number of Professional USLs. For every increment of 20 Professional USLs, the included storage capacity

increases by 2.5 GB. So a customer with 20 Professional USLs receives a default storage capacity of 7.5 GB. At

40 Professional USLs, the included storage capacity increases of 10 GB, and so on. The maximum default

storage included in a subscription is capped at 50 GB per tenant.

Figure 7: Storage Capacity

DEFAULT PRODUCTION INSTANCE CAPACITY
Microsoft Dynamics CRM Online subscription offers one production instance per tenant.

DEFAULT NON-PRODUCTION INSTANCE CAPACITY
Microsoft Dynamics CRM Online subscription offers one non-production instance per customer with a

minimum purchase of 25 Professional or Enterprise USLs.

MICROSOFT DYNAMICS MARKETING ENTERPRISE CAPACITY
Microsoft Dynamics Marketing has the same Default Storage Capacity policy as Dynamics CRM Online,

scaling with the number of Dynamics Marketing Enterprise users to a maximum included capacity of 50GB.

However, included subscription capacity for CRM Online and Dynamics Marketing are calculated and

allocated independently of one another, as the services are run from distinct data centers

Microsoft Dynamics Marketing deployments include 50,000 messages per month, per tenant. Unused

message capacity expires at the end of the month; they do not roll over to the next month. Additional

messaging capacity is available for purchase as a subscription add-on to Microsoft Dynamics CRM Online

Enterprise USL or Microsoft Dynamics Marketing Enterprise stand-alone USL in increments of 10,000

additional messages per month.
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PARATURE ENTERPRISE CAPACITY
Parature, from Microsoft deployments include the following capacities for each tenant, with additional

capacity available for purchase as a subscription add-on to Microsoft Dynamics CRM Online Enterprise USL

or Parature Enterprise stand-alone USL in the increments shown below. Unused capacity expires at the end

of the month and does not roll over to the next month.

Subscription Capacity Included Capacity Additional Increment

File Storage:
Applicable to downloadable files and ticket attachments stored in Parature

2GB 1GB

Records:
Total number of tickets submitted (including emails converted to tickets,

articles, contacts, accounts, product/assets, etc.) stored by Parature

1 million/month 500,000/month

Page views:
Access/utilization of the Parature Support Portal

1 million/month 500,000/month

Departments 1 Department 1 Department

MICROSOFT SOCIAL ENGAGEMENT PROFESSIONAL CAPACITY
Microsoft Social Engagement deployments include 10,000 posts per month, per tenant. Unused posts expire

at the end of the month and do not roll over to the next month. Additional capacity is available for purchase

as a subscription add-on to Microsoft Dynamics Online Professional USL or Microsoft Social Engagement

Professional stand-alone USL in increments of 10,000, 100,000 and 1 million additional posts per month.

Optional Add-ons
If you require additional subscription capacity (such as additional instances or storage), you can include the

add-on licenses to your subscription.

Subscription add-ons apply across an entire organization; they are not tied to a specific user. Subscription

add-ons can be purchased at any time and remain a part of the subscription for the remainder of the

subscription term.

PRODUCTION INSTANCE ADD-ON
The Production Instance Add-On is well suited for multi-instance deployments such as departmental

applications configured within an organization. Licensed users associated with a Microsoft Dynamics CRM

Online subscription can access the default Microsoft Dynamics CRM Online instance included in the

subscription, and every Microsoft Dynamics CRM Online additional instance associated with the same

tenant.

The Production Instance Add-On license does not include any default storage capacity.



Microsoft Dynamics CRM Online Licensing Guide | February 2016 Page 16

Figure 8: Production Instance Add-on

NON-PRODUCTION INSTANCE ADD-ON
The Non-Production Instance Add-On is well suited for deployments such as test environments, training

applications, and sandbox environments configured within an organization. Licensed users associated with a

Microsoft Dynamics CRM Online subscription can access the default Microsoft Dynamics CRM Online

instance included in the subscription, and every Microsoft Dynamics CRM Online additional instance

associated with the same tenant. The additional Non-Production Instance Add-On license does not include

any default storage capacity.

Figure 9: Non-Production Instance Add-On

DYNAMICS CRM ONLINE, DYNAMICS MARKETING, AND PARATURE

ADDITIONAL STORAGE ADD-ONS
The Additional Storage Add-On provides flexibility to increase the storage capacity associated with your

Microsoft Dynamics Online subscription in increments of 1 GB per Additional Storage Add-On license, up to

5,000 GB (5 TB) of storage.
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Note: The subscription storage corresponding to a customer subscription is tracked against all the Microsoft

Dynamics CRM Online instances associated with the tenant.

Figure 10: Storage Add-On

DYNAMICS MARKETING EXTRA MESSAGES ADD-ON
The Extra Messages Add-On provides additional capacity to a Microsoft Dynamics Marketing Subscription in

increments of 10,000 email messages per month. On the first day of the month, the number of purchased

extra messages are added to the included capacity of 50,000 messages. All unused messages expire at the

end of each month.

Figure 11: Extra Messages Add-on
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DYNAMICS MARKETING MOBILE MARKETING ADD-ON
The Mobile Marketing Add-On provides capacity to a Microsoft Dynamics Marketing or Microsoft Dynamics

CRM Online Enterprise subscription in increments of 10,000 credits per month. The redemption rate of

credits per SMS varies depending on the destination country, and is subject to change based on prevailing

SMS messaging rates.

Figure 12: Dynamics Marketing Mobile Marketing Credit Redemption Rate (Subject to change)

SMS Destination Uses X Credits SMS Messages

North America 1 credit 10,000 messages

Asia 5 credits 2,000 messages

Europe 9 credits 1,111 messages

DYNAMICS MARKETING MOBILE MARKETING DEDICATED SHORT CODES
For SMS messages sent to the US or Canada, purchase of a Dedicated Short Code is required before they can

be sent. This can be purchased through Microsoft, with an additional customer amendment obtained through

Microsoft’s Business Desk, or if a customer pre-owns a dedicated short code, they can use that.

Once a dedicated short code is obtained and configured, keywords can be created and customer numbers can

be collected. For dedicated short codes, there is no limitation on keywords. For SMS messages sent to UK and

Singapore, a shared short code can be used. The number of available keywords is based on total credits

purchased. This is counted as total active keywords at one time.

Figure 13: Dynamics Marketing Mobile Keyword Allocation – Shared Short Codes

# Credits # Keywords

10,000-49,999 10

50,000-99,999 20

100,000-199,999 30

200,000-499,999 50

500,000-999,999 80

>1,000,000 100

SOCIAL ENGAGEMENT ADDITIONAL POSTS ADD-ON
The Additional Posts Add-On provides additional capacity to a Microsoft Social Engagement subscription in

increments of 10,000, 100,000, and one million posts per month. On the first day of the month, the number

of purchased additional posts is added to the included capacity of 10,000 posts. All unused posts expire at

the end of each month.

Figure 14: Social Engagement Additional Posts Add-on
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PREMIUM SUPPORT OFFERINGS
Microsoft Dynamics CRM Online, Microsoft Dynamics Marketing, Microsoft Social Engagement, and

Parature, from Microsoft offers four levels of subscription support offerings—Subscription, Enhanced

Support, Professional Direct Services and Premier Services—each of which provides increasing benefits. The

support offering allows you the flexibility to choose the offering that best fits your support needs.

• Subscription: Support is included for in the base subscription for all Dynamics CRM Online,

Microsoft Dynamics Marketing, Microsoft Social Engagement and Parature, from Microsoft

customers, and provides small and medium businesses with unlimited technical support incidents,

accelerated response times and access to subject matter experts to help creatively solve technical

issues.

• Enhanced Support: Provides support for small and medium businesses, providing faster response

times, and E-Learning development materials.

• Professional Direct Support: Provides first-class support designed especially for mid-sized

customers that require elevated support, access to experts, Service Delivery Management, case

wellness, enhanced service interruption event handling, limited onboarding services, advisory cases

and educational events.

• Premier Support: Provides support for complex or business-critical applications with mentoring,

technical account management, dedicated support engineers and onsite services.

The following provides a summary of the benefits associated with each of the support levels, with price

points in U.S. Dollars.

Figure 15: Microsoft Dynamics Online Support Offerings
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Notes:

• Premium Support offerings will be available for purchase only for customers enrolled in MOSP,

EA, EAS, and EES licensing programs.

• Customer can only choose one (1) Premium Support offering. Mixing and match of support

offerings is not allowed.

• Enhanced or Professional Direct Support rights require each user licensed with Microsoft Dynamics

CRM Online USL (or equivalent service) to also be licensed for that support option.

o Example: Customer purchases 3 Essential, 2 Basic and 5 Professional USLs for Microsoft

Dynamics CRM Online for a total of 10 seats of CRM Online. The customer’s needs best fit

the Enhanced Support plan. The purchase must include 10 seats of Enhanced Support.

o Example: Customer purchases 55 Professional and 5 Essential USLs for a total of 60 seats of

CRM Online. The customer’s needs best fit the Professional Direct Support plan. The

customer will be automatically charged for 100 seats of Professional Direct support when

purchasing via MOSP, to meet the minimum threshold for the support offering. When

purchasing through Volume Licensing, ensure the minimum threshold is entered when

placing the order.

• Premium Support offerings are available with the following configurations:

o Stand-alone for Parature, from Microsoft, Microsoft Dynamics Marketing, Microsoft Social

Engagement or Microsoft CRM Online

o Sold with Microsoft Dynamics CRM Online Enterprise, which also unlocks capabilities for

Microsoft Dynamics Marketing, Microsoft Social Engagement and Parature, from

Microsoft
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o Sold with Microsoft Dynamics CRM Online Professional, which also includes support for

Microsoft Social Engagement (if customer has greater than 10 CRM Online Professional

USLs)

 Example: Customer purchases 15 Professional USLs for Microsoft Dynamics CRM

Online and receives an equivalent amount of Microsoft Social Engagement USLs.

Customer purchases Enhanced Support for CRM Online. Customer will receive the

Enhanced Support benefits across all both services.

Stepping-up to a Higher Level Support Plan
Volume Licensing customers can step-up from a lower level plan to higher level plan using step-up licenses.

The following step-up licenses are available through the applicable Volume Licensing programs:

• Microsoft Dynamics CRM Online Step-Up from Enhanced Support for Microsoft Dynamics CRM

Online to Professional Direct Support for Microsoft Dynamics CRM Online

• Microsoft Dynamics Marketing Step-Up from Enhanced Support for Microsoft Dynamics

Marketing to Professional Direct Support for Microsoft Dynamics Marketing

• Microsoft Social Engagement Step-Up from Enhanced Support for Microsoft Dynamics Social

Engagement to Professional Direct Support for Microsoft Social Engagement

• Parature, from Microsoft Step-Up from Enhanced Support for Microsoft Dynamics Social

Engagement to Professional Direct Support for Parature, from Microsoft

Support Policies
Microsoft guarantees support in International English and provides local language support in select markets

around the world, wherever possible.

Response times for technical support incidents vary by case severity. Definitions are included in Appendix C.

More information about Microsoft Dynamics CRM Online Support options can be viewed here.

Pricing and Availability
International Pricelist
Country availability and MOSP pricing for Dynamics CRM Online is available here:

http://www.microsoft.com/en-us/dynamics/pricing-list.aspx

Notes:

• Enhanced support offering is available in all countries where Microsoft Dynamics CRM Online, Microsoft

Social Engagement, Microsoft Dynamics Marketing or Parature, from Microsoft service is currently

available.

• Professional Direct service is currently available in Canada, United States, and EMEA regions only.

Availability by Language
Localized/translated versions of Microsoft Dynamics CRM Online USLs are available for the following

languages (alphabetic listing):

 Arabic  Estonian  Italian  Romanian

 Basque  Finnish  Japanese  Russian
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 Bulgarian

 Catalan

 French  Kazakh  Serbian (Cyrillic)

 Chinese (Hong Kong)  Galician  Korean  Serbian (Latin)

 Chinese (PRC)  German  Latvian  Slovak

 Chinese (Taiwan)  Greek  Lithuanian  Slovenian

 Croatian  Hebrew  Malay  Spanish

 Czech  Hindi  Norwegian  Swedish

 Danish  Hungarian  Polish  Thai

 Dutch

 English

 Indonesian  Portuguese (Br)

 Portuguese (Ptg)

 Turkish

 Ukrainian

 Vietnamese

Additional information on Language and Country availability can be found here.

Licensing Programs
Microsoft Dynamics CRM Online is licensed through the Microsoft Volume Licensing and Microsoft Online

Services Program channels.

Microsoft Volume Licensing

WHAT IS VOLUME LICENSING?
Microsoft Volume Licensing is the most cost-effective, flexible, and manageable way to license Microsoft

software and cloud services. Simply stated, volume licensing makes it easier and more affordable to use

software and online services across an organization.

Licensing online services through your Volume Licensing agreement allows you to:

• Transition to cloud services at your own pace

• Match and adjust online service plans to meet users' needs

Microsoft offers several Volume Licensing programs, each tailored to the needs of different sizes of

businesses and types of organizations. To find the right program for your organization, you’ll first need to

determine the type and size of your organization, the software that you want to license, and how you will

use it. Learn more about how Volume Licensing works.

Participating in a Volume Licensing program typically involves signing an agreement and/or enrollment,

meeting a minimum purchase requirement, and ordering licenses through a Microsoft Reseller. Visit the

Microsoft Volume Licensing website to learn more about how to buy through Volume Licensing, find a

reseller partner, and more.

Eligible Volume Licensing Programs
Microsoft Dynamics CRM Online is available through the following Volume Licensing programs:

• Enterprise Agreement – The Microsoft Enterprise Agreement (EA) is the best licensing program

for commercial and government organizations that want to standardize IT across the enterprise

yet retain the flexibility to choose from on-premises and cloud services. The EA includes

attractive volume pricing, the flexibility to transition to cloud services at your own pace, and

simplified license management though a single company-wide agreement. Learn more.
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• Enterprise Subscription Agreement – An option under the Enterprise Agreement that

provides lower initial cost based on a three-year subscription, the ability to increase or decrease

subscription counts on an annual basis, and non-perpetual licenses that end with your

subscription term. Learn more.

• Open License - Open License is a good choice if you are a corporate, academic, charitable, or

government organization that wants to pay as you go. You must have a minimum initial

purchase of one software license for an Open License agreement, but you can obtain additional

licensed products through Open License in any quantity at any time during the two-year

agreement term. Microsoft Dynamics CRM Online Professional with Social Engagement and

USD, Microsoft Dynamics CRM Online Basic, and Microsoft Dynamics CRM Essential are all

available for purchase in Open License. Learn more.

• Open Value – Open Value is the recommended program if you have a small to midsize

organization with five or more desktop PCs and want to simplify license management, manage

software costs, and get better control over your investment. It also includes Software Assurance,

providing access to valuable benefits such as training, deployment planning, software upgrades,

and product support help you boost the productivity of your entire organization. Learn more.

• Open Value Subscription – Open Value Subscription provides the lowest up-front costs of the

Open Program options with the flexibility to reduce the total licensing costs in years when the

desktop PC count declines This option gives your organization the rights to run the software

throughout your organization only during the term of the agreement with Microsoft. You also

have the ability to add the single platform option to an Open Value Subscription agreement.

Learn more.

• School Enrollment – The School Enrollment is for primary/secondary schools and preschools

and offers the simplicity of licensing all products organization-wide where you can order any

product for a quantity that matches the annual count of your organization's PCs/devices. Learn

more.

• Enrollment for Education Solutions (under the Campus and School Agreement) – The

Enrollment for Education Solutions (EES) is a subscription licensing offering available to both

primary/secondary and higher education institutions and offers the simplicity of counting

people instead of PCs/devices and the flexibility to add additional products in any quantity as

needed. Learn more.

• Microsoft Products and Services Agreement (MPSA) - The new Microsoft Products and

Services Agreement (MPSA) is a single agreement for your Online Services, software, and

Software Assurance purchases across your organization. It can save time and money by

combining purchase points for the best price level and reducing the administrative overhead

associated with managing multiple agreements. Learn more.

• Microsoft Dynamics CRM Online Government – Microsoft’s Government Community Cloud

(GCC) is a cloud-based solution, that is delivered on federally certified cloud data centers and

intended for United States federal, state, and local government customers and government

authorized entities helping leaders, policy makers and those they serve to achieve greater

impact within their communities. Bringing together the Microsoft Cloud platform and

productivity applications with an easy to use CRM solution that helps U.S. government

organizations streamline infrastructure and management, get greater insights from their data,

enable greater communication and collaboration, and better engage with constituents through

new services. Learn more. Access to CRM Online Government plans is restricted to the offerings

described below, each plan is offered as a monthly subscription and can be licensed to an

unlimited number of users:
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• Dynamics Employee Self-Service

• Dynamics CRM Online Essential for Government

• Dynamics CRM Online Basic for Government

• Dynamics CRM Online Professional for Government

• Dynamics CRM Online Storage for Government

• Dynamics CRM Online Production Instance for Government

• Dynamics CRM Online Test Instance for Government

• Dynamics CRM Online Enhanced Support for Government

• Dynamics CRM Online Professional Direct Support for Government

• Parature Enterprise Government (Note: Parature Enterprise Government does not run in

Government Community Cloud datacenters. Parature Enterprise Government provides pricing

and support policies aligned to GCC. More details are available through Microsoft Public Sector

sales representatives.)

Cloud Solution Provider Program (CSP)
A managed services offer intended for SMB and mid-market customers who want to outsource the

deployment, management, and support of their online services. This Program allows the Partner to own the

customer relationship, to service the complete customer lifecycle, and to attach Partner Services.

MINIMUM LICENSE PURCHASE REQUIREMENT FOR CLOUD SOLUTION

PROVIDER PROGRAM
• New customers enrolling in Microsoft Dynamics CRM Online subscription must purchase a minimum of 5

Professional to activate the paid subscription. Upon meeting this requirement, customers can add any

number of Basic and Essential user licenses to the online service subscription.

Microsoft Online Subscription Program (MOSP)
Customers not purchasing through one of the Programs listed above can purchase Microsoft Dynamics CRM

Online directly through the Microsoft Online Subscription Program.

MINIMUM LICENSE PURCHASE REQUIREMENT FOR MICROSOFT ONLINE

SUBSCRIPTION PROGRAM
• New customers enrolling in Microsoft Dynamics CRM Online subscription must purchase a minimum of 5

Professional or 1 Enterprise user licenses to activate the paid subscription. Upon meeting this

requirement, customers can add any number of Basic and Essential user licenses to the online service

subscription.

• The 5-minimum Professional license requirement does not apply to existing customers who have

previously enrolled in Microsoft Dynamics CRM Online subscription on or before September 30, 2013.
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CANCELLATION POLICY FOR MICROSOFT ONLINE SUBSCRIPTION

PROGRAM
• The term of a CRM Online subscription is twelve months. Extra users or capacity added mid-term renew at

the end of the original subscription term.

• Cancellation fees plus applicable taxes per user will be applicable after the first month of a new CRM

Online subscription. Local pricing and currency varies by geography.

• Microsoft will not charge a cancellation fee if the cancellation occurs during the first and last month of the

purchased subscription. This also applies to new subscriptions which occur as a result of a renewal.

• Microsoft will not charge a cancellation fee when a customer migrates from a 12-month subscription plan

to an on premises version of Microsoft Dynamics CRM.

• There is no fee for customers who cancel the trial subscription before the end of the 30-day trial period.

• When customers cancel their subscription they are given a 30 day grace period and a 90-day data

retention period.

o The grace period allows additional time for customers to reactivate their subscription should

they decide to continue with CRM Online.

o The 90-day data retention period also provides the customer a window in which they can

export their data.

o If a customer reactivates their subscription within the 30-day grace period any cancellation fees

which were charged will be refunded.

• Cancellation fees applies to all paid Microsoft Dynamics CRM Online subscriptions

• No cancellation fees charged if subscription is cancelled in the last month of a commitment term.

USER REDUCTION POLICY FOR MICROSOFT ONLINE SUBSCRIPTION

PROGRAM
• Cancellation fees plus applicable taxes per user will be applicable after the first month of a new CRM

Online subscription. Local pricing and currency varies by geography.

• No fees charged if the customer reduces users within the first month of the subscription.

• Cancellation fees apply to all paid Microsoft Dynamics CRM Online subscriptions.
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Adding Access to Microsoft Dynamics

CRM Online for Microsoft Dynamics CRM

On-Premises Users via the USL for

Software Assurance
If you have Microsoft Dynamics CRM CALs covered by active Software Assurance (SA), you can add access to

Microsoft Dynamics CRM Online by acquiring the USL for SA licenses, thus protecting your on-premises

investments in Microsoft licensing, and permitting you to maintain non-perpetual rights to online service for

the duration of your service agreement.

USLs for SA are available for purchase through the Microsoft Volume Licensing Enterprise Agreement,

Enterprise Subscription Agreement, and Enrollment for Education Solutions (under a Campus and School

Agreement).

For each User CAL or Device CAL to which you assign a USL for SA, you will receive a CRM Online USL.

Pricing for the USL for SA is set to provide credit for your SA investment.

Notes:

• The USL must be used for the same user of the User CAL. The USL cannot subsequently be transferred to

another user unless the corresponding CAL is also transferred to the new user.

• The USL level will correspond to the CAL level. For instance, a Professional CAL with USL for SA will be

granted the Professional USL use rights.

• Device CALs that you have purchased as part of an Enterprise Agreement or Enrollment qualify USL for

SA on a 1:1 basis: One Device CAL qualifies for one USL for SA.
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Figure 16: USL for Software Assurance

The USL for SA model includes two parallel agreements:

1. A new or existing Software Assurance agreement that the customer will continue to maintain and

renew, and

2. An additional USL for SA License Agreement that provides rights to the Microsoft Dynamics CRM

Online service.

The following Microsoft Dynamics CRM Online USL for SA licenses are available for Microsoft Dynamics CALs

active on Software Assurance:

Qualifying License: Qualifies for:

Professional CAL with SA Enterprise USL for SA

Professional USL for SA

Social Engagement Add-on for SA

Professional Add-On to Office 365 USL for SA

Basic CAL with SA Basic USL for SA

Essential CAL with SA Essential USL for SA
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Transitioning from Microsoft Dynamics

CRM CALs to USLs under the Enterprise

Agreement
As part of ongoing efforts to simplify licensing and respond to partner and customer feedback,

Transitions have been removed from November 2015 Enterprise Agreement Enrollments. CRM Online “For

SA” Add-ons, which recognize customer investments in on-premises licensing, are the recommended path

for customers interested in licensing Online Services during the term of their Enrollment. Transitions will

remain available as quoted for customers with active Enrollments (versions 2011 through 2014) for the

remainder of their Enrollment term.

Free Trial
You can sign-up for a free 30-day trial of Microsoft Dynamics CRM Online for up to 25 users through

Microsoft Online Services. At any time during your trial you can activate your subscription and keep your

data and customizations. Get details at http://www.microsoft.com/en-us/dynamics/crm-free-

trialoverview.aspx.

Note: Support included for Trial is the same as what customers receive when purchasing Microsoft Dynamics CRM

Online Services. Premium level support options are not available for purchase during the trial period.

Links for Additional Information
Microsoft Dynamics CRM crm.dynamics.com

CRM Connection Blog https://community.dynamics.com/crm/b/crmconnection/default.aspx

Microsoft Volume Licensing www.microsoft.com/licensing

Software Assurance http://www.microsoft.com/licensing/software-assurance/default.aspx

Activate Software Assurance

Benefits

http://www.microsoft.com/licensing/sa/activate.mspx

Microsoft License Advisor http://www.microsoft.com/licensing/mla/default.aspx

Contact a Licensing Specialist www.microsoft.com/licensing/contact/default.mspx

Microsoft Dynamics Premium

Support

http://www.microsoft.com/en-us/dynamics/dynamics-onlinesupport.aspx

CustomerSource https://mbs.microsoft.com/customersource/

Microsoft Download Center

PartnerSource

Pricing and Country Availability

http://www.microsoft.com/downloads

https://mbs.microsoft.com/partnersource/northamerica/pricingordering/price-

sheets/dynCRMpricesheet

http://go.microsoft.com/fwlink/p/?LinkId=396679
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Cloud Solution Provider

Program (MPN)

https://mspartner.microsoft.com/en/us/Pages/solutions/cloud-reseller-

overview.aspx

Dynamics Customer Center http://www.microsoft.com/en-us/dynamics/crm-

customercenter/default.aspx

CRM Trust Center http://www.microsoft.com/en-us/trustcenter/CloudServices/Dynamics
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Appendix A: Use Rights by Microsoft Dynamics
CRM Online USL
The following table lists the use rights corresponding to the Client Access Licenses (CALs) that are available in Microsoft

Dynamics CRM 2015 and User Subscription Licenses (USLs) available in Microsoft Dynamics CRM Online.

Use Right Enterprise Professional Basic Essential
Employee

Self Service

Accounts and Contacts

Read Knowledgebase Articles

Submit cases and read/update cases user has

submitted

Chat with support team (chat client only) ****

View Announcements

Saved views

Use relationships and connections between

records

Create personal views

Advanced Find search

Search

Use a queue item

Export data to Microsoft Excel

Perform Mail Merge

Start dialog

Run as an On-demand process

Run an automated workflow

Read articles

Notes

Activities Entity

Yammer collaboration**

Post activity feeds

Follow activity feeds

Shared calendar

Write custom entity records *** *** ***

Read custom entity data
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Use Right Enterprise Professional Basic Essential
Employee

Self Service

Dynamics CRM Mobile Client Application

Microsoft Dynamics CRM for iPad & Windows 8

Microsoft Dynamics CRM for Outlook

Microsoft Dynamics CRM Web application

User reports, charts, and dashboards

Run reports

Create, update, and customize Reports

Create and update announcements

Read Dynamics CRM application data

User dashboards

User charts

User Interface Integration for Microsoft

Dynamics CRM

Convert an activity to a case

Case management

View SLAs

Add or remove a customer relationship for a

contact

Associate an opportunity with a contact or

account

Qualify and convert a lead to a contact

Lead scoring, routing, assignment

Lead capture

Add or remove a customer relationship for an

account

Associate a contact or account with a marketing

list

Qualify and covert a lead to an account

Interactive Service Hub

Import data in bulk

Configure auditing

Configure duplicate-detection rules

Define relationships between entities
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Use Right Enterprise Professional Basic Essential
Employee

Self Service

Define and configure queues

Define and configure dialogs

Define and configure workflows

System reports, charts, and dashboards

Customize forms and views

Create Dynamics CRM forms, entities, and fields

Administer CRM

Article templates

Create and publish articles

Goals

Contract templates

Contracts

Territories

Sales literature

Quotes

Configure SLA policies

Unified Service Desk

Price lists

Product tracking

Orders

Invoices

Competitor tracking

Opportunities

Qualify and convert a lead to an opportunity

Convert an activity to an opportunity

Create Marketing lists

Quick campaigns

Marketing campaigns

Facilities/Equipment

Define and configure business units

Define and configure teams
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Use Right Enterprise Professional Basic Essential
Employee

Self Service

Define and configure services, resources, and

work hours

View Knowledgebase in CRM UI

Author Knowledgebase articles

Publish Knowledgebase articles

Create and Publish Voice of the Customer

surveys

*Actions can be performed only against records corresponding to entities included in the use rights

**Use of Yammer within the Dynamics CRM application requires a Yammer Enterprise license (acquired separately)

*** Custom entities (either based on entities included in CRM or created by a customer or partner) may require a higher CAL or USL,

depending on the required access. Customizations can only be performed against entities included in the use rights

****One or more licenses of Parature Enterprise or CRM Online Enterprise is required.
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Appendix B: Dynamics CRM Online

Product Offerings
Direct (MOSP) Volume Licensing (EA,

EA-S, MPSA, EES)

Volume Licensing

(Open)

Cloud Solution Provider

Comm Pub Gov't Edu Charity
Comm/

Pub Gov
GCC Edu Charity

Comm/

Pub Gov
GCC Edu Charity Comm GCC Edu Charity

Enterprise Y Y Y Y Y N Y N N N N N N N N N

Professional Y Y Y Y Y Y Y N Y N Y N Y N N N

Basic Y Y Y Y Y Y Y N Y N Y N Y N N N

Essential Y Y Y Y Y Y Y N Y N Y N Y N N N

Employee Self-Service N N N N Y Y Y N N N N N N N N N

Additional Storage Y Y Y Y Y Y Y N Y N Y N Y N N N

Additional Prod Instance Y Y Y Y Y Y Y N Y N Y N Y N N N

Additional Non-Prod Instance Y Y Y Y Y Y Y N Y N Y N Y N N N

Enhanced Support Y Y Y Y Y Y Y N Y N Y N N N N N

Pro Direct Support Y Y Y Y Y Y Y N Y N Y N N N N N

Enterprise Y Y Y Y Y N Y N N N N N N N N N

Sales Collaboration Y Y Y Y Y N Y N N N N N N N N N

Additional Storage Y Y Y Y Y N Y N N N N N N N N N

Additional Email Messages Y Y Y Y Y N Y N N N N N N N N N

Mobile Marketing Credits Y Y Y Y Y N Y N N N N N N N N N

Short Code (US) Y Y Y Y Y N Y N N N N N N N N N

Short Code (Canada) Y Y Y Y Y N Y N N N N N N N N N

Enhanced Support Y Y Y Y Y N Y N N N N N N N N N

Pro Direct Support Y Y Y Y Y N Y N N N N N N N N N

Enterprise Y Y Y Y Y N Y N N N N N N N N N

Professional Y Y Y Y Y N Y N N N N N N N N N

Additional Posts (min 10k) Y Y Y Y Y N Y N Y N Y N Y N N N

Additional Posts (min 100k) Y Y Y Y N N N N N N N N Y N N N

Additional Posts (min 1M) Y Y Y Y N N N N N N N N Y N N N

Enhanced Support Y Y Y Y Y N Y N N N N N N N N N

Pro Direct Support Y Y Y Y Y N Y N N N N N N N N N

Enterprise Y Y Y Y Y Y** Y N N N N N N N N N

Additional Departments Y Y Y Y Y Y** Y N N N N N N N N N

Additional Records Y Y Y Y Y Y** Y N N N N N N N N N

Additional Page Views Y Y Y Y Y Y** Y N N N N N N N N N

Additional File Storage Y Y Y Y Y Y** Y N N N N N N N N N

Enhanced Support Y Y Y Y Y Y** Y N N N N N N N N N

Pro Direct Support Y Y Y Y Y Y** Y N N N N N N N N N

** These offers will be transacted like GCC and support will be done by US citizens only but the service will NOT be provisioned in the GCC

Appendix C: Support Policies
SEVERITY CUSTOMER’S SITUATION EXPECTED MICROSOFT

RESPONSE

EXPECTED CUSTOMER

RESPONSE
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A Critical business impact:

-Customer’s business has

significant loss or

degradation of services.

-Needs immediate attention

Initial response:

-1 hour or less for

Professional Direct and

Premier

-2 hours or less for

-Allocation of appropriate

resources to sustain

continuous efforts all day,

every day₁ 

-Accurate contact

Enhanced

-Next business day for

Subscription

information on case owner

B Moderate business impact:

-Customer’s business has

moderate loss or degradation

of services but work can

reasonably continue in an

impaired

manner

Initial response:

-2 hours or less for

Professional Direct and

Premier

-4 hours or less for

Enhanced

-Next business day for

Subscription

-Allocation of appropriate

resources to sustain

continuous effort unless

customer requests to optout

of 24x7₂ 

-Accurate contact

information on case owner

C Minimum business impact:

-Customer’s business is

substantially functioning with

minor or no impediments of

services

Initial response:

-4 hours or less for

Professional Direct and

Premier

-8 hours or less for

Enhanced

-Next business day for

Subscription

-Accurate contact

information on case owner

1 24x7 support is only available for Professional Direct and Premier. Premier customers, login to your Premier portal to submit.

24x7 support for Severity B incidents is only available for Premier

2 Microsoft may downgrade the severity level if the customer is not able to provide adequate resources or responses to enable

Microsoft to continue with problem resolution efforts.

© 2015 Microsoft Corporation. All rights reserved.

This document is for informational purposes only. MICROSOFT MAKES NO WARRANTIES, EXPRESS OR IMPLIED, IN THIS DOCUMENT. This

information is provided to help guide your authorized use of products you license; it is not your agreement. Your use of products licensed under

your license agreement is governed by the terms and conditions of that agreement. In the case of any conflict between this information and your

agreement, the terms and conditions of your agreement control. Prices for licenses acquired through Microsoft resellers are determined by the

reseller.
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