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INSTRUCTIONS FOR COMPLETION OF SF-LLL, DISCLOSURE OF LOBBYING ACTIVITIES 

 
This disclosure form shall be completed by the reporting entity, whether subawardee or prime Federal recipient, at 
the initiation or receipt of a covered Federal action, or a material change to a previous filing, pursuant to title 31 
U.S.C. section 1352.  The filing of a form is required for each payment or agreement to make payment to any 
lobbying entity for influencing or attempting to influence an officer or employee of any agency, a Member of 
Congress, an officer or employee of Congress, or an employee of a Member of Congress in connection with a 
covered Federal action.  Complete all items that apply for both the initial filing and material change report.  Refer to 

the implementing guidance published by the Office of Management and Budget for additional information. 

 
1. Identify the type of covered Federal action for which lobbying activity is and/or has been secured to influence 

the outcome of a covered Federal action. 
 

2. Identify the status of the covered Federal action. 
 

3. Identify the appropriate classification of this report.  If this is a followup report caused by a material change 
to the information previously reported, enter the year and quarter in which the change occurred.  Enter the 
date of the last previously submitted report by this reporting entity for this covered Federal action. 

 
4. Enter the full name, address, city, State and zip code of the reporting entity.  Include Congressional District, 

if known.  Check the appropriate classification of the reporting entity that designates if it is, or expects to be, 
a prime or subaward recipient.  Identify the tier of the subawardee, e.g., the first subawardee of the prime is 
the 1st tier.  Subawards include but are not limited to subcontracts, subgrants and contract awards under 
grants. 

 
5. If the organization filing the report in item 4 checks “Subawardee,” then enter the full name, address, city, 

State and zip code of the prime Federal recipient.  Include Congressional District, if known. 
 

6. Enter the name of the federal agency making the award or loan commitment.  Include at least one 
organizational level below agency name, if known.  For example, Department of Transportation, United 
States Coast Guard. 

 
7. Enter the Federal program name or description for the covered Federal action (item 1).  If known, enter the 

full Catalog of Federal Domestic Assistance (CFDA) number for grants, cooperative agreements, loans, and 
loan commitments. 

 
8. Enter the most appropriate Federal identifying number available for the Federal action identified in item 1 

(e.g., Request for Proposal (RFP) number; Invitations for Bid (IFB) number; grant announcement number; 
the contract, grant, or loan award number; the application/proposal control number assigned by the Federal 
agency).  Included prefixes, e.g., “RFP-DE-90-001.” 

 
9. For a covered Federal action where there has been an award or loan commitment by the Federal agency, 

enter the Federal amount of the award/loan commitment for the prime entity identified in item 4 or 5. 
 
10. (a) Enter the full name, address, city, State and zip code of the lobbying registrant under the Lobbying 

Disclosure Act of 1995 engaged by the reporting entity identified in item 4 to influence the covered Federal 
action. 

 
(b) Enter the full names of the individual(s) performing services, and include full address if different from 
10(a).  Enter Last Name, First Name, and Middle Initial (MI). 

 
11. The certifying official shall sign and date the form, print his/her name, title, and telephone number. 
 
 
According to the Paperwork Reduction Act, as amended, no persons are required to respond to a collection of 
information unless it displays a valid OMB control Number.  The valid OMB control number for this information 
collection is OMB No. 0348-0046.  Public reporting burden for this collection of information is estimated to average 10 
minutes per response, including time for reviewing instructions, searching existing data sources, gathering and 
maintaining the data needed, and completing and reviewing the collection of information.  Send comments regarding 
the burden estimate or any other aspect of this collection of information, including suggestions for reducing this 
burden, to the Office of Management and Budget, 
 Paperwork Reduction Project (0348-0046), Washington, DC 20503 
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Receive 
A portal will be 
provided for citizens to 
report child welfare 
issues and complaints.  

 

 

 

 

 

 

 

Figure 1-Citizen Portal 

The complaint form will be tailored to accommodate the specific needs of DHHR. 

 
Figure 2-Catalog Item for  

reporting Child Welfare Concerns 

 
Figure 3-Concern Form 
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After the form is submitted, cases will automatically be created and will 
initiate a workflow based on DHHR standard processes. The form will use the 
playbook capability on the Now Platform to ensure the appropriate tasks are 
completed, and that required information is provided during each process 
phase. Estimated times can be allotted for each process phase or task, and 
case workers can capture their time spent on each task.  

If desired by DHHR, the case submitter may use the portal to check status 
and establish two-way communication between the submitter and the 
assigned case worker. This is default functionality and can be removed.  

 

Figure 5-My Submitted Case List 

 

 

 

 

 

 

 

Figure 6-Communicate with Case worker regarding specific case 

Figure 4-Example Playbook 
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Additionally, the portal can contain useful resources for citizens, such as additional instructions or 
frequently asked questions. Announcements can also be created and shared via the portal. This 
information, and the visibility of the articles, can be maintained by the DHHR team.   

 

Figure 7-Example Knowledge Search on Citizen Portal 

 

Figure 8-Example Knowledge Article on Citizen Portal 

Live agent chat (shown above) is available, provided there is adequate staffing to monitor and respond 
to incoming questions. For this CRFQ, it was not a clear requirement. Virtual agent functionality is also 
available which provides a trainable chat bot experience for your citizens. Turning on these features and 
configuring them in the future, would provide another great communication channel for your 
constituents.  
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Evaluate 
Cases are automatically routed to the appropriate group to perform the initial evaluation. This work is 
displayed on a purpose-built workspace designed to facilitate the work of the DHHR employees.  

 

Figure 9-Case Workspace Home Page 

When the evaluation is complete, and appropriate information is documented, the case moves to the 
next phase of the process.  

 

Figure 10-Example Incoming Concern/Complaint 
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Refer 
Depending on the type of case, and other factors, cases are referred to an appropriate group for the 
next phase of work.  

 

Figure 11-Assign to Group 

Assign 
The case is assigned to an individual from the assigned group to continue with the work.  

 

Figure 12-Workspace for Group members of the assigned case 

 

Figure 13-Select Assignee from Group List 
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Monitor 
Dashboards are available for managers to monitor overall case worker progress and the distribution of 
the department’s work. The dashboard allows managers to drill down into details as needed.  

     

Figure 14-Dashboard with Report Widgets and *PA Widgets         Figure 15-Dashboard with Report Widgets and *PA Widgets 

Case workers can monitor their work via the Agent Workspace.  

 

          Figure 16-Agent Workspace 
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Service level agreement (SLA) timers can be established for different activities to facilitate monitoring of 
cases that are at risk or already exceeding the desired time frames.  

 

Figure 17-SLA Overview Dashboard 

Clicking on the highlighted value or chart takes you to the list of cases that have expired or are nearing 
expiration. 

 

Figure 18-Drill down view of the list of cases that have exceeded the SLA 

An initial set of dashboards will be configured as part of the proposed system design. The DHHR team 
members will be trained on how to create additional reports and dashboards, as needed.  

Investigate 
Case workers will specify the 
individuals related to the case 
(involved parties) and their 
relationship to the situation.  
 

 

                                                           Figure 19-Playbook and Adding Involved Parties 
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Case workers can capture the notes from interviews and any other 
documentation relating to the case (emails, photos, videos, legal 
documents, school reports, etc.). The history is captured in the Activity 
stream and the audit log for each case.  

 

 

 

 

 

 

Figure 20-Activity Stream with Notes 

Case Email - The case worker can use the client mail feature from the case record in the Now Platform 
to communicate with people associated with the case. Outgoing emails, and the incoming replies are 
automatically captured in the activity log for the case. When incoming mail is received, the record can 
be highlighted so the case worker is notified that new information is available.  

Email Templates - Commonly used email templates will be created as part of the system design. These 
templates can be selected as appropriate from the case record. Superusers on the DHHR staff will be 
trained and empowered to set up new email templates in the future. 

Notifications - The case workflow includes standard notifications that would be sent at predefined 
stages in the process, like when a case is received or resolved. 

On completion of the case, the findings and future actions are documented on the case record.  

Throughout the life of a case, reminders can be set for tasks, and special notifications can be set to pop 
up on individual case records.  
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Report 
The ServiceNow reporting capability is easy to use, has a variety of visualization options, and will include 
a base set of reports created specifically for DHHR Case Management. Most important, you will not 
need to export information to spreadsheets or other BI tools to get the information you need. Reports 
may be scheduled and published, but often live reports and dashboards are preferred, since they show 
up-to-the-minute information. 

 
Figure 21-Reporting Landing Page 

 
Figure 22-Sample List of Reports 

 

Dashboards will be created for different stakeholder audiences. Dashboards will contain multiple 
reports and score widgets to highlight the desired level of detail, always with the ability to drill down for 
more detail as needed.   

Performance targets may be set and monitored two ways: 

• At the case level, or the process phase within a case, using the SLA capability. SLA clocks run and 
provide visual cues (red, yellow, green) for status. Reports may be run to show how many cases 
exceeded the SLA clock, and how many completed before the clock ran out. Notifications may 
be triggered when clocks are nearing their expiration. 

• At the overall process level (e.g., Average age of cases over time, with forecast). Process level 
targets would be created and monitored using Performance Analytics (PA). PA is an advanced 
reporting capability, which includes notifications and forecasting. 
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Figure 23-Average Age of Open Cases with Target 
Line 

 
Figure 23-Drill down view of Indicator with Target and Forecast 

 

Individual Case Reports may be exported to PDF from the case record. Different formats and content 
will be available based on the level of detail appropriate for the audience (Summary or Detail). For 
example: 

• Summary format could show high-level information like reported by, subject, description of 
issue, reported date, current status, and case worker.  

• Detail format could include all case details, including the Activity stream.  

The case worker will distribute the report, using the client email feature on the case record. This ensures 
records are kept regarding the sharing of case information.  
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Employee Center 
The Employee Center is a one stop shop for DHHR internal users. Initially, this portal will house 
procedures and FAQs for case workers, and can display announcements, scheduled by your 
administrator. In addition, this portal can be visible to all DHHR employees for no license fee. To 
synchronize large numbers of users, an integration with your user management system would be 
required. This additional user integration is not included in this quote but could be accommodated 
through a change order. 

As your ServiceNow implementation evolves, this portal can consolidate internal services (all of DHHR, 
or all of WV) into one Employee Center. Notice this sample has HR, IT, Legal, etc. 

 

Figure 24-Example of Employee Center Portal 
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Installation 

ServiceNow's PSDS base configuration will be installed on the platform by ServiceNow and it will be 
maintained and backed up according to ServiceNow Application Platform as a Service (aPaaS) standard 
operating procedures. BizSolutions.Tech will enable any additional functionality as needed per the 
design.  

Application / Report configuration 

BizSolutions.Tech will configure the applications based on the requirements documented during the 
team workshops. Reports will also be configured using ServiceNow's Reporting and Performance 
Analytics applications. Dashboards and scheduled reports will and expected report content including 
sharing requirements. 

User training 

• DHHR User Training Development – Complaint Flow 
o Training Slides 
o Training Quick Reference Cards 
o Training Video 

• DHHR Case Worker Training Delivery – On-site instructor-led 
o 1 Day of Training, on site in Charleston, for a total of 15 users 

• Superuser Training Delivery – On-site instructor-led – 5 students 
o Reporting and Dashboard Training 
o Portal Administration – Announcements  
o Mail Templates 
o Knowledge Management  
o Performance Analytics - User training 

• ServiceNow System Administration – On-site Instructor-led – 5 students 
• Open House for Q&A and on-site marketing for DHHR staff 
• Travel expenses will not be required, as the instructors are located in Charleston, WV. 
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Support services 

BizSolutions.Tech will be your first line of support for system issues, enhancements, and defect 
correction. As needed, BizSolutions.Tech will have access to the ServiceNow Impact team assigned to 
the DHHR project, to provide advanced support. BizSolutions.Tech will provide training and training 
materials to your users. Additionally, we can train your IT support organizations on day-to-day internal 
and external user support. 

Upgrades/enhancements 

The ServiceNow platform has two major upgrades throughout the year. Between those upgrades are 
patches that can enhance functionality and resolve any issues identified in the platform. 
BizSolutions.Tech will coordinate, test, and apply upgrades and patches, as needed throughout the 
contract. Based on experience, customers typically require only one major release per year. As 
necessary, we can jump a release to stay in sync with ServiceNow’s current release version. 

BizSolutions.Tech excels at ongoing engagement with customers, throughout their ServiceNow journey. 
The quote includes a budget for ongoing support which may be used for support and enhancements. 
After the initial go-live, customers typically issue additional purchase orders to support special projects 
and ongoing enhancements.  
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RFP Specifications and Responses 
 

3.1 Contract Items and Mandatory Requirements: Vendor shall provide Agency with the 
Contract Items listed below on an open-end and continuing basis. Contract Items must 
meet or exceed the mandatory requirements as shown below.  
NOTE: Some sections contain multiple requirements, so they are broken into parts to 
allow separate responses for each requirement. 

 Status key:         Meets or Exceeds A            Not available         ?   Some questions 
# Requirement Status Comments 

3.1.1 Compatible with the West Virginia 
Office of Technology's current 
operating system, Windows 11 

 
 

ServiceNow platform is compatible 
with Windows 11, using any of the 
following browsers: 

• The latest public release of 
Firefox or Firefox ESR 

• The latest public release of 
Chrome 

• Safari version 9.1 and later 
• Microsoft Edge version 90 
• Internet Explorer version 11 

Other notes: 
• Edge mode is supported. 
• Compatibility mode is not 

supported. 
• Setting Security Mode to High 

(via the Internet Options > 
Security tab) is not supported. 

• Internet Explorer 11 is 
susceptible to memory leaks, 
causing performance impacts. 

3.1.1.1 Allow system upgrades and 
enhancements 
 
 
 
 
 
 

 
 
 
 
 
 

 

ServiceNow platform is designed with 
configuration, customization, and 
upgrades in mind.  
https://www.servicenow.com/now-
platform.html?state=seamless  
 
Additional licensed users can be added 
for price specified in the WVOasis price 
sheet. 
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Scalability: Allow for increasing the 
number of licensed users and to 
support unlimited persons, cases, 
contacts, activity transactions, and 
reports 

 

There are no limits to the persons, 
cases, contacts, activity transactions 
and reports in the PSDS Professional 
License.  

3.1.1.2 System must have administrative 
ability to create enterprise-wide 
announcements to be displayed on 
the user home page, which can be 
targeted to all users, or specific 
group users, or specific users.  
 
 
 
 
System must enable real time 
collaboration or access sharing with 
system users 

 
 
 
 
 
 
 

 
 

 
 
 
 

Announcements broadcast messages 
to portal users (internal and external). 
They display in an announcement 
banner or an announcement widget. 
Announcements can also be sent by 
email. Through user criteria, you can 
create announcements visible only to 
specific users, groups, roles, 
organizations, and more. 
 
Using Sidebar, agents can have real-
time collaboration/chats with other 
internal users, regarding a case or 
interaction from the Workspace. These 
Sidebar discussions facilitate the 
exchange of information and 
knowledge to help resolve issues faster 
and with higher-quality outcomes. 
 
Additional chat capabilities may be 
enabled by using options, such as 
Microsoft Teams and Slack. This 
capability allows the agent to chat with 
internal and external users. 
 
Access sharing – Sharing documents, 
links to records, and reports is easy 
using the sidebar chat capabilities.  
 
If screen sharing is required, an 
integration with Microsoft Teams, 
Zoom, or Slack would accommodate a 
screen sharing scenario. These 
integrations also allow for group 
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meetings with internal and external 
participants. 

3.1.1.3 System must allow for speech to 
text functionality where applicable, 
and be… 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
accessible from laptops, desktops, 
and tablets 

 
? 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 

 
 

 
 
 

 
 
 
 
 
 

We asked for clarification on this 
requirement during the open question 
window but did not receive a 
response.  
 
The use case for this is not clear, so we 
made an assumption that this is 
required for transcriptions of online 
collaborative meetings.  
 
Integration with Microsoft Teams 
would accommodate transcription of 
collaboration sessions. Other 
applications like Zoom, integrate with 
ServiceNow and have this transcription 
capability.  
 
For the purpose of this CRFQ and 
meeting all of the mandatory 
requirements, we have included one 
integration of a collaboration tool, 
either Microsoft Teams or Zoom.  
 
Note: This proposed solution would 
require 3rd party licensing for Teams or 
Zoom, which is not included in this 
quote. 
 
ServiceNow® mobile apps have been 
officially tested on the following 
devices: Apple iPhone, Apple iPad, and 
Android. Additional devices might 
work as well. 
 
The Now Platform supports any device 
(laptop, desktop) that supports the 
browsers specified in 3.1.1 
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3.1.1.4 System must provide the capability 
for authorized users to drill down to 
individual data elements in 
dashboard reports. System must 
enable user, manager, and 
administrative dashboard and 
reporting tools for performance, 
workload, task and case status 
monitoring by case, user, team, 
and/or enterprise 

 

The ServiceNow® Reporting 
application enables you to create, 
schedule, and share reports in a wide 
variety of formats. Reports can be 
published to Dashboards designed for 
different audiences (Managers, 
Executives, etc.) 
 
The Performance Analytics application 
provides additional reporting 
capabilities, like reporting on 
calculated indicators, displaying 
variances against global and personal 
targets, and sophisticated trending and 
forecasting. 
 
Both Reporting and Performance 
Analytics support drilling down to 
underlying records. 
 
See the Reports section on page 15, 
for more detail and examples. 

3.1.1.5 System must provide a quick search 
capability based on a single and or 
an advanced multiple field/filters 

 

Global text search 
The global text search field in the Now 
Platform UI enables search of multiple 
tables from a single search field (e.g., 
search on a name to locate records 
relating to that person). 
 
Portal Search 
Each portal features a prominent 
search box, which locates information 
published to the portal, like Knowledge 
Articles, Items to Order, Frequently 
Asked Questions. 
 
List Search 
From a list, you can search from the 
search box, the column headers, and 
from a full-featured condition builder, 




















































