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4. TAB4—-PROJECT APPROACH AND METHODOLOGY (LIMITED TO 50 PAGES)

4.1 Introduction

Team TCS has extensive experience in the management and execution of large programs similar in scope and

complexity to the AWIUC System as defined ITN
contract, including established methods and procedures
for planning, executing, monitoring and controlling all
phases. Team TCS has a long history of managing large-
scale contracts for a state and local Government clients
across globe. Our team’s success is rooted in a rigorous
process-oriented approach that is continuously being
monitored, reviewed, and refined using industry best
practices and standards such as the following:

¢ Project Management Institute’s (PMI’s) Knowledge
Areas

¢ Software Capability Maturity Model (CMMI) —
Level 5 Certification

¢ International Standards Organization (ISO) — ISO
9000/9001 Certifications

People Capability Maturity Model (PCMM)

Information Technology
(ITIL) v3

¢ Six Sigma — Processes and certifications

Using the experience gained from these projects, we
have created a comprehensive UC Project approach
specifically tailored to address the management,
technical, and operational requirements to support the
AWI mission as specified in the ITN and detailed in
Exhibit 4-1 Team TCS’s Project Management Structured
Approach for Supporting UC System.

Team TCS understands that state of Florida and AWI has

Infrastructure Library

Why TCS

e TCS is the 9th largest IT company globally
that delivers real results to global businesses,
ensuring a level of certainty no other firm can
match.

¢ Repeat business from more than 96% of our
clients annually, over 900 clients in 55
countries

e 1st Company in the world to be assessed at
Level 5 for integrated enterprise-wide CMMI
and PCMM (CMMI-5)

e Operates across 42 countries and has more
than 142 offices worldwide

Project Experience:

¢ -Unmatched Breadth and Depth of Industry
Knowledge

e -TCS’ technology skill set is probably the
widest one will find anywhere in the world -JP
Morgan Report

ADM Experience:

e 900+ ADM Clients Globally

o Over Four Decades of Experience in
providing ADM Services to clients across the
globe

¢ Oldest Client Relationship - over 40 years

been using TenStep© Project Management methodologies, ADM process and tools based on industry-standard
SDLC methodologies. We have immense experience of working on various industry standard development
methodologies such as - ASAP, RUP, Agile, waterfall, rapid prototyping and so on, which aligns with your SDLC
methodology. Team TCS will work with AWI to create core fabric for UC engagement.
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Exhibit 4-1 Team TCS’s Project Management Structured Approach for Supporting UC System

Defining performance standardized metrics and monitoring the delivery processes against the defined metrics will
enable improvement of the quality of deliverables and schedules as well as improve the productivity on a continuous
basis. Key aspects of standardization will include:

¢ Definition of templates (including requirement specifications, design specifications, test plans), which will
result in reduction of overall cycle time and ensure quality of inputs

¢ In-built quality mechanisms to find and rectify defects at source including check list, pre-defined toll gates
checks

¢ Standardized KPIs and CTQs for measuring the performance of delivery processes

The Exhibit 4-2 — Tailoring of Process for AWI UC project provide how the core fabric will be developed by
leveraging the current AWI process and TCS process for this engagement.
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Proposed Software Development Lifecycle

Exhibit 4-2 — Tailoring of Process for AWI UC project

Using core fabric methodology, Team TCS will provide and maintain a project management plan that documents
our governance, methods, and procedures for planning, organizing, staffing, directing, and validating the quality of
our services delivered to AWI throughout the life of this contract.

4.2 Approach

1. Approach — Describe the overall approach for accomplishing the tasks described in Section D, Exhibit 1. |

Team TCS understands the complexity, size and duration of the effort involved in building the new AWI UC System
through a software solution and Information Technology (IT) support services.

Currently, AWI is facing the challenge of handling the 3 million+ Unemployment Insurance claims making
payments to 1.1 million individuals per year. This task will consume over half of AWI’s operational work-years,
including managing the claims and benefits applications filed by the public via the Internet, by phone, or in person at
one of the agency’s local field offices and managing the Claim and Benefits case processing sites system
environment consisting of locally administered and maintained legacy software and associated hardware. Team TCS
would like to align hand-in-hand with AWI’s vision and accomplish the big task ahead of managing AWI’s
Unemployment Compensation workload.

Team TCS helps build a strong foundation to make the AWI vision successful in providing services to the citizens of
the State of Florida. Our Project Management will be structured in accordance with the provisions of ITN Section D,
Exhibit 1 and will address our understanding of AWI policies, procedures, techniques, and systems/tools to ensure
cost-effective and quality performance in the following areas:

Application of PM BOK principles

Application of CMM/CMMI-qualified processes, organization, and personnel to this contract and how they will
be incorporated into the support services provided to AWI

¢ Identification of the project management organization and how it will interface with AWI

Technical Response 4-3 July 16, 2010
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Creation, documentation, and delivery of periodic progress and financial reporting, supporting regular audits

Our management methods for providing and implementing system, physical, and personnel security procedures
for all staff supporting the contract

¢ Our approach for staffing including methods, procedures, and criteria for coping with attrition; hiring to fill
vacancies; evaluating personnel performance; background checks; promoting personnel; motivating personnel
to produce timely, cost-effective products with technical quality; and effectuating disciplinary actions

Upon contract award, formal delivery and ongoing maintenance of the Project Management Plan will be developed

and performed by Team TCS under the AWI Contract Management.

4.2.1 Typical Challenges for UC project

The key to successful implementation of AWI UC system depends on understanding the critical success factors /
challenges for this implementation. Team TCS has summarized these challenges under People, Process and
Technology categories in Exhibit 4-3 Challenges in Managing AWI UC program.

These challenges have been identified based on the ITN requirements and also from the past experience on similar
Ul projects in the States of Mississippi, Nebraska and New Mexico. Team TCS will ensure that these challenges are
addressed with right approach for this AWI UC project.

- Difficulty in adapting to the paradigm change + People
o | Increase in the workload — Mentoring project teams towards agile readiness and
al. Hhighly visible and politically charged backdrop creating champions
= : . + Process
O | - Aging and retiring workforce . .
o S W S — Ahybrid process supported by best practices, templates
A A A A and guidelines, and that can be tailored based on project
need

Costly, inefficient manual processes hinder timely ¢ Technology
& | resolution of disputed claim payments — Institutionalizing a tools ecosystem instead of pointto point
D Lack of process standardization automation, which will aim atrendering the end to end
OE_’ Unstructured knowledge Repository process

Lack of customer self service options
S + Aging and inflexible 38-year old system
O | - Inability to easily adapt business processes to People
8 reflect changing circumstances
E « Lack of seamless integration
()
= | - Everincreasing risk of infrastructure failure Technology

“Well-defined, process-driven culture integrating
people, process, and technology”

Forsuccessful adoption and execution of AWI project, AWl and Team TCS together requires

focusingon all the three key IT aspects — People, Process and Technology

Exhibit 4-3 Challenges in Managing AWI UC program

Team TCS understand these challenges and is prepared to position its proven project management delivery
approach in public sector (State of Mississippi, State of New Mexico Department of Labor ) and large
insurances customers (AlG, USAA, Aviva ) for the AWI UC proposal.

Team TCS will work closely with AWI in designing the right kind of approach to address these challenges for
realizing maximum benefits through this engagement. The approach to address these challenges is detailed below.

People: Stakeholder satisfaction is the key success factor for this engagement. Team TCS must ensure that
stakeholders align with AWI needs. For stakeholders to use the new system effectively, we need to identify the skills

Technical Response 4-4 July 16, 2010
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gap and help the staff to close those gaps and use the new system effectively. Our training and implementation
processes will include user access, systems operations and maintenance and ensure customer acceptance and proper
use of the system.

Process: The project management methodology must be effective to implement the project within the agreed
schedule. The transition to the AWI UC system with seamless integration using an effective cleansing, conversion
and migration approach needs an effective organizational change management. This requires clear understanding of
the skills gap of the stakeholders and preparation of the training plan using a role-based approach. Effective package
fit/gap analysis will lead to a clear understanding of stakeholder requirements. This will result in minimal change
requests during the course of the project life cycle.

Technology: Clear understanding of the existing legacy and other systems is important to develop the appropriate
cleansing, conversion, and migration techniques. Testing is also a critical task due to a multi-system environment
including critical modules. The right configuration tool will help manage the changes to the new AWI UC system
with minimal impact during the integration process. The artifacts need to be clearly documented during project
implementation to facilitate future maintenance and support activities.

Team TCS strongly believes that addressing these challenges is a critical success factor for the implementation of
AWI UC system in the State of Florida.
4.2.2 Application of Team TCS process framework to AWI UC project

The following sections outline Team TCS’s response to the RFP Project Management Approach requirements
including those outlined in ITN section 1 Exhibit D Project Management. Team TCS project management approach
is based on three steps process depicted in Exhibit 4-4 TCS Service Delivery Model Pillars.

ulnsightyssl ~ Engage  Excel

Exhibit 4-4 TCS Service Delivery Model Pillars

We have created a comprehensive UC Project approach specifically tailored to address the management, technical,
and operational requirements to support the AWI mission as specified in the ITN and detailed Exhibit 4-5 Team
TCS proposed Process Framework for UC project.
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Exhibit 4-5 Team TCS proposed Process Framework for UC project
Team TCS services to AWI during this contract will be a transition of 3 stages INSIGHT, ENGAGE and EXCEL.

In the INSIGHT stage, Team TCS together with AWI shall consider the overall project management
approach of both AWI and Team TCS and develop a unified approach which will be well accepted
and drive through the success of this engagement ensuring transparency and better control over the
processes during the project life cycle.

In the ENGAGE stage, Team TCS will implement this approach to meet the project objectives of
AWI. This process will ensure the involvement of all stakeholders in initiating, planning, executing,
monitoring & controlling, finally closing the project activities. During this stage the unified approach
is well digested by the AWI staff which in turn helps in accepting the new system and thus
transitioning from the existing legacy systems.

During the EXCEL stage, the unified approach is matured enough to showcase the business results to
AWI. AWI staff are better placed in handling the new systems and thus assisting in achieving a
significant ROL.

The steps to tailoring Team TCS’ processes and creating joint application development fabric will include:

1. Study and understand AWI methodologies, processes and usages.

2. Map AWI process and methodology in terms of phases, tasks and deliverables with corresponding TCS iQMS
phases, tasks and deliverables.

3. Study application development issues and problems with respect to AWI current application development
methodology process and procedures.
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4. Tailored the process to build core fabric for AWI UC project.

Team TCS will assure AWI that this tailored core fabric process will address the challenges and provide the
foundation for service delivery excellence. The subsequent section will provide the base for using TCS iQMS
process to build core fabric for AWI UC project and how it can supplement the AWI processes.

4.2.2.1 Service Delivery Excellence driven by TCS modified process

“Experience Certainty” is a promise that we at TCS make to our clients globally. Our clients have experienced a
high level of dependability while working with us. It has been in our corporate DNA for decades to eliminate any
element of doubt in interactions with our clients. Over the years, what was an everyday practice has become a norm.

Industry Benchmarks
Schedule Quality: Delivery Quality: Defect Cost: Within Budget Cost of Quality
Expectations Rates
Only 42% of Users Feel On Average, Projects The Cost of Quality
Only 37% of Users Feel Their IT Shops Deliver 4.1 Defects per 1000 Have Been Delivered Varies between 60% for
Their IT Shops Deliver Applications at Function Points within 11% Budget Level 1 Organization to
On Time Expected Quality Levels Variation 22% for Level 5
Organizations
C [oseedomance| ]
98.82% Deliverables
96.63% Deliverables without Sev 1 or 2 On Average, Our The Cost of Quality for
On Time Defects 1.4 Defects per 1000 Projects Have Been Maintenance Projects Is
» Function Points Delivered within 3.28% 16.22% and 24.58% for
87% Ability to Meet 89% Delivery Meets Budget L Projects
Schedule Quality Expectations
Source: Industry Analysts Research & TCS Global Consulting Practice
J

Exhibit 4-6 TCS’s Service Delivery Excellence Model Performance and Benchmarking
AWI will benefit from Team TCS’s proven track record of Service Delivery Excellence

Our track record of Service Delivery Excellence is our core strength and a key differentiator from competition. A
recent study of TCS Service Delivery Excellence demonstrated the results outlined in Exhibit 4-6 TCS’s Service
Delivery Excellence Model Performance and Benchmarking. TCS iQMS encompasses several policy, process,
and procedure documents about policies, processes, procedures, standards, and guidelines that have led to the
successful execution of projects in the past, defining how a project of a specific type should be executed. A new
project, then, leverages the repository of information available in iQMS to adopt a predictable and consistent process
that guarantees successful service delivery and a tangible value proposition to AWI and our other clients, as shown
Exhibit 4-7 TCS’s iQMS Framework.
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Exhibit 4-7 TCS’s iQMS Framework

Our industry best practices deliver measurable value to AWI

4.2.2.2 Structure and Content of iQMS

At the core of iIQMS is a set of policies, processes, procedures, standards and guidelines, tools and techniques to
govern the execution of any project undertaken by TCS. iQMS provides project teams with the assurance of quality
outcomes on projects and the means to control quality of outcomes during the course of project delivery. In short,

1QMS represents the organization’s standard software process for any software engineering activity undertaken by
TCS.

Exhibit 4-8 Architecture and Composition of iQMS illustrates the iIQMS structure and contents and the depth of
domains that TCS evaluates using iQMS policies, processes, and procedures.

The Process Handbooks define phases and sub-phases for each engineering activity (for example, development,
maintenance, conversion, and package implementation) in the form of distinct Entry, Tasks, Validation, and Exit
(ETVX) criteria. The process handbooks also identify the work artifacts, deliverables, and life-cycle models to be
adopted depending on the methodology adopted.
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Composition of iQMS
Quality Manual and Security Policy l
Process Handbooks j Support Procedures/Handbooks j Guidelines/Programs J
Administrative Quality Management Metrics
Development LLL HR Proposal/Contract
Maintenance IS 0AG, SEPG Estimaﬂon,iject Pllnnlng
Conversion RAG Audit Capacity Planning
Package Implementation Subcontracting o Analysis, Design, Testing
FEA, CAD, Embedded Systems Global Help Desk . l:iw Documu:ntatlon .
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Exhibit 4-8 Architecture and Composition of iQMS

Most of Engagements, iQMS has been tailored to suite the customer centric processes and procedures. iQMS
has provided base framework to MDES for RUP processes, GE process to meet 6Sigma processes, British
Telecom & Microsoft to Agile processes.

The Procedure Manuals define the standard methods for accomplishing tasks that are to be performed by project
teams, support groups, and other parties that contribute to a project such as Resource Acquisition and Allocation,
Quality Assurance (QA), Finance, Administration, and Human Resources.
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4.2.2.3 Maturity and Coverage of TCS iQMS

Standards are the rules, conventions and practices that need to be followed while carrying out various
software/systems engineering activities. Guidelines are recommended methods and practices that help in carrying
out a task efficiently.

Over the past 35+ years, TCS’s quality management systems evolved from governing simply quality control to
assuring quality to a formal set of management processes to an integrated Quality Management System. Also during
this period, as TCS operations grew globally it was important for TCS to ensure the consistency of the management
systems being followed across all our operations. TCS has, therefore, enhanced the iQMS in terms of:

¢ The wide variety of industry standard process frameworks/models that are encapsulated within the iQMS

¢ The ability to apply world-class processes to all locations where TCS delivers services and solutions

The current certifications and assessments of iQMS against industry benchmarks such as CMMI, PCMM, ISO 9001,
ISO 20001, 1SO 27001, BS7799, and BS 15000 are based on consistency of process implementation across the
world covering TCS’s more than 140,000 personnel and all project operations executed from TCS facilities or client
facilities

Leap 1SO 9001:2008 , ISO 20000-1:2005,

g i 2008-09
TCS is the first organization assessed 1902005 Recerdiostion
at CMMI® ver. 1.1 and P-CMM® ver. e C"N";o(f;‘l’:f 5 9 2007
2.0 level 5 with SCAMPISM
methodology at enterprise level AS9100, TL9000,1SO13485 2006

BS7799 + BS15000 (ITIL based)
Stretch CMMI +PCMM level 5 2004

2003
2002

All certifications are now ‘Enterprise- iQMs
wide’, which means its across all

locations of TCS BS7799
PCMM 2001

6o 2000

TBEM
Step

/

QA

Enterprise wide deployment
of quality systems and

processes ensures uniform
delivery across the globe

Qc

Mid ‘80
Mid ‘70 iy

Exhibit 4-9 iQMS Certifications and Assessments

Exhibit 4-10 iQMS Industry Standard Frameworks outlines the industry standard frameworks and models
encapsulated within the TCS iQMS.

Further, every single staff member (fresh out of college or experienced lateral recruits) employed by TCS is
mandated to undergo an induction program that aims to train the staff on TCS’s iQMS. The induction program is
designed based on the roles staff members will perform on projects (for example, team members, project leaders,
project managers, program managers, and unit heads). In addition to the initial training programs, TCS introduces
continuous education programs intended to refresh staff knowledge and competencies on iQMS when major changes
are made to the baselined artifacts. Further, project teams are audited and reviewed at least once per quarter to
ensure compliance to iIQMS processes.
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Exhibit 4-10 iQMS Industry Standard Frameworks

Mosl Descrption

ISO Triple Standards | Standards for Quality Management, Service
(ISO 9001, 20000,  Management, and Information Security

27001) Management

CMMI Dev v1.2 Capability Maturity Model Integration for IT
Services

PCMM v2.0 People Capability Maturity Model related to
People Processes

ISO 14001:2004 Standards for Environment Management

TBEM Tata Business Excellence Model based on
Malcolm Baldrige National Quality Award
(MBNQA)

Regardless of the location of a TCS staff or the role or the nature of the project, TCS staff members are trained on,
familiar with, and competent to follow TCS iQMS processes.

Therefore, all TCS staff assigned to the AWI UC project are already trained on iQMS and will readily adopt quality
processes custom defined for AWI. Similarly, new recruits into TCS will be trained on TCS’s iQMS. TCS will train
and mentor its partners (subcontractors) on the UC project to ensure that their staff also adopts a consistent set of
processes and procedures for projects executed through the AWI UC contract.

4.3 Project Management

2. Project Management — Describe the proposed project management approach and methodology for managing the
UC System project. Explain the benefits and risks associated with the methodology. Refer to Section D, Exhibit 1,
7.1, Project Management Responsibilities. Identify any industry standards incorporated into the project management
approach.

AWI UC Modernization program is a complex undertaking due to the large number of interdependent activities that
need to be managed to successfully deliver the business objectives for the Program. This involves identification and
management of activities, which are on critical path and key milestones for the engagement. Based on the past
experience gained in addressing similar complex systems both in Government and Commercial domains, Team TCS
will define a unified Project Management approach using the Team TCS Program Management practices that focus
on the areas of Project Management, Change Management and Knowledge Management.

TCS has built a strong Program and Project Management expertise which could be leveraged by AWI in the
execution of their particular Program. Team TCS has:

¢ Proven experience in managing large Programs Team TCS has several examples where it effectively
supported its customers in the execution of their strategic programs and initiatives including several IT
integration. Team TCS’ services in these scenarios typically consisted of providing capable program/project
managers, taking ownership for the management of individual streams within the program or executing specific
Program Management functions.

¢ Well-defined Methodology for Program Management Based on its experience and leveraging standards from
PMI, MSP, and CoBIT , Team TCS developed an end to end Program Management methodology which takes
into account the following dimensions:

Strategic Alignment

IT Application and Infrastructure

e Organization structure, roles and responsibilities
Business Processes
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e People Competencies and experience

¢ Reference Models and Assets Team TCS has developed several reference models based on its experience and
guidance from industry leading standards across for the following areas:

e  Program Structure and Processes
e Program Governance

e PMO Structure and Operations
The unified Project Management approach covers the technical areas, methodologies, techniques, tools, and
software to be used by Team TCS to manage overall AWI UC Project successfully. This approach will focus on
ensuring that we deliver stable and superior quality performance aligning with Project Management Institute’s
(PMI) Project Management Body of Knowledge (PMBOK) standards of Project Management meeting project
objectives.

| Insight [

Unified Project Management Approach

—

Project Knowledge

Florida Management Management
Results

Process

Team TCS
Project Mgmt Organization Change

Value
Propostion

Management

Framework

Integrated Quality Management System(iQMS)

s E E = |
RiRiNL H

o EF S E
s = S g z
= = = § =

Exhibit 4-11 Project Management Approach

While executing similar complex engagements in the past, Team TCS has developed assets such as templates,
checklists, tools for improving the effectiveness of its Program and Project Managers. We will leverage these assets
in this engagement to benefit the overall management of the system. These assets will also be transitioned to AWI
after the project close out to help AWI manage the newly developed system effectively.

The Exhibit 4-12 Project Management — Critical Success Factors provide overall project management critical
success factors.
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Project Knowledge
Management Management

Organization
Change
Management

*Define critical success factors for
stakeholder Alignment

«Identify skill deficiencies and develop
the subsequent training plan

*Facilitate continuous improvement for
performance monitoring and feedback
*Build an effective operating model that
enables and supports process change

Exhibit 4-12 Project Management — Critical Success Factors

To address these critical success factors, The Project Management approach will focus on below key areas:

*

Meeting Stakeholder Expectations: This includes capturing and verifying the right business and technical
expectations of the stakeholders. Effective techniques and processes need to be implemented for stakeholder
involvement is necessary.

Process and Procedure Re-engineering: TCS examines “To-Be” processes, reviews gaps in “As-Is” processes
and provides advise on convenient techniques of re-engineering while minimizing impact on operations.

Architecture Roadmap: Defines the time frame for implementing different architecture solutions. Focus is on
cutting down on implementation time, through reusable components, knowledge management, monitoring and
mitigating risks and use of common tools. The road map will reduce repetitive or redundant investments in
products or services which may be incompatible. TCS project management will advise or lead the definition of
enterprise information/data architectures along these lines.

Effective Software Project Life Cycle: Team TCS leads / supports AWI during full life cycle of the Software
project life cycle activities — project initiation, schedule development, training, implement corrective actions,
review the deliverables and project closure. Multiple systems that are interdependent need to be integrated. TCS
will provide overall leadership and guidance for project scope, define the interdependencies, tracking
mechanism based on dash board metrics, common standards, guidelines and templates and evolve best practices
and lessons learnt.

Training: Training end users and IT team on deployment and maintenance of application is critical to realize
benefits for this engagement. TCS’ innovative offerings include CBT, Web and courseware with self-
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assessment capability apart from the classroom sessions. A dedicated training group of Team TCS equips
instructors to deliver classroom and hands-on exercises to participants.

¢ System Migration: Whether of application, data, process, migration from the prevailing/current system, must
proceed in a structured manner, with some components needing to be input afresh or transformed from old
system. This also must consider techniques to validate the success and integrity of the conversion and be
economical in use of customer or external resources

¢ Infrastructure: Team TCS will help customer in planning, building and deploying infrastructure that supports
design, development, testing and production environments effectively. It is imperative to plan selection,
preparation and operation of facilities, including communication. Team TCS has expert support groups such as
Performance Engineering and Systems Management that guide customer to optimize software and system
performance.

¢ Implementation and Rollout: Team TCS provides AWI in formulating a detailed implementation / roll out
strategy ensuring effective transition. Detailed assessment of sites that will become local/regional hubs of the
application must be carried out, capturing the preparedness of the site on technical, data, and infrastructure,
business and process considerations. These are then used to prepare tailor-made rollout plans for the system.

¢ Documentation: Team TCS will create a repository for all document deliverables, ensuring traceability from
requirements to design specifications to deliverables and delivered solution components. A knowledge
management environment will accelerate the process of eventual transfer of solution operation to the customer
team.

¢ Testing and Verification: Team TCS leads / advises AWI in formulating test strategies, preparing test plans and
test cases. TCS will constitute independent validation teams, and train them as required, to execute required
tests to ensure that the delivered solution components meet business and technical requirements.

Team TCS will provide and maintain a project management plan that documents our governance, methods, and
procedures for planning, organizing, staffing, directing, and validating the quality of our services delivered to AWI
throughout the life of this contract. Our Project Management Plan will be structured in accordance with the
responsibilities defined in ITN section 7.1. The components of project management plan is defined in Exhibit 4-13
— Project Management Plan.

Exhibit 4-13 — Project Management Plan

Work Streams Related Activities and Deliverables
(a) Project Provide and maintain a Project Management Plan that documents our governance,
Management Plan delivery schedule, and methods and procedures for planning, organizing, staffing,

directing, and validating the quality of our services delivered to AWI throughout the life
of this contract. Our Project Management Plan will be structured in accordance with AWI
policies, procedures, techniques, and systems/tools to ensure cost-effective and quality
performance.

Deliverable: Project Kickoff Meeting, Project Management Plan, Project Plan

(b) Project Plan Provide a project development schedule developed and maintained in Microsoft Project
format showing the milestone events and timelines for all the phases of the project.
Deliverable: Project Plan written in Microsoft Project

(c) Issue Management | Preparing for, identifying, and capturing project-related issues; launching the relevant
actions to resolve them; and tracking and monitoring the issues. An issue is an incident
that may adversely impact the project. The goal is to identify issues, deficiencies, and
potential risks and resolve them as early as possible to limit any potential impact on the
system.

Deliverable: Issues Management Plan

(d) Project Change We will provide a detailed change control plan that provides processes for identifying,
classifying, tracking, resolving, and implementing required changes to the system. All
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Work Streams

Related Activities and Deliverables

Control Plan

changes will go through a formal Configuration Control Board convened by AWI Project
Manager for approval.

Deliverable: Project Change Control Plan

(e) Risk Management

This includes defining and documenting how risks will be managed, identifying and
assessing possible risks at key points within the project, launching the relevant actions to
contain or mitigate them, and tracking how those risks evolve over time. All these actions
contribute to better management of the entire project by helping to prevent the occurrence
of issues that could have a major impact on project delivery.

Deliverable: Risk Management and Mitigation Plan

(f) Biweekly Status
Reports

The Team TCS Project Manager will submit written Monthly Status Reports to the AWI
Project Manager on an agreed-to schedule. This report is a consolidated report of
Biweekly Status Reports providing a high-level picture of the project progress, risks,
issues, and any action items that can be presented to AWI and Team TCS management.
Deliverable: Biweekly written status reports

(g) Project Oversight,
Monitoring, and
Control

This includes monitoring, controlling, and reporting on progress of the project against the
approved schedule milestone delivery baseline and budget, including estimated time to
complete and estimated cost at completion. Formal reports will be generated on a routine
basis in accordance with AWI leadership requirements to provide AWI with near-real-
time visibility into the status, progress, and plans to meet project objectives. This includes
preparing and maintaining the project governance structure, which describes how the
project team is structured and who will be responsible for providing specific management
and administrative oversight during each project phase.

Deliverable: Project Oversight Plan

(h) Quality Assurance

Our Quality Assurance (QA)/Audit Plan (QMS) are based on CMMI Level 5 standards

Management and will govern all of our project deliverables. We will prepare and submit a QA/Audit
Management Plan describing how we will monitor, evaluate, report on, and ensure that all
quality goals are achieved.

Deliverable: Quality Assurance (QA)/Audit Plan
(i) Project Team TCS will provide a communication plan that provides for periodic and timely

Communication
Management Plan

communications with AWI stakeholders throughout the life cycle of the project including
for status, progress, issue resolution, cost, and schedule to ensure that AWI has full
visibility into the project.

Deliverable: Formal Biweekly Status Reports, Monthly Status Reports

(i) Configuration
Management Plan

This includes defining the methods, procedures, and standards by which the system
configuration items (e.g., requirements, design documents, and software components
including version control) will be managed, described, tracked, and documented over the
course of the development life cycle of the project.

Deliverable: Implementation Plan, Configuration Workbook

(k) Knowledge
Transition Plan

Knowledge transfer to the AWI team will be coupled with our user training programs to
ensure that AWI staff is fully versed in the operations, use, and maintenance of the
delivery system. Specifically, the transfer plan will encompass the design, process flows,
exception processing, configuration, troubleshooting, systems administration,
configuration management, data management, security administration, database
administration, and development and maintenance of system interface.

Deliverable: Knowledge Transition Plan

(I) Resource

This includes managing the required staff resources in accordance with the project WBS
and adjusting for changes that occur over time during each phase over the project life
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Work Streams Related Activities and Deliverables

Management Plan cycle. This is achieved by managing the staffing levels through addition or reduction of
key personnel based on specific task needs such as critical skill sets. The goal is to make
sure that the proper resources (level of effort) are in place to meet the performance and
schedule requirements to keep the project delivery on target.

Deliverable: Staff Continuity Plan

4.3.1 Project Management Portal and Tool

Team TCS understand the important of tools is very key important elements for AWI UC System. The Application
Life Cycle (ALM) tools play a very vital role in design, development, testing and management of the application.
This in turn ensures a good quality system.

KM Portal- MS SharePoint Server

Planning

_————

Requirements

|
|
I 4
1 |
1 L Validation
AWI Projects | Project Tools 1 :
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1 1
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Exhibit 4-14 Project Management tool and Toolset

Based on its rich expertise in developing systems such as the Unemployment Compensation Systems for
Mississippi, New Mexico and Nebraska, Team TCS has carefully selected the appropriate tools in line with the
proposed Project Management approach for the success of AWI UC System. These tools have been selected based
on the following factors:

¢ Integration of tools with the development process and the proposed project methodology

¢ Integration of tools with Technical architecture

¢ Integration of various tools among themselves in the development lifecycle
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Core capabilities of the tools for the specific purpose
Industry standards

Support and professional services for the tools
Support future requirements

Trainability
The tools are essential during the AWI UC System SDLC to:

* & & o o

¢ Improve productivity of the developer by automating few of the development and unit testing processes like
generation of code, good debugger to pin point the problem at the earliest.

¢ Improve the productivity of the testers by automatic testing process.
¢ Assist in project tracking.

¢ Help in project management with providing reports.

Tools Description

The Exhibit 4-15 — Team TCS proposed Tools for Project Management and Application lifecycle Management
depicts the usage of the proposed toolkit in the AWI UC System Project Management and Software Development
Life Cycle (SDLC). Both Team TCS and AWI Team access the Knowledge Management portal based on Microsoft
SharePoint Server for better collaboration during AWI UC system implementation. Requirements are managed
using Rational RequisitePro which provides central and controlled secure access for authorized users. During
Functional and Technical Design, Code & Unit Test phases, various Rational tools such as Rational Software
Architect, Rational Application Developer will be used. During System Integration Testing and User Acceptance
Testing phases, Rational Test Manager, Rational Performance Tester and Rational ClearQuest will be used. During
the entire SDLC life cycle, Rational ClearCase will be used for configuration management, version control,
tractability and reproducibility.

Exhibit 4-15 — Team TCS proposed Tools for Project Management and Application lifecycle Management

MS  SharePoint | Planning 2010 Collaboration Portal to provide comprehensive
Server content management and enterprise search,
accelerating shared business processes, and
facilitating information-sharing across boundaries
for better business insight.

2 Microsoft Planning 2007 Project Management Application to effectively
Project manage and coordinate work ranging from one-
Professional time projects to complex programs across the entire

project life cycle.

3 Microsoft Office | Planning 2007 Project Management Tool.
4 Rational Requirements 7.1.1.0 Requirements  repository  for  Requirements
RequisitePro Validation Definition and Management.
5 Rational Functional & |75 Visual Modeling Tool
Software Technical
Acrchitect Design
6 Embarcadero Functional &|85.3 ERD/Data Modeling Tool
Technical
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Design
7 Microsoft Visio | Functional & | 2007 Flow Chart Creation Tool.
Technical
Design
8 Axure Functional & |5.6 HTML Prototyping Tool.
Technical
Design
9 Rational Code & Unit|35.1 Integrated  Development  Environment  for
Application Test designing, constructing, testing and deploying web
Developer services, portals and J2EE applications.
10 | Adobe Code & Unit|6 Image Editor.
Photoshop Test
11 RoboHelp Code & Unit|5 Help File Generation Tool for developing help
Test systems, eLearning content, knowledge bases, and

policies and procedure.

12 | Rational = Test | System 8 Unified test management, plan and execution tool.
Manager Integration Test It integrates the test assets, data and tools which are
& UAT used and created as part of testing effort. It supports

major testing activities like, planning tests,
designing tests, implementing tests, executing tests
and evaluating tests.

13 | Rational System 8.1 Performance  Testing  provides  automated
Performance Integration Test performance testing capabilities to validate the
Tester & UAT scalability of web and server based applications.

14 Rational System 7.1.1.0 Defect logging.

ClearQuest Integration Test
& UAT

15 | Rational All phases 7.1.1.0 Configuration Management tool for robust software

ClearCase artifact management, version control, tractability

and reproducibility.

4.3.2 Addressing ITN Requirement for Project Management

ITN Requirement 1. Develop and maintain the Project Management Plan (PMP) as defined in Section 8.1

Planning.

Team TCS Project Manager will prepare the project management plan as defined in section XXX. This plan will
monitor and tracked periodically.
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ITN Requirement - 2. Manage and direct Contractor staff to execute the Project Management Plan and

develop project deliverables.

Team TCS Project Manager along with AWI Project Manager will track the assignment of tasks against the project
plan regularly

ITN Requirement - 3. Manage the project in accordance with the project schedule.

With the help of regular project status meetings, the Team TCS project manager will track the project schedule and
any deviations would be discussed during these status meetings with AWI project manager and appropriate actions
will be taken.

ITN Requirement - 4. Revise the Project Management Plan, project schedule and all other project

management materials as authorized through the change control process.

Team TCS will follow agreed change control process for any changes mutually agreed and Team TCS project
manager will ensure revising Project Management Plan, project schedule and all other project management materials
with approvals from AWI.

ITN Requirement - 5. At the direction of the Agency, develop project management administrative templates

for use throughout the Project.

Team TCS will propose the administrative templates to be used throughout this project which are developed based
on the past project experiences. Team TCS Project Manager will ensure the review and approval of these templates
by AWI.

ITN Requirement -6. Prepare and submit weekly project status reports.

Team TCS Project Manager will prepare the weekly project status reports detailing the project progress and submit
to AWI project manager. This forms the basis for discussion in the project meetings.

ITN Requirement - 7. Participate in weekly project status meetings.

Team TCS Project Manager along with key resources will participate in weekly project status meetings.

ITN Requirement - 8. Participate in Executive Steering Committee meetings.

The management commitment of Team TCS towards this engagement is evident from the organization chart for this
Project. Team TCS Higher management will be involved in the Executive Steering committee meetings regularly to
discuss strategic decision for the long term benefit of the engagement.

ITN Requirement - 9. Prepare and distribute the minutes of all meetings led by the Contractor.
‘ Team TCS Project Manager is responsible ensuring the minutes of all the meetings are recorded and communicated. ‘

ITN Requirement - 10. Facilitate project-related meetings as necessary to fulfill responsibilities as specified in

this ITN.

Team TCS Project Manager will plan, schedule and arrange all the project related meetings required to fulfill the
responsibilities as specified in this ITN

Technical Response 4-19 July 16, 2010
Use or disclosure of data contained on this sheet is subject to the restriction on the title pages of this proposal or quotation.



q/v STATE OF FLORIDA - AGENCY FOR WORKFORCE INNOVATION - INVITATION TO NEGOTIATE

TATA UNEMPLOYMENT COMPENSATION CLAIMS AND BENEFITS INFORMATION SYSTEM DESIGN,
TATA CONSULTANCY SERVICES DEVELOPMENT, AND IMPLEMENTATION - SOLICITATION NO: 10-1TN-001-SS

ITN Requirement - 11. Identify risks, issues, and opportunities and participate in risk and issue meetings.

During the early phase of the engagement, Team TCS Project Manager along with the AWI Project Manager will
identify risks, issues and opportunities for this project and document the same. These will be discussed for necessary
mitigation and actions plans.

ITN Requirement - 12. Identify any scope issues and participate in scope management meetings.

Team TCS Project Manager will constantly monitor the base lined project scope and any scope creep issues will
discussed in the scope management meetings for necessary actions.

ITN Requirement - 13. Ensure adherence to the project management standards and guidelines as established

in cooperation with the Agency.

Team TCS will define and share the standards and guidelines for this project during the initial phase of the
engagement. Team TCS Project Manager will ensure that these agreed standards in the Project development are
adhered during the project duration.

ITN Requirement - 14. Ensure deliverables conform to Agency standards provided in Section 10.0.

All the deliverables will go through proper quality review process before the deliverables are submitted to AWI.
These reviews will ensure the agreed standards are adhered without any deviations. Team TCS project manager will
ensure these the standards are adhered to by all the project stakeholders for the deliverables.

ITN Requirement - 15. Establish communication procedures with input of all project participants and

stakeholders.

Team TCS will define a very effective communication strategy making sure that all the project stakeholders are
involved and provided relevant platforms at regular intervals for communication.

ITN Requirement - 16. Prepare formal reports and presentations.

Team TCS Project Manager will prepare all the formal reports and presentations required by Team TCS during the
course of the project.

ITN Requirement - 17. Participate and cooperate in project audits, reviews, and IV&V activities.

Team TCS is fully committed to participate and cooperate in project audits, reviews and V&V activities whenever
there is a need from AWI.

ITN Requirement - 18. Provide monthly ARRA reporting for jobs created or retained.

Team TCS Project Manager will prepare monthly ARRA reporting for jobs created or retained and submit to AWI
Project Manager.

4.4 Project Schedule

3. Project Schedule - Provide a fully defined, resource loaded and leveled project schedule with all the tasks and
associated effort to deliver the proposed UC solution. Identify proposed phase gate milestones as specified in
Section D, Exhibit 1, 7.7, Phase Gate Reviews. The project schedule should be baselined in accordance with Project
Management Institute (PMI) standards and capable of being used as an Integrated Master Schedule (IMS) with
appropriate performance metrics. Describe the standard used for defining the software development and
maintenance tasks (e.g., ISO 12207).
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The Proposed schedule and the comprehensive plan for the development of the UC System including all the major
milestones are described in Section 4.1 — Project Plan. The following points were considered in preparation of the
delivery framework.

¢ Reduced Project management risk: This can be achieved by the practices given below.

o Following an efficient Work Break Down Structure (WBD).

o  Optimum utilization of resources — deploying right set of people for right set of tasks
o Not having too many activities in parallel to achieve better clarity and attention
@)

Having a focus team throughout the lifecycle so that the knowledge gained during the initial phases are
leveraged properly

o Splitting the overall project into multiple waves of development for easy coordination and control.
This also helps in having a significant reusability across phases, cumulating best practices and lessons
learnt to the subsequent stages

Ease of implementation

Having a staggered delivery and user acceptance at regular intervals helps in having a better coordination of
activities for both TCS and AWI team.

Aligning with the Target implementation set by AWI.
The high level plan of the same is shown in the one dimensional timetable diagram below:

*
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Exhibit 4-16 High Level Project Plan

The entire application development has been split into 3 different waves.

*

The Project initiation activity is slated to start in March-2011.

*

The Analysis Phase will start in May-2011 and end by July-2011. The analysis of the functionality in all the
waves will be covered in this phase, in the order in which the design, development activity will take place. For
example, the design and construction activities for wave-1 start first, the functionality present in the first wave
will be analyzed first and then the second wave and so on. The Analysis Phase deliverables as mentioned in the
Life Cycle Methodology Section 5.2 under Tab 5 will be released after all the review activities on completion
of this phase. The Design, Construction, Unit Testing, System Testing, Integration Testing and user Acceptance
Testing of all the waves will commence sequential in the order that facilitates Project Management as described
above. Refer Life Cycle methodology section for the deliverables for each phase.

¢ The Data migration activities will start with each wave so that the migrated data is ready before final acceptance
and implementation.

¢ The Final System Implementation will end on Dec-2014 and the AWI UC System will go live in three waves..
The milestones for the different phases are described in the 5.2.4 List of Deliverables section under Tab 5 —
Project Plan.

Team TCS Project
Master Plan Final. mpy
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4.5 Project Management Plans

4. Project Management Plans — Describe the proposed approach and methodology for project planning including
project execution, monitoring, controlling, and closing that will guide the decision making that occurs throughout
the project. Include a definition of your approach and methodology for each of the project management processes
defined in Section D, Exhibit 1, 8.1, Planning. Provide an outline of the proposed Project Management Plan
including all sub-components.

Team TCS will provide and maintain a Project Management Plan (PMP) that documents our governance, methods,
and procedures for planning, organizing, staffing, directing, and validating the quality of our services delivered to
AWI throughout the life of this contract. Our Project management plan will be structured to address our
understanding of AWI UC project objectives including details on cost and resource tracking, schedule management,
project status communications, and deliverables management. The guiding principle of Project Management Plan
components are summarized as follows:

¢ Project Governance Plan, which clearly states the goals of the engagement

¢ High-Level Project Schedule to help team members understand the scope of the engagement

¢ Organization Chart, which enables team members to understand who the decision makers are and the hierarchy
for day-to-day reporting and issue escalation purposes

Best practice in Quality Assurance, Defect Prevention Practices, Risk, Issue and Conflict Management

Standards and procedures, which clarify project policies regarding the following:

o Access requirements, work locations, work hours, overtime support requirements, and access to work
locations during normal work hours and off hours

o Time reporting and status of work being performed by individual team members, approval of reported
time, and rollup of information to a higer level to facilitate executive-level reporting

o Infrastructure requirements for hardware and software, connectivity to the AWI network, meeting and
conference room reservation policies, telephone connections, and long-distance calling privileges

The subsequent sections provide how Team TCS project management components align to ITN requirements.

4.5.1 Work breakdown structure (WBS)

Team TCS uses Work Breakdown Structure process of subdividing the major project deliverables into smaller, more
manageable components called work packages. WBS is developed by identifying the project deliverable and
successively subdividing that deliverable into increasingly detailed and manageable subsidiary deliverables or
components. When creating a WBS break down the project into tasks, work packages or activities that:

Cannot be logically subdivided further

Are realistically and confidently estimable

Can be completed quickly(under 80 hours is a thumb rule)
Have a meaningful conclusion and deliverable

* & & o o

Can be completed without interruption

Team TCS project management plan will be benefited from the following using WBS process:
WBS prevents work “slipping through the cracks”

Facilitates communication between the project team and stakeholders

Helps manage changes effectively

Gets team buy-in

Allows easier management of each component

® & & O o o

Allows accurate estimation of time, cost and resource requirement
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TATA CONSULTANCY SERVICES

¢ Sets a baseline for performance measurement
¢ Easier assignment of Resources & Responsibilities

4.5.2 Organizational breakdown structure (OBS)

Team TCS has proven management commitment in the management and execution of large programs similar in
scope and complexity to the AWI UC system, including established methods and procedures. Team TCS has a long
history of managing large-scale contracts for Department of Defense (DoD), other Federal, and commercial clients,
including Mississippi Department of Employment Securities — Benefits and Tax System, and the Social Security
system for the country of Mexico. Using the experience gained with these projects, we have been able to create a
comprehensive UC System Program Organization structure to address the management, technical, and operational
requirements.

45.2.1 Organizational structure
Exhibit 1.3.3 2 depicts the detailed organization structure of TCS’s UC system Project Management team.

CEO & Managing
Director, TCS

Heads
(Vice Presidents) p

TR T

Heads
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(Vice Presidents)

Corporate Groups : Corporate Groups

Legal Council,

- Technology
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Process Excellence
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Director, Government
ISU(North America)

North America

Business Finance Manager,
North America
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{Government ISU-NA)
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Exhibit 4-17 Team TCS’s AWI UC Project Management Structure
We offer direct lines of communication to TCS’s corporate executives, resources, and capabilities.
The suggested Program Management team structure is driven by the core elements of TCS’s customer-centric
approach:

¢ One TCS. The ability to present one face to a client, channeling the organizational strengths and capabilities of
all of TCS through a single point of contact, the Project Manager for UC System, without unduly creating a
single point of failure in the relationship
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¢ Single global service standard. The ability to deliver services and solutions to clients using one standard
delivery process

¢ Operational excellence at an account level. To drive improvements in customer relationship and service
delivery using quantitative mechanisms such as the Balanced Scorecard (BSC) and metrics

¢ Adequate and regular visibility for AWI and TCS corporate executives into the strategic, tactical, and
operational aspects of the relationship through structured and independent channels of communication issued by
the Program Management team

Team TCS executives at the highest level are corporate resources committed to helping transform AWI technology
advantage, enabling significant increase in productivity, and reducing the hundreds of thousands of backlog cases
for the millions of Floridian in need.

Team TCS is committed to delivering each phase in the most efficient, cost-effective way possible. AWI needs
support from an organization that has already proven its performance in complex social service environments
involving many stakeholders and with IT and research projects of comparable scope and complexity. Team TCS
brings experience from comparable and relevant projects for global customers, such as AIG, USSA, Prudential ,
from which we can draw experienced staff, standards, best practices, processes, methods, and products for
supporting AWI.

4.5.3 Project Schedule Approach

Team TCS project manager will use WBS created in Microsoft project plan tool for managing and tracking
schedule. The project schedule approach will leverage TCS ETVX model for project deliverable. Team TCS
proposes to base the project schedule around these deliverables. The TCS project manager will study each
deliverable and list out the individual activities required to create them. The individual activities defined in this
manner will then be decomposed further, if possible, to ensure that each sub-activity is manageable on its own.

v

Rework

Verification &
Validation

Standards &
Guidelines

Skills & Tools

Exhibit 4-18 Activity Diagram

To assist in planning, the Team TCS project manager will create a list of attributes for each activity such as the skills
involved, dependencies on other activities, deadlines etc. For each of the identified activities, the Team TCS project
manager will then identify the attribute values and log them in the project work plan.

As described in Project Plan Development - Defining the Operational Process for the UC Project, the Operational
Process for the UC Project will be tailored from the standard processes described in TCS iQMS for Software
Development Projects. The “Architected Process” is defined in the form of ETVX Criteria for each phase in the
process.

¢ Entry Criteria for each activity are defined, which includes all the necessary input conditions for the activity to
start

Technical Response 4-24 July 16, 2010
Use or disclosure of data contained on this sheet is subject to the restriction on the title pages of this proposal or quotation.



q/v STATE OF FLORIDA - AGENCY FOR WORKFORCE INNOVATION - INVITATION TO NEGOTIATE

TATA UNEMPLOYMENT COMPENSATION CLAIMS AND BENEFITS INFORMATION SYSTEM DESIGN,
TATA CONSULTANCY SERVICES DEVELOPMENT, AND IMPLEMENTATION - SOLICITATION NO: 10-1TN-001-SS

Tasks are processing steps carried out on the inputs in a prescribed manner to achieve desired outcome

Validations are done on the Tasks carried out as well as the actual outcome from those tasks to check if they
conform to pre-defined standards or expected/desired results

¢ Exit Criteria defined for an activity denotes the outputs to be produced at the end of the activity, which in turn
becomes the entry criteria for subsequent activities

Standards, Guidelines and Expected/Desired Results are used to validate the tasks and the output from the tasks.
If non-conformance is detected, rework has to be done (additional tasks have to be carried out) on the inputs to

generate outputs that conform to standards and expected outcomes. Rework is typically non-value adding and hence
the primary candidate metric to be monitored for reduction during the course of the project.

To carry out the various activities in the project (Tasks, Validation, Rework, etc.), skilled and trained consultants
make use of automated tools (such as code generators, design model generators, standards checker, tools for testing
functionality, etc.).

The Team TCS Project Manager will monitor the schedule on a weekly basis. During this review, the Team TCS
project manager updates the schedule with the current state of work that is completed and in-progress. The
remaining work should be evaluated to see if the project will be completed within the original effort, cost, and
duration estimates. If it can, you are in good shape. If it cannot, the Team TCS project manager must implement
corrective action.

4.5.4 Communication Management Plan

Effective communication is one of the most important contributors to the success of this program.

Bearing this in mind, Team TCS has laid out a communication plan to ensure that the right level of communication
is maintained during the execution of the project both within the project teams as well as with all the relevant
external stakeholders.

The benefits of this communication strategy will be :
Provide complete visibility and transparency of the state of the operations

Measure productivity across all processes within the operations
Facilitate decision making with regard to service level performance, productivity etc.

* & o o

Facilitate root cause analysis to weed out errors and inefficiencies

¢ Highlight open issues and their current status

Team TCS proposes a well-defined communication model, shown in Exhibit 4-19 Project Communication
Governance Model, which will provide guidance on how we will govern the project and provide customer visibility
throughout the project life cycle. The two supporting pyramid-style pillars indicate how we interface and interact
with AWI from the operational foundation of our project team, to the tactical functions supported by our Project
Management staff, and finally the strategic positioning at the senior staff peer-to-peer relationships.
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Exhibit 4-19 Project Communication Governance Model

The center of the exhibit shows the activities and expected meetings schedule that we use to ensure positive control
and provide project visibility to AWI and PMO management. In Exhibit 3-15, we showcase the specific focus areas
and related activities that we will use to provide the required project oversight and ensure communication with AWI
stakeholders.

All project monitoring and communication will be performed to ensure that AWI and the PMO are fully advised and
have visibility into the status of Team TCS efforts against the agreed Project Plan. The Team TCS Project Manager
will monitor the progress of the activities against the plan and prepare periodic project status reports in accordance
with the project schedule. These project reports form the basis for the Team TCS Project Manager discussions
during the Weekly Project Status meetings with the AWI Project manager. Team TCS will fully support the AWI
during the project life cycle and thus bringing transparency into the engagement.

Exhibit 4-20 Project Communication Governance Model Composition and Focus Areas

Strategic Team TCS Executive Sponsor and AWI | = Identify key business drivers that

Executives impact the performance of the
relationship

= Ensure tactical planning, resolution of
issues requiring management’s
attention, and strategic and tactical
direction to the IT initiatives

= Conduct review of projects and discuss
performance against the originally
planned targets and reasons for any
deviations, relationship-level planning,
and monitoring

= Analyze the causes of deviations, if any;
perform root cause analysis; and discuss
and analyze lessons learned

= Leverage Team TCS alliance
partnerships for technology initiatives
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Tactical AWI Project Director = Contact management issues
AWI Project Manager = Quality of the deliverables
AWI PMO = Facilitate schedule, resource
Team TCS Project Manager, and Team management
TCS PMO = Review the metrics and causal analysis
and lay out action plans for any
deviations

= Risk and Issue tracking
= Change management tracking

Operational Committee | Team TCS Project Manager = Project tracking
Team TCS Key Project Team members = Conduct day-to-day service operational
AWI Functional and Technical Staff activities

= Facilitate functional and technical
discussions for effective solution

= Ensure quality of deliverables

4.5.5 Schedule Management Plan

The schedule management plan establishes how schedule management will be carried out in the UC project. The
plan will provide the high level approach for the scheduling process and formats and defines the roles and
responsibilities for each stakeholder in those processes. Team TCS Project Manger will use schedule management
plan to define how project management practices will be conducted. The schedule management plan and
corresponding repository of documents like Gantt Charts, milestone charts etc.

4.5.6 Quality Management Plan

Our commitment to quality processes and standards has brought several benefits to our customers. We will bring
similar benefits to AWI, including:

¢ Greater transparency and insight into projects. Team TCS will ensure that AWI has complete information about
a project’s progress, hurdles, costs, limitations, and decisions and rationales at every stage of the project life
cycle.

¢ Process improvements to reduce risks and costs.

¢ Highest quality of technical deliverables.
TCS is the world’s first organization to receive enterprise-wide CMMI and PCMM Level 5 certifications

Team TCS has a well defined approach, integrated Quality Management System(iQMS), which is an integrated
quality assurance methodology to implement quality practices of world-class benchmarking models, such as
International Organization for Standardization (1SO) 9001:2000, Malcolm Baldrige, Capability Maturity Model
Integration (CMMI), People Capability Maturity Model (PCMM), Six Sigma, and Software Capability Maturity
Model (SW CMM).

Our QMS is based on CMMI Level 5 standards, which demonstrate our corporate-level commitment to ensuring
quality through continuous process improvement. We achieve this improvement through consistent, repeatable
processes and procedures; clearly defined metrics; comprehensive evaluation and testing methodologies; thorough
and timely reporting of our findings; and implementation of changes that enhance the quality of all deliverables. Our
QMS addresses QA and QC, both of which contribute to our successful quality management across.
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Exhibit 4-21 Team TCS Quality Management System

By implementing QA, QC, evaluation, and feedback, we provide continuous improvement on all
tasks and projects.

As shown in Exhibit 4-21 Team TCS Quality Management System, our quality process is incorporated into all
activities we perform. Our Quality management plan details the activities and tasks that the Team TCS Project
Manager will identify, schedule, and assign to the team. QA evaluations will occur on all work products and
processes, and the project will be subject to a quality audit by Team TCS internal auditors. We also conduct QA
lessons learned sessions, which provide us with critical insights into the types of issues we are likely to encounter
and creative methods for resolving them, contributing to continual improvement in our QA processes.

During the project life cycle, Team TCS will work closely with AWI PMO team to ensure process adherence,
monitoring, tracking, and reporting of quality measures. The use of templates, checklists, standards, and rigorous
reviews at various phases of the project life cycle facilitates identification and implementation of corrective and
preventive quality measures.

Procedure to Ascertain Quality of Deliverables

¢ Review of Deliverables. Every deliverable from Team TCS will be subjected to an Internal Quality Assurance
(IQA) review, which will be performed by a peer from the team. The IQA team will conduct a walkthrough of
the code written by the team and review the documents to ensure that the standards are followed and there are
no deviations. These reviews are in addition to the self-review by the development team based on the self-
review checklist. . After IQA, External Quality Assurance (EQA) will be done. EQA will be performed by the
personnel from the Team TCS Process Excellence Group (PEG). EQA will be a sampling review of the
deliverable ensuring agreed process adherence.

¢ Testing. Team TCS will take up various testing activities such as unit testing and system testing to remove
possible errors. The tests will be conducted in accordance with the test plans and specifications prepared. These
documents also undergo reviews.
Final Inspection. Before the product is delivered to AWI, our Project Manager ensures that all tests, reviews,
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approvals, and acceptances as stipulated in the unified Project Plan have been completed, obtained, and
documented.

¢ Usage of Metrics to Ensure Quality Service. Metrics will be defined for each phase of the PeopleSoft
implementation project. These metrics will be regularly collected for measurement and to ensure the quality of
the deliverables and services to AWI’s expectation.

¢ Defect Logging and Tracking. Defects identified during the reviews, testing, and code walkthrough of an
object will be logged and communicated to the Team TCS Project Manager. The Project Manager will ensure
that defects are tracked to closure before delivery to AWI.

¢ Causal Analysis and Defect Prevention. Team TCS will perform causal analysis of logged defects to
understand the cause. Actions will be initiated to reduce their occurrence through reviews and walkthroughs.
Suitable quality tools, such as Pareto Charts and fishbone diagrams, will be used to analyze the most frequently
occurring defects.

¢ Quality Reporting Dashboards. The Team TCS project team will provide periodically the relationship metrics
dashboard to AWI, thus promoting transparency in the relationship

4.5.7 Issue Management Plan

The focus and goal of our issues and problems discovery and resolution plan is to identify issues, deficiencies, and
potential risks and resolve them as early as possible to limit any potential impact on the system. Any issues
discovered by Team TCS and/or AWI personnel are documented in our issues resolution database and reported to
AWI. Update the below diagram.

TCS/ AWI

TCS/ AWI

TCS/ AWI

Operational
Issues

Strategic
Issues

Relationship level
Issues

Programand ’

. Normal course of resolution

O Operational Issues open for longer than 3 weeks; Relationship / program level issues open longer than three months

. Operational Issues open for longer than 8 weeks

Exhibit 4-22 Escalation Mechanism

All potential issues, deficiencies, and risks are assigned a tracking number, time stamp, suspense date, and an action
officer for processing and evaluation. The assigned action officer will be responsible for leading the evaluation to
determine the potential impact on the development of the system. After the nature of the issue is determined, we
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coordinate a joint corrective action and/or a mitigation strategy with AWI to resolve the issues and determine
whether additional processing steps are required. The results and disposition of all identified issues are reported and
discussed as part of our weekly meetings.

If the issues are not addressed and resolved within a reasonable agreed-to timeframe, the issue is escalated to ensure
that it gets the right level of management attention. If the issue resolution task leads to a required engineering and/or
management change in the scope of the project, these changes are handled through a formal scope management
meeting. If the changes need to be done to the system, they will be handled through formal change management
process.

4.5.8 Scope Management Plan
Project Scope management plan will ensure that the project includes all the work required and only the work
required to complete the project successfully.

Once the scope statement / requirements definition for the project execution are finalized, this becomes a basis for
all future project decisions. Any deviation from the baseline will be considered a change whether small or large. The
implications of the change will depend on its deviation from the scope baseline. Potential changes from the scope
include:

¢ Functional changes
¢ Technical changes
¢ Schedule changes

¢ Major resource changes

Scope of the project is documented in the project plan and the project plan is base lined. Any change to the scope of
the project will go through the change management.

4.5.9 Risk Management Plan

Team TCS has developed a well-defined process for risk management as part of our CMMI Level 5—compliant
Quality Management System that has evolved and matured through decades of experience. During the startup phase,
the exact nature and impact of the risks are identified, documented and mitigation plans are recommended
accordingly. Appropriate mitigation plans will be finalized in consultation with the AWI to mitigate and minimize
the risks envisaged.
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Exhibit 4-23 Risk Management Process

This process step allows Team TCS to identify risks early in the project life cycle and proactively take the necessary
mitigation action to overcome the risks. These risks will be documented and monitored continuously. Appropriate
action will be taken to reduce or eliminate the risks based on avoidance, mitigation, or contingency plans drawn up
for each risk. Specific risk management activities include the following:

¢ Risk Identification. The Team TCS process is to identify potential risks as early as possible in order to limit
and/or minimize the adverse impact on overall project objectives. The risk will be documented in a Risk
Register along with the estimated severity of the impact and the probability of occurrence.

¢ Risk Analysis. After the risks are identified, they will be assessed based on probability of occurrence and
potential impact. After the risks are assessed, the Risk Exposure (probability times impact) is calculated and
risks are prioritized.

¢ Risk Planning. The risk is translated into decision-making information. This information is evaluated to identify
impact, probability, and timeframe. These risks are then classified and prioritized.

¢ Risk Mitigation. This involves steps that will be taken to prevent, avoid, and reduce the impact of and/or
recover from the potential impact of a risk based on its probability of occurrence.

¢ Risk Tracking, Control, and Monitoring. The AWI PMO and the Team TCS Project Manager will monitor all
project risks and track each risk till closure. Each risk will be tracked to closure/resolution on a weekly basis.
Risks with a higher probability will be monitored on a more frequent need-based approach.

Exhibit 4-24 Team TCS identified Risk for UC project

Budget Delays in commitments of funds | Regular follow up with AWI during Review Meetings
from AWI
Business Unavailability of Business SME's | Sharing the meeting schedules and agenda well in advance.
Domain during the course of the project
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Business Scope creep from end users due | Comprehensive scope definition during requirements verification
Domain to lterative presentation of phase, Conduct causal analysis, identify impact areas, initiate
Prototype change control procedures
Infrastructure | Delays in the availability of Initiate procurement well ahead in time, regular follow-up with the
Hardware and Software vendor
Infrastructure | Release of new versions of Get vendor commitment for support for the project duration,
software and stopping support Conduct causal analysis, identify impact areas, update Project
for the current versions management about the impact, initiate change control procedures
(Technology change)
Infrastructure | Dependency of other state Identify support early on in the project and initiate coordination with
agencies for support services the relevant stakeholders
Training Inadequate training for the Initiate evaluation process, obtain feedback, impart training if
agency staff (end users of the Ul | necessary
Application)
Business Changes in policies, procedures, | The Change Management process will address changes that
Domain and statutes may take place result from policies, procedures, and statutes.
during the project, causin . .
9 prol g Involvement of legal counsel will be necessary on the Steering
changes to the system and . . . .
: Committee, project management team, or both to identify and
delays in deployment. ;
address legal and procedural issues.
The Change Management plan will address “freezing” functionality
before production releases and changes required in future phases
to address policy and procedure modifications.
Data Unforeseen errors occurred in Begin the data migration and data conversion effort early in the
Migration data conversion and migration project.
Perform frequent conversion test to ensure the integrity of the
conversion process and the modified business rules

4.5.10 Resource Management and Staffing Plan

TCS has a large pool of cross-trained, experienced and well-qualified consultants. TCS, in addition, recruits
consultants continuously and trains them on an ongoing basis through classroom sessions as well as on-the-job
experience. Further, TCS’ global reach and its initiatives in terms of setting up development centers globally provide
TCS an unmatchable bandwidth in terms of providing the requisite staff.

Further, at any given time, TCS is executing a large number of projects that are in various stages of execution and
staffing. TCS is thus able to absorb or provide resources quite easily providing it the flexibility of rapidly being able
to ramp up or down specific team sizes. This would help in meeting the requirements of peak loads and lean loads
on a ‘just-in-time’ basis.

TCS has a dedicated Manpower Allocation Group called “Resource Management Group (RMG)” to look after the
sourcing needs of various accounts and projects. All TCS associates are owned by RMG until the time they are
allocated to a Project.

The staffing plan for AWI UC project details the resource requirements based on the expertise and experience with
reference to the project schedule. Most of the resources for AWI UC Project will be proposed from recent Ul
projects being executed to leverage the domain expertise and experience gained in those projects. This will ensure
right mapping of resources to the needs of AWI UC project. Apart from these projects, the required resources will
also be acquired from the RMG pool as per the skills requirement and experience needed for this project. In case of
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any special skill or experience requirement, skilled and experienced professionals will be recruited from the
marketplace.

TCS has multiple types of sourcing for attracting experienced professionals (lateral recruits) and fresh graduates
from premier academic institutions across the globe, sourced through multiple channels like employee referrals,
TCS’ career portal, campus recruitments, etc. The candidates go through a rigorous and stringent selection process
involving written tests and multiple interviews to evaluate the technical skills, managerial potential, cultural fit and
aptitude. On an average, only less than 5% of the applicants are selected by TCS.

HR Needs WEP
Business Unit > Sourcing Group
Work Force Plan (WFP) l Unplanned Needs

v

Allocation Group | Freshers

Talent Type
| Laterals

Orientation/Initial Learning

Campus
-~
Employee Referrals
v
Decide on Sourcing
‘ e Advertisements/ Mailers Strategy & Avenues
'
Direct Applicants
TCS
‘ Background check,Verification & RlasesnaiiRasinass Recruitment
4PMedlcaI Check Portal
Job Portals

Screening/ Testing

Management Review + . | Skill Interview <
HR Review N ' )

Exhibit 4-25 Resource Management Plan
Personnel Screening Policy

Team TCS recruitment process is designed to ensure that each new recruit is of good character and excellent
professional caliber. At the time of job recruitment, verifications are done based on the references provided by the
candidates.

Apart from the verification checks, the following tests are also conducted for associates working in the concerned
relationships, if it is agreed upon with the client.

¢ Medical tests including some drug tests

¢ Background checks from authorized agencies

Verification checks are also done for third party contractors of Team TCS.
Confidentiality Agreements

Employees/Associates sign a confidentiality agreement and a surety agreement as part of their initial terms and
conditions of employment at the time of joining Team TCS.
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All associates read the security policy and sign the Associate Declaration form indicating that they have understood
the policy and will abide by the same.
4.5.11 Configuration Management Plan

Team TCS iQMS defines Software Configuration Management (SCM) as a process of identifying and linking the
many components that make up the software project and controlling the change of these items throughout their life
cycle. SCM also involves maintaining multiple release of a single application with the development of a capability
to rollback to previous versions of the software, when required.

High-Level tasks for Configuration Management

¢ Plan and establish Configuration Management Database (CMDB):

o Define scope, access rights and information to be captured for CI

o Create baseline (data assign unique label and relationship)
Maintain CMDB through authorized data update on any changes
Conduct audit to verify and confirm correctness of CMDB

o Perform physical inventory and compare CMDB record

o Close data discrepancies through reconciliation or update
Update CMDB
Collect metrics and analyze

* & o

Consolidate lessons learnt and best practices
¢ Comply with SLAs

Central to Software Configuration Management is the concept of a baseline — a specification or product that has
been formally reviewed and agreed upon. It thereafter serves as the basis for further development and can be

changed only through formal change control procedures. A baseline is usually linked to Software Development
Lifecycle (SDLC).

Change Mgt

BN KT

Change Mgt Change Mgt

Maintenance

Change Mgt
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As Designed
AS planned
As Delivered
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Exhibit 4-26 Configuration Management
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Team TCS and AWI will agree upon the baselines for the AWI UC Project. For the application development portion
of the AWI UC Project, baselines could be:

¢ Requirements baseline
¢ Design baseline
¢ Development baseline

¢ Acceptance baseline

The AWI UC Project involves a huge effort for Data Conversion and Migration. For the conversion project,
baselines could be:

¢ Data Conversion strategy baseline
Filtered source baseline
Converted baseline

Tested baseline

* & & o

Acceptance baseline
o During the Maintenance Phase of the Project, baselines could be:

¢ Current product baseline (baseline prior to start of maintenance)

¢ New releases of product baseline

The activities that Team TCS will undertake during the AWI UC Project, as part of the Software Configuration
Management Plan, will include:

¢ Configuration Management Environment Setup

¢ Identification of Configurable Items

¢ Version and Change Control

¢ Configuration Control and Status Reporting

Identification of Project Baselines: Team TCS and AWI will together identify the baselines for the AWI UC
Project. The baselines could be related to each phase in the SDLC or could be in even greater detail.

Identification of software items: At a minimum all formal deliverables of the project will be identified as
configurable items. Each formal deliverable will be associated with a previously defined baseline. As and when
configurable items are baselined, the following details will be updated in the configuration register:

¢ Configurable Item #

¢ Configurable Item Type

¢ Expected Creation/Coding Start Date, Review/Testing Date and Release Date

Identify Other IT Components: In addition to the software components and Configurable Items that make up the
AWI UC Application, AWI and TCS will together identify the hardware and other infrastructure components that
make up the new AWI UC System estate. These components will be identified as such in the Configuration
Management System and managed systematically throughout the course of the project.

Version and Change Control

Version control is one of the most important aspects of configuration management. Change in configurable items
such as use cases, design documents, analysis models, design models, source code, test plan etc. will be versioned
using Rational ClearCase. Implementation of version control in the AWI UC Project will involve:

e Maintaining and recording baseline data, products and documents that are released

e Any changes to the data, documents and products that are base lined would be controlled through Change
Control Procedures
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e Change requests would be used to trace the software items affected by the change
e  Change Control will follow the procedures Change Requests.
Configuration Control and Status Reporting

The purpose of Control and Reporting is to track all changes made to the baseline configurable items, maintain
change history and report on the status of various configurable items. Shown below is an example of the information
required for configuration control and reporting.

CONFIGURATION REGISTER

Customer

Project

Baseline ID

Baseline Wersion No

Baseline Description

Backup

ltem | lem Item | CR
# s Location Ver# | # Status of Configurable ltem Remark
Creation/ Review/ Release
Coding Testing

Exp. | Act Exp. | Act Exp. | Act

Exhibit 4-27 Configuration Register

4,5.11.1 Configuration Management Tool

Identification of Configuration Management Tool: The most important of these tasks is the identification of a tool to
accomplish configuration management. While there are several configuration management tools available in the
market such as CVS, VSS, PVCS, etc., considering the current technical environment and the enterprise IT
standards for AWI, Team TCS recommends Rational ClearCase as Configuration Management Tool for the AWI
UC Project. The key advantage of this tool is the capability to integrate well with the Application Development
Toolkit being proposed by Team TCS for this project. Changes to Requirements, Analysis and Design artifacts
created using other Rational Tools such as RequisitePro and Rose XDE, can be easily and automatically managed
using Rational ClearCase.

It is also important to link release management and change management processes while defining the configuration
management functions. The following diagram indicates the necessary interface to be built between these three
processes.
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Exhibit 4-28 Integration Process framework

The Above defined Software Configuration Management process ensures identifying, recording information and
maintaining of all IT components and verifying the correctness, through audits. This process will maintain the
traceability of the changes to the configurable items and provide greater control in managing them.

4.5.12 Knowledge Management Plan

Team TCS realize that one of the challenged AWI will be facing is the knowledge retention as large number of
skilled staff members are approaching retirement. Team TCS will put in place an effective Knowledge Management
Plan which will ensure that the institutional knowledge available with the people will be gather and a knowledge
repository will be created. This shifts the paradigm from people dependent to system dependent.

This knowledge repository will be updated by the Team TCS project team through the project life cycle helping the
AWI staff better prepared to handle the systems effectively. The knowledge repository will focus on updating with
the following category of system information

Project Procedures

Frequently Asked Questions (FAQS)

Client and business clarifications

Historical Changes

Issues and Challenges

Value Addition and Best Practices

Limitations and Improvements

® & O O O o o o

Customer Appreciation
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Project ; j
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Exhibit 4-29 Knowledge Management Repository

The knowledge repository will be maintained starting from the requirement verification phase where a number of
workshops will be conducted with the stakeholders.

Team TCS proposed to use share point portal as the knowledge management tool. This tool will not only be used as
a knowledge repository but also as a platform to present the project dashboard and other project information.

Knowledge Management within Team TCS Project Team

TCS will staff the engagement will full-time consultants, who will be dedicated to AWI UC project for a minimum
duration of 18-24 months, ensuring knowledge retention within the team. This provides robustness in terms of
knowledge retention in the team. The following best practices in knowledge management will be implemented in
the project:

¢ Regular Knowledge Sharing Sessions within the project team.

¢ Release Plan of associates will be discussed with AWI Project Manager, at least one quarter in advance for
normal consultants and two quarters in advance for key consultants of the project

¢ Repeatable knowledge transfer, induction, handover, and takeover processes
¢ Minimum four weeks of handover between outgoing and incoming consultant
Knowledge Management with AWI

TCS follows a defined training plan which will transfer the knowledge on the new AWI UC system to the AWI
staff effectively. This approach will benefit AWI during the course of the project life cycle to build a knowledge
repository transforming the current people dependent. This training approach will include the transfer of ownership
for the knowledge management portal to ensure maximum benefit of the knowledge repository.

This approach will benefit AWI during the course of the project life cycle to build a knowledge repository
transforming the current people dependent.
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4.5.13 Phase Gate Review Process

As per the commitments in the Quality Management Plan, the transparency and stakeholders expectations are met
using phase gate reviews. The Phase Gate reviews added for each phase in the project plan will help meet the
following objectives:

¢ Build standardization and compliance in SDLC Methodology

¢ Systematic approach to evaluate execution standards, effectiveness of risk management and governance
processes

Build independence in review and compliance processes

Build stakeholder confidence by timely reporting of project healthiness to both internal and external
stakeholders on the project status

¢ Build consistency, audit ability and accountability in projects

¢ Opportunities for improvement and build in best practices

A Phase-Gate is specific risk assessment quality check, milestone/ “Sign off” point within a phase where we
confirm that all documents and deliverables have been completed. This will ensure the Cost, Schedule, Effort and
Risk of the projects assessed at regular intervals and will ensure these parameters are within the control. There are
three types of Phase Gates:

¢ Green: All deliverables, key activities, and documents have been completed and accepted prior to this Gate and
“All systems are ‘Go’ ”. There is no increase to the risk of the project.

¢ Yellow: Identified documents, key activities, WBS elements, etc. have either not been completed or are in the
process of being completed or have not been accepted satisfactorily by the client. With client approval, one can
proceed beyond the Phase Gate however there is an elevated risk to the project and one must proceed with
caution. Client over-ride is recommended to move forward with the project.

¢ Red: One or more critical deliverables or activities have not been completed and/ or have not been completed to
the satisfaction of the client. TCS recommends not moving forward, past the Phase Gate. TCS deems the project
to be in high risk category.

TCS recommends that the Phase Gate be classified as Green before moving to the next phase of the project. If a

Phase Gate is qualified as Yellow or Red, certain joint decisions have to be made. Clients and project managers must

quantify the risk, provide a rationale for their decision, and make a decision to move forward or not. A client over-

ride is necessary to move forward, if the classification is Yellow or Red. The purpose of this deliverable is to:

¢ Verify deliverables from this phase are complete and accurate and review any critical outstanding issues

¢ ldentify lessons learnt during the phase for incorporation into the next phase and/ or in preparation for formal
project closure

When Sign Off is obtained, the project can proceed to the next phase of the project with confidence. There will be
Re-Estimation process performed at the starting of the next phase. This re-estimation process will consider the
review comments and any suggestions provided during the review process which are approved.

What happens when we reach a Phase Gate?

Before the projects starts, the Phase Gate map should be shared with the client. What is good about the Phase Gate is
that it lists all the critical activities in a simplified list. The AWI and Team TCS become aware of the activities that
are to be expected and conforming to the Phase Gates reviews reduces risk to the project and will prevent liability
issues. Upon reaching a Phase Gate, completion of all activities need to ensured so that the Phase Gate is Green.

Benefits
¢ Early watch system for the leadership team

¢ Examination of vital parameters to ensure sound health of the project
¢ Alignment with customer business objectives

Technical Response 4-39 July 16, 2010
Use or disclosure of data contained on this sheet is subject to the restriction on the title pages of this proposal or quotation.



q/v STATE OF FLORIDA - AGENCY FOR WORKFORCE INNOVATION - INVITATION TO NEGOTIATE

TATA UNEMPLOYMENT COMPENSATION CLAIMS AND BENEFITS INFORMATION SYSTEM DESIGN,
TATA CONSULTANCY SERVICES DEVELOPMENT, AND IMPLEMENTATION - SOLICITATION NO: 10-1TN-001-SS

¢ Timely and high quality deliverables

The Phase Gate review activity will be continued during the maintenance and support phase where the review could
be on the issues or CRs raised, SLAS etc.

4.5.14 Project Change Control Management Plan

Team TCS assures AWI that the Requirement Verification Phase will capture all the expectation and requirements
from the AWI for minimal probability of changes during the project life cycle. Team TCS proposes a transparent
and effective change management process. The major objectives of the Change Management Process being
proposed by Team TCS include:

¢ Promote better management of changing business requirements over the entire project life cycle

¢ Facilitate holistic incorporation of the changes that occur to business and user requirements during the course of
system development by incorporating practical controls over time, cost, and effort spent on the project

¢ Ensure that all required changes go through a formal AWI-convened Change Control Board for review and
approval

Our change management process is both flexible and controlled. Weekly and monthly meetings will serve as a
platform to discuss change requests and to communicate relevant issues across the team. This process includes
analysis to understand the impact of change so that “must do” changes and those with the highest potential benefit
are implemented first. Our change management process flow is illustrated in Exhibit 3-11.

. Change Impact .
Initiate Change p, Pl Change Approval Change Incorporatlon-

- —

* Type and * Description of AWI UC * Decision Taken * Changes are * Communication is
description of System change and * Formal Contract implemented. sent across to
change technical impact change order is * Documentation Stakeholder on

* Benefit Expected  Estimated effort and documented and updated closure of the

* Initiator and cost signed change.
approving authority | ° Impact on schedules * Change Register is
for the change and on-going activities updated with the

* Possible closure status

implementation
alternatives

Exhibit 4-30 Team TCS Change Control Management Process

Change management activities that will be performed by Team TCS are shown in Exhibit 3-12
Exhibit 4-31 Change Management Activities

Activity Process Description

Initiate Change Any change request received toward project requirements will be logged as a Request for
Change (RFC) and verified against the baseline for the product that was agreed upon with
AWI. Change requests can be raised by the AWI business/IT team and by the Team TCS
project team. All change requests will be logged in the Change Register that will be
maintained by the Team TCS Project Manager. This will help maintain a consistent log of
all change requests that are raised for the project throughout its life cycle.

Change Impact | Team TCS will carry out an impact assessment of the change. The impact of the change
Assessment will be measured for the following parameters:

¢ Design Issues

— Requirements that have been agreed upon as part of the baseline
— Design considerations
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Activity Process Description

— Consistency of architecture
¢ Effort required to incorporate the change and schedule

¢ Cost of incorporating the change

Change Approval The impact assessment submitted by Team TCS will need to be approved by the AWI
Project Manager. The AWI Project Manager can approve, reject, or defer the change
request. After the impact assessment has been approved, Team TCS will amend the
contract updating the change and initiate the process to incorporate the change.

Change Incorporation | Change requests will not occur until project timing, costs, and other impacts have been
fully defined and approved. Once the AWI Project Manager approves the change request,
we assign staff with specific responsibility for change implementation. Relevant
documents are updated to reflect the change and confirming that the resulting work
products are responsive to the underlying requirements.

Change Release and | All final changes approved by the AWI Project Manager and implemented will be marked
Closure as closed and the relevant system documentation updated.

If the change request significantly affects the schedule or incurs additional costs that exceed budget, both Project
Managers determine whether to amend the formal contract. In the event that changes do not include cost, scope, or
significant schedule modifications, mutually agreed-to changes may be documented in memo form and signed by
both the AWI Project Manager and Team TCS Project Manager.

The Exhibit 4-32 Change Management Process — Ownership Chart depicts the Responsibility chart for the events
during the change management process:

Change Control Management

A
W Change J Aceept
I 1 Approval Change
4‘ Initiate —‘ J Test

1 | Change ‘ J J 1 Change

:* Change Impact i Change Implement GRS

Assessment Incorporation Change
Change

naQEZwH-

Exhibit 4-32 Change Management Process — Ownership Chart

4.5.15 Information Security Plan

Team TCS will assure AWI that we will comply with information security requirements listed in section 9 General
Condition 33 (PUR 1000)

TCS has a well-documented security policy which is formulated as per the ISO 27001 standards. A detailed
‘Security Procedures Manual’ document describes procedures with respect to access control at various levels. These
controls ensure confidentiality, integrity, and availability of information assets. Team TCS has addressed data
privacy issues specifically in its security policies and procedures so as to ensure that all collection, processing, and
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dissemination of personal information are done under a controlled process. The TCS Security Policy addresses the
11 Domains and the Security Controls defined as part of 1ISO27001 Security Standards. The 11 Domains are:

*

Security Policy

Organization of Information Security

Asset Management

Human Resources Security

Physical and Environmental Security

Communication and Operations Management

Access Control

Information Systems Acquisition, development and maintenance
Information Security Incident Management

Business Continuity Management

® & & O 6 O o O o o

Compliance
Team TCS security procedure will be tailored to ensure alignment to AWI's security requirements.

The development, QA and training environments set up will ensure security of data and environment through
physical and/or logical separation of these environments. Team TCS will define a responsibility matrix for various
project team members to ensure that each level understands the aspects of information protection, security, and
confidentiality. This will include privacy and data protection requirements, where applicable.

As part of the privacy guidelines, TCS also implements access controls at various layers to ensure protection and
privacy of customer data. Access to information/privilege rights is granted strictly on a 'need to know’ basis. The
request is routed through multiple levels of approvals based on the nature of the request and stakeholders involved.
Risk analysis is performed before granting the required access.

Team TCS warrants that any software, programs, data and intellectual property material ("components") provided
by the AWI will be used solely in connection with this project. Unless authorized, Team TCS will not use AWI’s
data or component for any other purposes.

Team TCS recommends adopting the principle of masking customer data so that confidential information like
account numbers, SSN’s, etc do not get inadvertently exposed. Various tools are utilized for this purpose. TCS’ data
privacy solution, Masketeer, is a world-class product that provides strong proprietary data-masking techniques along
with support for databases on various platforms. Generating masked data with full privacy guarantee and maximum
data utility/integrity, Masketeer enables enhanced customer goodwill. Masketeer is a business enabler for cost
effective IT solutions that helps customers remain competitive and increases off-shoring of existing projects.

4.5.16 Document Management Plan

This section describes the methods used to control project documents. These include templates, naming conventions,
storage, recovery and backup, security, destruction, and approval. The overall goal of document management is to
protect a UC project from losing track of its work or losing the work itself.

Document management plan will address following goals:

Provide safe storage and backup of all documents in a project library.
Provide clarity regarding which version of a deliverable is the latest version.
Provide a clear record of approved deliverables over the life of the project.
Provide measures to maintain restricted access to confidential documents.

* & & o o

Provide an accurate and complete archive of project documents to the permanent organization at the end of the
project
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The documents will be stored in Configuration tool and Project repository tool with access rights.

4.5.17 Conflict Resolution Plan

Team TCS Project manager employs a structure conflict resolution approach to handle competing demands arising
from various stakeholders. Figure 1 shows the high level approach typically used.

The first step is to identify stakeholders - Stakeholders are individuals or groups or entities who have an interest or
involvement in this AWI UC Project or who are affected by its activities and outcomes. Understanding stakeholders
interests in the project, and the impact that the project will have on them, and then implementing a strategy to
address their issues and needs, is an essential part of successful project management. Stakeholder identification
helps in identifying possible risks/conflicts up front. By communicating with stakeholders early and frequently,
Team TCS will ensure that stakeholders not only fully understand what is happening but also understand the benefits
of the project, and thereby anticipate stakeholder’s reaction and plan the actions that will win their support

The second step is stakeholder analysis where in the stakeholders are classified based on their influence and interest
in project. Also one needs to consider what areas of operations get impacted due to the project. This analysis helps
in judging the power and impact of the stakeholders, in stakeholder prioritization and defining communication
strategy.

The next step is to develop conflict management strategy to resolve the conflict, should one arise. Conflict normally
occurs due to competing demands of different stakeholders. Hence the conflict management strategy addresses how
to identify competing demands, what are different types of conflict resolution and how to ensure successful
implementation of resolution. Some of the typical conflict resolution techniques that can be applied are:

4 Joint Decision Making - Negotiations , Mediation
¢ Third Party Decision Making - Adjudication, Arbitration or Autocratic Decision making
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Exhibit 4-33 Conflict Resolution Approach

The last step of conflict management approach is conflict resolution. Once the completing demands are raised, Team
TCS project manager first analyzes the demands with the help of project team and estimates their impact on
functionality, scope, cost and schedule. The project manager then shares the impact along with its recommendation
to the stakeholders for their decision. The project manager tries to build censuses within stakeholders for the best
resolution of the conflict. In case the consensus cannot be built, the project manager reports the issue to the next
level as per the escalation mechanism defined in the section for its intervention. An issue is logged for the conflict
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and is tracked as per the issue management approach defined in the section. An appropriate decision in the best
interest of the project.

After the resolution is identified, it is communicated to all the stakeholders. The resolution is implemented by
project team and outcome is communicated to the stakeholders.
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