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Shared Services Canada
Challenge-Based Standing Offer Solicitation

Canada, as represented by the Minister of Digital Government, hereby
requests a Standing Offer(s) on behalf of the Identified Users herein.

Shared Services Canada (SSC), Center of Expertise in Agile and Innovative Procurement (CoEAIP) is
currently piloting a renewed contracting framework: Agile Procurement Process 3.0 (APP3.0). APP3.0
proposes tools and flexible contracting mechanisms to improve the ability of Canada to move quicker
and produce better results leveraging the procurement function. This Challenge-Based Standing Offer
Solicitation is one of CoEAIP’s pilots.

Structure of the Challenge-Based Standing Offer Solicitation

The Challenge-Based Standing Offer Solicitation is divided into three parts: Part A - Robotic Process
Automation Solution, Part B - Standing Offer, and Part C - Resulting Contract Clauses, plus Annexes
and Attachments.

Canada anticipates awarding multiple Standing Offer(s) - Robotic Process Automation Solution.

NOTE: Following the release of this Challenge-Based Standing Offer Solicitation - Robotic Process
Automation Solution, Canada anticipates releasing a second Challenge-Based Standing Offer
Solicitation - Robotic Process Automation (RPA) Professional Services to support the Robotic
Process Automation Solution Project.

Part A - Robotic Process Automation Solution (Sections)
Section Al General Information; provides a general description of the requirement.

Section A2 Instructions to Offerors; provides the instructions, clauses, and conditions
applicable to the Challenge-Based Standing Offer Solicitation.

Section A3 Offer Preparation Instructions; provides Offerors with instructions on how to
prepare their Offers.

Section A4 Evaluation Procedures and Basis of Selection; describes how the evaluation will be
conducted, and the evaluation criteria that will be used, and the basis of selection for Standing Offer
award.

Part B - Standing Offer
Standing Offer: includes the Standing Offer and the applicable terms and conditions.
Part C - Resulting Contract Clauses

Resulting Contract Clauses: includes the clauses and conditions which will apply to any Contract
resulting from a Call-ups made pursuant to the Standing Offer.

Annex and Attachments

Annex and Attachments: includes the Annexes, supplemental material to the Challenge-Based
Standing Offer Solicitation and Attachments, supplemental material to the Standing Offer and
Resulting Contract Clauses.
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PART A — ROBOTIC PROCESS AUTOMATION SOLUTION

Section Al - General Information

Al.1 Requirement

Canada lacks Robotic Process Automation (RPA) Solutions to allow business, technical and non-technical
resources to automate manual activities through attended and un-attended automations with minimal
dependency on IM/IT Subject Matter Experts.

Canada would like to qualify RPA Solutions to scale up the use of automation across Departments, from
administrative tasks to complex processes. Canada is seeking RPA Solutions that offer the degree of
flexibility and scalability required to meet the needs of Departments where they are at, in their
respective automation journey.

Canada is looking for existing solutions (COTS) that could be configured.

Refer to Attachment 1 - Statement of Challenge (SoC) for a detailed description of the Problem
Statement, Challenges, and Minimum Viable Requirements.

Al1.2 Challenge-Based Standing Offer Solicitation Process

Unlike traditional procurement, Challenge-Based Standing Offer Solicitations are based on the concept
that Canada can best perform procurement if it presents the requirement as a need (problem
statement(s)) and allows industry the freedom to propose innovative Solutions that fill the need.
Challenge-Based Standing Offer Solicitations are issued in terms of needs and are accompanied by
contractual conditions outlining industry participation, including mechanisms for evaluating proposed
Solutions. Solutions typically take the form of “Proof of Concepts”, and evaluations assess how well
Solutions satisfy the need.

The Challenge-Based Standing Offer Solicitation (CBSOS) process is divided into two Components:
Invitation to Refine (ItR) - Waves 1 & 2, and Final CBSOS. Throughout the ItR Waves 1 & 2 period,
Offerors are invited to provide feedback on the problem statement(s) by participating in
videoconference interactions (Invitation to Refine events), answering surveys, and other types of
activities facilitated by Canada, in order to help Canada, finalize the CBSOS.

Following Waves 1 & 2, the Final CBSOS is issued which includes the conditions outlining industry
participation, and mechanisms for evaluating proposed Solutions.
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Al1.3 Challenge-Based Standing Offer Solicitation Stages - Infographic

Robotic Process Automation: Solution

Challenge-Based Standing Offer Solicitation Stages >

Stage 3 Stage 4 Stage 5
ItR 1 Invitation to IR 2
One-on-One Qualify Draft CBSOS

Presentation (Optional) Final

Stage 2
Information
ebina

Stage 6
> (BSOS
Final

Stage7- | | Stages
€SS0S Closing Demonstration

¥

CBSOS Solution

A4

Stage 9 Stage 10 Stage 11
Notification of Offeror’s Technical Solution Standing
Selection Proposal Offer Award

Stage 1: Challenge-Based Standing Offer Solicitation - Initial

The Notice of Proposed Procurement (NPP) and Challenge-Based Standing Offer Solicitation - Initial is
published on Buyandsell.gc.ca.

Stage 2: Information Webinar

Offerors are invited to attend an Information Webinar. During the Information Webinar, Canada will
provide an overview of the approach, explain the Invitation to Refine (ItR) “waves”, and gather feedback
from industry on the proposed Solicitation process and evaluation framework.

Stage 3: Invitation to Refine (Wave 1)

During RPA Solution - Invitation to Refine (Wave 1) Offerors are invited to provide feedback on the
problem statement(s) and share their perspectives by participating in various interactive events
(videoconferences, group interactions, surveys and Offeror presentations) facilitated by Canada (in the
presence of all Offerors or “one-on-one”). Offeror’s feedback and presentations will not be scored nor
considered in the Solicitation evaluation process, ItR questions and answers will be documented. The
purpose of the ItR (Wave 1) is to help Canada finalize the Challenge-Based Standing Offer Solicitation. At
Canada’s discretion, additional ItRs events (in the presence of all Offerors or “one-on-one”) may be
scheduled for the same purpose as outlined above.

Stage 4: Invitation to Qualify (Optional)

Based upon the findings from ItR - Wave 1, Canada may invite Offerors to qualify. The objective of the
Invitation to Qualify stage is to establish a qualified pool of Offerors who understand the problem
statement(s) and could provide innovative Solutions. Canada will choose the most qualified Offerors for
pool formation, in accordance with Annex [X] - Invitation to Qualify - Basis of Qualification & Evaluation
Procedures.

(Note to Offerors: Provided Canada choose to qualify Offerors (Stage 4), Annex [X] - Invitation to Qualify
- Basis of Qualification & Evaluation Procedures, will be set out in an amendment to the Challenge-Based
Standing Offer Solicitation - Initial).

Stage 5: Invitation to Refine (Wave 2)
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During RPA Solution - Invitation to Refine (Wave 2) Offerors are invited to provide additional feedback
on the problem statement(s) and share their perspectives by participating in additional interactive
events facilitated by Canada (in the presence of all Offerors or “one-on-one”). Offeror’s feedback and
presentations will not be scored nor considered in the Solicitation evaluation process, ItR questions and
answers will be documented. The purpose of the ItR Wave 2 is to help Canada finalize the CBSOS.

(Note to Offerors: Provided Canada choose to qualify Offerors (Stage 4), the Invitation to Refine (Wave
2) will be limited to Offerors that have been selected to form the pool of qualified Offerors).

Stage 6: Challenge-Based Standing Offer Solicitation - Final

At Stage 6, based on observations during the ItR session(s), Canada will refine and issue the Final
Challenge-Based Standing Offer Solicitation, beginning Component 2 of the Solicitation process. ItR
participants will be invited to feedback sessions, designed to contribute to the improvement of the Agile
Procurement process (PP3.0) framework.

Stage 7: Solicitation Closing - Offer (Bid) Submission Form and Financial Offer Form

Offerors submit an Offer using Annex [X] - Offer (Bid) Submission Form and Attachment [X] - Financial
Offer Form. Unlike traditional procurement, Offerors are not required to provide a comprehensive
written technical offer at Offer Closing. Refer to the paragraph entitled Submission of Written
Documents by Offerors, of Section A3 - Offer Preparation Instructions, for information on the submission
of written documents by Offerors.

Stage 8: Demonstration

Offerors that are compliant with the mandatory procedural requirements and the Mandatory Financial
Evaluation Criteria described herein, are requested to make a demonstration.

Stage 9: Notification of Selection

The highest ranked Offerors following the Evaluation Procedures and Basis of Selection process (Section
A4 of the CBSOS), are notified (Notification of Selection) of Canada’s intent to award Standing Offers.

Stage 10: Technical Offer

Offerors notified of selection at Stage 9 of Canada’s intent to award Standing Offers are requested to
submit their Technical Offer. (Note to Offerors: Offeror’s Technical Offers are not to be provided at Offer
Closing, i.e., Stage 7.)

Stage 11: Standing Offer Award - WS 1 Call-ups (Proof of Concept)

Canada anticipates awarding multiple RPA Solution Standing Offers. At Standing Offer award, the
Standing Offer Authority may issue a Call-Up Instrument for WS 1 - Proof of Concept to the Offerors
holding a Standing Offer (Offer Holders), to develop, test, and evaluate selected Solutions in parallel.
The Proof of Concept development, testing, and evaluation phase has an expected duration of 2 or 3
months, and a maximum Total Estimated Cost of $25,000., exclusive of Applicable Taxes.

Al1.4 Work Segments (WS) - Standing Offer Call-ups
This infographic is a visual representation of the Statement of Challenge Work Segments, and
corresponding Work Segment Call-ups.
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Call-up(s)

Call-up(s) Call-up(s)

Professional Services
(Type 1)

‘ Professional Services Professional Services
\ (Type 1) (Type 1)
/ P 4
‘ Deployment gl Solution Improvements |JSSIll Solution Improvements

Deployment el Solution Improvements |G 2l Solution Improvement

Professional Services

Deployment

Solution Improvements

(Type 1)

WS 1 Call-ups - Proof of Concept

The Standing Offer Authority may issue WS 1 Call-ups - Proof of Concept, to develop, test, and evaluate
selected Solutions in parallel.

WS 2 Call-ups - Deployment
The Standing Offer Authority may issue WS 2 Call-ups to:

» deploy the Solution(s) on the Shared Services Canada’s operational environment and to;
> deploy the Solution(s) on one or more of its Client’s operational environment.

SSC is a federal government department that acts as a shared services organization. SSC may use
the Solution(s) resulting from the CBSOS to provide a Solution(s) to one or more of its Clients.
The initial lead client will be [insert Client name or TBD], and SSC may select other Clients to use
the Solution(s), for example, for further testing of the developed Solution. SSC’s Clients include
SSC itself, those government institutions for whom SSC’s services are mandatory, and those
other organizations for whom SSC’s services are optional and that choose to use those services
from time to time. In addition to the Government of Canada, SSC may also serve a government
of a province or municipality in Canada, a Canadian aid agency, a public health organization, an
intergovernmental organization, or a foreign government.

WS 3 Call-ups - Solution Improvements

The Standing Offer Authority may issue WS 3 Call-ups, for Solution(s) improvements.
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Al1.5 Call-ups - Professional Services (Type 1)

The Standing Offer Authority may issue Call-ups - Professional Services (Type 1) to require the Offeror to
provide any resource(s) listed in Attachment 1 - Statement of Challenge (SoC), section entitled Streams
of Professional Services.

Al1.6 Choice of Solutions

During the Proof of Concept phase various Solutions will be compared. Based on favorable testing and
evaluation results, from the Proof of Concept development, testing, and evaluation stage, Canada may
select Solution(s) to be Deployed (WS 2 Call-ups - Deployment). While the decision to issue WS 2 Call-
ups - Deployment is entirely within Canada’s discretion, it will do so in accordance with the Attachment
1 - Statement of Challenge paragraph, entitled Decision-Making Framework for Choosing Solution(s) to
be Deployed.

Following the selection of Solution(s) to be Deployed, Canada may, by sending written notice to the
Offeror, exercise its right, in its sole discretion, to suspend or set aside the Standing Offer for the
convenience of the Crown.

Al1.7 Financial Capability Assessment

At Standing Offer award, Canada may conduct a complete financial capability assessment of the Offeror.
Canada may request from the Offeror any financial information that Canada may require to conduct the
assessment, which may include, but is not limited to, audited financial statements, if available, or
unaudited financial statements (prepared by the Offeror’s outside accounting firm, if available, or
prepared in-house if no external statements have been prepared) for the Offeror’s last three fiscal years,
or for the years that the Offeror has been in business if this is less than three years. The financial
statements must include, at a minimum, the Balance Sheet, the Statement of Retained Earnings, the
Income Statement, and any notes to the statements.

Al1.8 Security Requirements
[Delete entire Sub-section if there are security requirements.] There are no Security Requirements
associated with this Solicitation.

[Delete entire Sub-section if there are no security requirements.] The following security requirements
must be met [ “by the date of Offer Closing” or “by the date of Standing Offer award” or “prior to
Canada issuing WS 1 Call-ups - Proof of Concept”].

[Insert Security Clearance Article(s) as determined with Technical Authority, CITS and PWGSC CISD.]
[Delete if N/A.] Attachment [X] - Security Requirements Check List refers.

[Delete if N/A.] In addition to these requirements, there are specific Client-driven security requirements
at one or more sites where the Work will be performed, which are detailed in Attachment [X] Annex [X]
Site-Specific Security Requirements.

(Note to Offerors: a finalized General Information section including all Annexes and Attachments will be
set out in the Final Challenge-Based Standing Offer Solicitation.)
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Section A2 - Offeror Instructions

A2.1 Standard Instructions, Clauses and Conditions

All instructions, clauses and conditions identified in the Challenge-Based Standing Offer Solicitation by
number, date and title are set out in the Standard Acquisition Clauses and Conditions (SACC) Manual
(https://buyandsell.gc.ca/policy-and-guidelines/standard-acquisition-clauses-and-conditions-manual)
issued by Public Works and Government Services.

Offerors who submit an Offer agree to be bound by the instructions, clauses and conditions of the
Challenge-Based Standing Offer Solicitation and accept the clauses and conditions of the resulting
Standing Offer.

A2.2 Standard Instructions

SACC 2006 (2020-05-28) Standard Instructions - Request for Standing Offers - Goods or Services —
Competitive Requirements are incorporated by reference into and form part of this CBSOS, and are
amended as follows:

a) Where “Request for Standing Offer (RFSO)” appears;

Delete: in its entirety

Insert: “Challenge-Based Standing Offer Solicitation (CBSOS)”

b) At section 03: Standard instructions, clauses, and conditions:

Delete: “Pursuant to the Department of Public Works and Government Services Act, S.C. 1996, c.16.”
c) At section 05: Submission of offers, subsection 4:

Delete: “Offers will remain open for acceptance for a period of not less than 60 days from the closing
date of the RFSO, unless specified otherwise in the RFSO.."

Insert: “Offers will remain open for acceptance for a period of not less than 180 days from the closing
date of the CBSOS, unless specified otherwise in the CBSOS.”

d) At section 08: Transmission by facsimile or by epost Connect:
Delete: in its entirety;

e) At section 09: Customs clearance:

Delete: in its entirety;

f) At section 13: Communications — solicitation period:

Delete: “To ensure the integrity of the competitive RFSO process, enquiries and other communications
regarding the RFSO must be directed only to the Standing Offer Authority identified in the RFSO. Failure
to comply with this requirement may result in the offer being declared non-responsive.”

Insert: Insert: “Point of Contact: To ensure the integrity of the Solicitation process, all enquiries
regarding this Solicitation must be directed only to the Point of Contact identified in the Solicitation.

The integrity of the Solicitation process cannot be guaranteed, when Offerors seeks to raise issues with
other departmental representatives; by that, potentially influencing the outcome of an active
procurement. As such, Offerors must not engage with any departmental representative other than the
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Point of Contact, to raise any issues. This will ensure that issues are raised and addressed in writing and
subsequently circulated to all Offerors.

While public servants (who may or may not be involved in this Solicitation) may engage in exchanges in
other fora, such as social media, Offerors relying on “found” information do so at their own risk.

The information exchanged between participants during the Invitation to Refine waves, will be
published in “What we Heard” reports on Buyandsell.gc.ca, on a timely basis.

Official information that is binding upon Canada will only be made available by the Point of Contact on
Buyandsell.gc.ca

Failure to comply with section 13: Communications — solicitation period may result in an Offer being
declared non-responsive.

g) At section 14, Price justification:

Delete: “In the event that the Offeror's offer is the sole responsive offer received, the Offeror must
provide, on Canada's request, one or more of the following price justification:”

Insert: “the Offeror must provide, on Canada's request, one or more of the following price
justification:”

All references contained within the SACC 2005 (2017-06-21), General Conditions - Standing Offers -
Goods or Services, to the Minister of Public Works and Government Services will be interpreted as a
reference to the Minister of Digital Government presiding over Shared Services Canada and all
references to the department of Public Works and Government Services will be interpreted as a
reference to Shared Services Canada.

A2.3  Consideration of Additional Terms

Acceptance of all the terms and conditions (T&Cs) contained in Part 6 - Standing Offer and Resulting
Contract Clauses (including those relating to software licensing and those incorporated by reference) is a
mandatory requirement of this Solicitation.

However, Offerors may propose no later than JUNE 30, 2021 at 15:00 additional T&Cs to Canada for
consideration. Requests for consideration of additional T&Cs that do not meet this time limit will not be
considered for inclusion in any Standing Offer and Resulting Contract Clauses.

Whether or not any proposed additional T&Cs are acceptable to Canada and subsequently included in
the Standing Offer and Resulting Contract Clauses is a matter solely within the discretion of Canada, and
will be determined in accordance with the following procedures.

A2.3.1. Offerors submit only to the Point of Contact, additional T&Cs that are proposed to
supplement the Standing Offer and Resulting Contract Clauses. Offerors should not submit a software
publisher’s full standard license terms (because full standard license terms generally contain provisions
that deal with more than simply how the software can be used; for example, they frequently deal with
issues such as limitation of liability or warranty, neither of which are software use terms).

A2.3.2 Canada will review the Offeror’s additional T&Cs, that are proposed to supplement the
Standing Offer and Resulting Contract Clauses, to determine if there are any proposed additional T&Cs
that are acceptable to Canada.
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A2.3.3 If Canada determines that there are proposed additional T&Cs that are acceptable to
Canada, the acceptable T&Cs will be included in the Standing Offer and Resulting Contract Clauses, of
the Final CBSOS released at Stage 6.

A2.3.4 If Canada determines that any proposed additional T&Cs are not acceptable to Canada,
Canada will notify the Offeror, in writing.

A2.4 Enquiries - Solicitation

Questions and comments about this Solicitation can be submitted in accordance with SACC 2006 (2020-
05-28) Standard Instructions - Request for Standing Offers - Goods or Services — Competitive
Requirements, section 13 Communication — solicitation period, there will be two (2) question periods, as
follows.

Question Period 1 (Wave 1 and 2): All enquiries are requested to be submitted in writing to the Point of
Contact no later than three (3) calendar days before the Information Webinar, and no later than three
(3) calendar days before each Invitation to Refine event. Enquiries received that do not meet this
condition may not be answered during the Information Webinar or during the Invitation to Refine event.

Question Period 2 (Invitation to Qualify - if applicable): All enquiries are requested to be submitted in
writing to the Point of Contact no later than five (5) calendar days before the Closing Date and Time of
the Invitation to Qualify. Enquiries received that do not meet this condition may not be answered before
the Closing Date and Time of the Invitation to Qualify. Enquiries received after that time will not be
answered.

Offerors should reference as accurately as possible the numbered item of the Solicitation to which the
enquiry relates. Care should be taken by Offerors to explain each question in sufficient detail to enable
Canada to provide an accurate answer. Technical enquiries that are of a proprietary nature are
requested to be clearly marked "proprietary" at each relevant item. ltems identified as “proprietary” will
be treated as such except where Canada determines that the enquiry is not of a proprietary nature.
Canada may edit the question(s) or may request that of the Offerors, so the proprietary nature of the
guestion(s) is eliminated, and the enquiry can be answered to all Offerors. Enquiries not submitted in a
form that can be distributed to all Offerors may not be answered by Canada.

A2.5 Point of Contact (PoC)
The Standing Offer Authority is the person designated by that title in the Solicitation, or by notice to the
Offerors, to act as Canada’s “Point of Contact” for all enquiries regarding the Solicitation process.

Name: Meghan MacKenzie

Department: Shared Services Canada
Address: 180 Kent Street, Ottawa, ON K1G 4A8
Telephone Number: 343-571-3953

Email Address: coeaip-ceaan@ssc-spc.gc.ca

A2.6 Offeror’s Information Webinar
An optional Offeror’s Information Webinar will be held on the following dates and times:

a) The English-language webinar will be held on June 7, 2021 at 13:00 EDT

Join the Microsoft Teams Meeting here:
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Microsoft Teams Meeting

Join on your computer or mobile app.

Click Here to Join the Meeting

Or call in (audio only)

Phone Conference Number: +1 343-803-4324 Ottawa, Canada
Phone Conference ID: 624 585 391 #

b) The French-language webinar will be held on June 7, 2021 at 14:00 EDT
Join the Microsoft Teams Meeting here:

Microsoft Teams Meeting

Join on your computer or mobile app.

Click Here to Join the Meeting

Or call in (audio only)

Phone Conference Number: +1 343-803-4324 Ottawa, Canada
Phone Conference ID: 743 271 246 #

The scope of the Requirement outlined in this CBSOS will be reviewed during the Information Webinar
and questions will be answered. It is recommended that Offerors who intend to submit an Offer
participate in one of the Information Webinars. Offerors who do not attend an Information Webinar will
not be prohibited from submitting an Offer. Information Webinar questions and answers will be
documented. Based on the feedback received during the Information Webinar, Canada may refine and
amend, or reissue the Solicitation.

At Canada’s discretion, additional Information Webinars may be scheduled for the same purpose as
outlined above, logistical details will be published as an amendment to the CBSOS.

For reference purposes Offeror’s Information Webinars are recorded.

A2.7 Invitation to Refine (ItoR)
Invitation to Refine Waves

-/

Overview of the Approach

Feedback on Problem Statement(s),
Challenges, Minimum Viable
Requiremeents and Personas

Additional Waves as Required

Feedback on the Draft CBSOS

Understanding What the Market has to
Offer

Offerors will be invited to provide feedback on the problem statement(s) and share their perspectives by
participating in various interactive events (videoconferences, group interactions, surveys) facilitated by
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Canada (in the presence of all Offerors or “one-on-one”). Offerors may be invited to make a 10 - minute
presentation of their Solution, explaining how their Solution could resolve the problem statement(s).

Offerors are requested to confirm their intention to participate in ItR events in accordance with
paragraph entitled Registration for Invitation to Refine Events.

A2.7.1 Current ItR Events Schedule
> ItR - Wave 1:June 9, 2021 to June 23, 2021

R/

% To participate in ItR - Wave 1 Offerors should confirm their intention to participate no later
than June 8, 2021 at 15:00 EDT.

> ItR - Wave 2: [To be Determined] to [To be Determined]

Following receipt of their intentions to participate, the PoC will email an official invitation including
logistical details to Registrants.

Offeror’s feedback and presentations will not be scored nor considered in the Solicitation evaluation
process, ItR questions and answers will be documented. The purpose of the ItR is to help Canada finalize
the CBSOS. At Canada’s discretion, additional ItRs events (in the presence of all Offerors or “one-on-
one”) may be scheduled for the same purpose as outlined above.

(Note to Offerors: Based upon the findings from ItR - Wave 1, Canada may choose to qualify Offerors
(Stage 4). In the event that Canada chooses to qualify Offerors, the Invitation to Refine Wave 2 will be
limited to Offerors that have been selected to form the pool of qualified Offerors).

A2.7.2 Registration for Invitation to Refine Events

Offerors are requested to confirm their intention to participate in the Invitation to Refine events by
sending an email to PoC at: coeaip-ceaan@ssc-spc.gc.ca

To participate in the ItR - Wave 1 events, Offerors should register no later than June 8, 2021 at 15:00
EDT and to participate in the ItR - Wave 2, three (3) calendar days prior to the beginning of Wave 2 as
noted in the paragraph entitled Current ItR Events Schedule. Offerors may end their participation at
anytime.

Offerors are requested to include in the confirmation of their intention to participate in the Invitation to
Refine events, the following:

» name of the Organization;

» name of each of the Organization’s Representatives who will be attending the ItR events;

» email address of each of the Organization’s Representatives who will be attending the ItR events;
> an Official Language preference.

The “rules of engagement” for the ItR events will be presented to Offerors during the Information
Webinar. By participating in the ItR events (Waves 1 & 2), Offeror’s consent to these rules of
engagement.
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A2.8 Window of Opportunity for Underrepresented Groups (URG) including Small and Medium
Enterprises (SMEs)

Under Agile Procurement Process 3.0, Underrepresented Groups and Small and Medium Enterprises are
invited to network with industry and government through participatory processes, e.g., Webinars, and
Invitation to Refine events.

The primary goals of these participatory processes are:

> to create opportunities for URGs and SMEs to achieve active participation in the Solicitation
process;

to be “seen” by industry participants;

to help URGs and SMEs identify shared interest, creative and innovative ideas;

to forge possible alliances with other industry members participating in the Solicitation process;
to create opportunities for URGs and SMEs to participate as “Offerors” in the Solicitation process.
Mechanism for participation beyond the Invitation to Refine wave, will be specified in the Final CBSOS.

YV VY

A2.9 Applicable Laws
Any resulting Standing Offer must be interpreted and governed, and the relations between the parties
determined, by the laws in force in province of Ontario, Canada.

Offerors may, at their discretion, substitute the applicable laws of a Canadian province or territory of
their choice without affecting the validity of their Offer, by inserting the name of the Canadian province
or territory of their choice in Annex [X] - Offer (Bid) Submission Form. If no change is made, the Offeror
acknowledges that the applicable laws specified are acceptable to the Offeror.

A2.10 Trade Agreements

This Solicitation is subject to the provisions of the following trade agreement(s):

Canadian Free Trade Agreement | Canada-Chile Free Trade Comprehensive and Progressive
(CFTA) Agreement Agreement for Trans-Pacific
Canada-Colombia Free Trade Canada-European Union Partnership (CPTPP)
Agreement Comprehensive Economic and Canada-Honduras Free Trade
Canada-Korea Free Trade Trade Agreement (CETA) Agreement
Agreement Canada-Panama Free Trade Canada-Peru Free Trade
Canada-Ukraine Free Trade Agreement Agreement
Agreement World Trade Organization -

Agreement on Government

Procurement (WTO-GPA)

A2.11 Certifications Precedent to Standing Offer Award and Additional Information

The certifications and additional information should be submitted using Annex [X] - Offer (Bid)
Submission Form. If any of the required certifications or additional information is not complete and
submitted as requested, the PoC will inform the Offeror, by sending a written notice of a time frame
within which to comply with the request. Failure to comply with the request within the time frame
specified, will render the Offer non-responsive.

The certifications provided by Offerors to Canada are always subject to verification by Canada. Unless
specified otherwise, Canada will declare an Offer non-responsive, or will declare a Contractor in default
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if any certification made by an Offeror is found to be untrue, whether made knowingly or unknowingly,
whether in its Offer, during the Offer evaluation period, or during the Standing Offer period.

The PoC will have the right, by sending a written notice to the Offeror at any time, to request additional
information to verify the Offeror’s certifications. Failure to comply with this request will render the Offer
non-compliant or will constitute a default under any Call-up that may be issued as a result of the
Solicitation process.

(Note to Offerors: a finalized Offeror Instruction section will be set out in the Final Challenge-Based
Standing Offer Solicitation.)
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Section A3 - Offer Preparation Instructions
(Note to Offerors: a finalized Offer Preparation Instructions section will be set out in the Final Challenge-
Based Standing Offer Solicitation.)
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Section A4 - Evaluation Procedures and Basis of Selection
(Note to Offerors: a finalized Evaluation Procedures and Basis of Selection section will be set out in the
Final Challenge-Based Standing Offer Solicitation.)
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PART B — STANDING OFFER

(Note to Offerors: the Standing Offer and Resulting Contract Clauses will be customized in accordance
with the Final Challenge-Based Standing Offer Solicitation prior to Standing Offer award.)

STANDING OFFER

(Note to Offerors: The following terms and conditions are intended to form the basis of any Standing
Offer(s) resulting from this Challenge-Based Standing Offer Solicitation. Except where specifically set out
in the Standing Offer terms and conditions, acceptance by Offerors of all the terms and conditions is a
mandatory requirement of this Solicitation.

No modification to the Standing Offer terms and conditions included in the Offeror’s Offer will apply to
the resulting Standing Offer, even though the Offer may become part of the resulting Standing Offer.

No alternative licensing conditions for licensed software included in the Offeror’s Offer, or any terms
and conditions in the Offeror’s Offer with respect to limitations on liability, or any terms and conditions
incorporated into the Offeror’s Offer by reference, will apply to the resulting Standing Offer, even
though the Offer may become part of the resulting Standing Offer. Additional terms and conditions;
including alternative licensing conditions for licensed software, approved by Canada (if any), are only
binding on Canada if they have been included in the resulting Standing Offer at the paragraph entitled
Additional Terms and Conditions - Approved by Canada.

Offerors submitting Offers containing statements implying that the Offer is conditional on modification
to these Standing Offer terms and conditions (including all documents incorporated into the Standing
Offer by reference) or containing terms and conditions that purport to supersede these Standing Offer
terms and conditions will be considered non-responsive. As a result, Offerors with concerns regarding
the Standing Offer terms and conditions should raise those concerns in accordance with the paragraph
entitled Enquiries - Solicitation of the CBSOS.)

B1 Offer

The Offeror offers to fulfil the Requirement(s) in accordance with Attachment [X] - Statement of
Challenge.

B2 Series of Standing Offers

The Offeror acknowledges that this Standing Offer is one of a series of [insert #] Standing Offers
awarded as a result of the Challenge-Based Standing Offer Solicitation, issued by Shared Services Canada
on [insert release date] under Solicitation No. [insert #].

The award of this Standing Offer begins Work Segment 1 of the overall [Insert Name of Project e.g., SSC
Challenge 1] initiative described in the Solicitation.

Throughout Work Segment 1 (the Proof of Concept phase), awarded Standing Offers will be utilized
concurrently, forming a procurement ecosystem.

The Proof of Concept phase has an expected duration of [insert #] months.

Canada will advise all Offerors, at the end of the Proof of Concept phase, of its intention to proceed to
Work Segment 2 - Deployment.
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B3 Standing Offer Award and Work Segment 1 Call-ups - Proof of Concept

Together with Standing Offer award, the Standing Offer Authority may issue Work Segment 1 Call-ups -
Proof of Concept, to develop, test, and evaluate the Solution.

B3.1 Work Segment 1 Call-ups - Proof of Concept

The Offeror must deliver the [insert name of Solution] Proof of Concept and perform all the Work in
accordance with the terms and conditions of any Work Segment 1 Call-ups, this Standing Offer, including
Attachment [X] - Statement of Challenge (SoC), and the Contractor's Technical Offer entitled [insert
name of Offer], dated [insert date], and in accordance with the prices set out in the Attachment [X] -
Basis of Payment.

B3.1.1 Fairness and Transparency Platform - RPA Solution

To ensure procedural fairness, the following will be implemented.

B3.1.2 Incremental Testing Process - RPA Solution

Based on template provided by Canada, each RPA Solution Offeror will produce a Test Plan, and
demonstrate that their Solution satisfies the Minimum Viable Requirements. (Refer to Statement of
Challenge paragraph entitled [insert paragraph name].)

During the Refinement Iteration(s) of the Proof of Concept phase (refer to Statement of Challenge
paragraph entitle [insert paragraph name]), Canada will test the Proof of Concept(s), give feedback and
provide the RPA Solution Offeror with opportunities to improve their Solution. There could be up to
[insert #] Refinement lterations.

B3.1.3 Canada’s Commitment(s) During Work Segment 1

» Throughout Work Segment 1, Canada commits to sharing any information material to the choice
of the Solution to be deployed, in a timely and equal manner, with all RPA Solution Offerors
participating in the procurement ecosystem.

» Throughout Work Segment 1, Canada commits to disclose any Non-compulsory Additional
Functionalities, that Canada has become aware of and interested in exploring, in a timely and
equal manner, to all RPA Solution Offerors participating in the procurement ecosystem.

B3.1.4 Value for Money

Canada reserves the right, in its sole discretion, to add “found” Non-compulsory Additional
Functionalities to the Solution. The RPA Solution Offeror will be responsible for demonstrating value for
money in accordance with the paragraph entitled Customizable Pricing Model, for any Non-compulsory
Additional Functionality Canada chooses to add to the Solution.

Canada may contract an independent expert to validate and advise Canada on the Solution’s pricing
components including “found” Non-compulsory Additional Functionality to the Solution. The
independent expert’s findings will be made available to the specific RPA Solution Offeror.

B3.1.5 Choice of the Solution(s) to be Deployed (Work Segment 2)

Canada will, in a timely and equal manner, inform all RPA Solution Offerors in the procurement
ecosystem of which Solution(s) is to be Deployed (Work Segment 2).
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Following the selection of Solution(s) to be Deployed, Canada may, by sending written notice to the
Offeror, exercise its right, in its sole discretion, to suspend or set aside the Standing Offer for the
convenience of the Crown.

B4 Work Segments - Standing Offer Call-ups
The following Work Segments (WS) and associated Call-ups are available to Canada under this Standing
Offer.

» WS 1 Call-ups - Proof of Concept

» WS 2 Call-ups - Deployment

» WS 3 Call-ups - Solution Improvements; and
> Call-ups - Professional Services (Type 1)

The prices for Call-ups exercised 24 months after the date of Standing Offer award, and at the request of
the Offeror, will be adjusted in accordance with the paragraph entitled Price Adjustment Mechanism.
WS 2 Call-ups - Deployment do not include improvements to the Solution after the Solution has received
approval to deploy (WS 1). If Canada wishes to refine the Solution after WS 1, Canada will issue WS 3
Call-ups for Solution Improvements, as described herein.

B4.1 WS 1 Call-ups - Proof of Concept

The Standing Offer Authority may issue WS 1 Call-ups - Proof of Concept, to develop, test, and evaluate
the Offeror’s Solution, in accordance with the paragraph entitled Standing Offer Award and WS 1 Call-
ups - Proof of Concept.

B4.2 WS 2 Call-ups - Deployment of the [insert name of Solution] Solution on Shared
Services Canada’s Operational Environment

The Standing Offer Authority may issue WS 2 Call-ups to require the Offeror to deploy the [insert name
of Solution] Solution on Shared Services Canada’s Operational Environment in accordance with the
terms and conditions of this Standing Offer, including Attachment [X] - Statement of Challenge, and in
accordance with the prices set out in Attachment [X] - Basis of Payment.

While the decision to issue WS 2 Call-ups is entirely within Canada’s discretion, if Canada chooses to
issue WS 2 Call-ups, it [either insert "may” or “will”] do so in accordance with the [for example:
“Attachment [X] - Statement of Challenge paragraph, entitled Decision-Making Framework for Choosing
Solution(s) to be Deployed”].

Canada anticipates selecting [insert #] Offeror(s) to proceed with the Deployment of the [Insert name of
Solution] Solution on Shared Services Canada’s Operational Environment. However, Canada may in its
discretion, issue WS 2 Call-ups to other Offerors at any time prior to the expiry date of the Standing
Offer.

WS 2 has an expected duration of [insert #] months.
B4.2.1 WS 2 Call-ups: Deployment on Additional Client’s Operational Environments

The Standing Offer Authority may issue WS 2 Call-ups to require the Offeror to deploy the [insert name
of Solution] Solution on Additional Client’s Operational Environments, in accordance with the terms and
conditions of this Standing Offer, including Attachment [X] - Statement of Challenge, and in accordance
with the prices set out in Attachment [X] - Basis of Payment.
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SSC’s “Clients” include SSC itself, those government institutions for whom SSC’s services are mandatory,
and those other organizations for whom SSC'’s services are optional and that choose to use those
services from time to time. In addition to the Government of Canada, SSC may also serve a government
of a province or municipality in Canada, a Canadian aid agency, a public health organization, an
intergovernmental organization, or a foreign government.

In deploying the Solution for additional Clients, there are potential “economies of scale” that may be
realized, and that may reduce the Offeror’s costs of performing the Work; consequently, a “price
reduction” of the prices set out Attachment [X] - Basis of Payment, may be a factor considered by
Canada in its decision to issue WS 2 Call-ups for Deployment on Additional Client’s Operational
Environments.

The Offeror acknowledges that Canada, prior to issuing WS 2 Call-ups, may request a price reduction to
the prices set out in Attachment [X] - Basis of Payment, based on economies of scale. The Standing
Offering Authority may request the Offeror submit a price breakdown showing, if applicable, the cost of
direct labour, direct materials, purchased items, engineering and plant overheads, general and
administrative overhead, transportation, markup, and any other supporting documentation.

The Standing Offering Authority may issue WS 2 Call-ups for Deployment on Additional Client’s
Operational Environments, at any time after issuing WS 2 Call-ups - Deployment on Shared Services
Canada’s Operational Environment.

For administrative purposes only, the Standing Offering Authority, Technical Authority, and Offeror's
Representative under WS 2 Call-ups for Deployment on Additional Client’s Operational Environments,
will be determined by SSC’s Client and the Offeror. The responsibilities of all Authorities, as specified
under the Standing Offer, are transferred to those Authorities listed in the WS 2 Call-up Instrument.

B4.3 WS 3 Call-ups - Solution Improvements

Where the technological context renders available technological, administrative, commercial, or other
types of “improvements” to the Solution that better resolve the problem(s) described in Attachment [X]
- Statement of Challenge, the Standing Offer Authority may issue WS 3 Call-ups to require the Offeror to
provide those improvements in accordance with the terms and conditions of this Standing Offer
including Attachment [X] - Statement of Challenge, and in accordance with the paragraph entitled Basis
of Payment - Solution Improvements.

B4.4 Call-ups - Professional Services

The Standing Offer Authority may issue Call-ups — Professional Services to require the Offeror to provide
any resource(s) listed in Attachment [X] - Statement of Challenge (SoC), paragraph entitled, Professional
Services.

B4.4.1 SACC M3020C (2016-01-28): Status of Availability of Resources - Standing Offer
Is incorporated into the CBSOS by reference.

B5 Call-up Instrument and Procedures
B5.1 Call-up Instrument

The Work will be authorized or confirmed by the Standing Offer Authority using the duly completed Call-
up Instrument - Attachment [X] which shall contain at a minimum the following information:
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standing offer number;

statement that incorporates the terms and conditions of the Standing Offer;

description and unit price for each line item;

total value of the call-up;

point of delivery;

confirmation that funds are available under section 32 of the Financial Administration Act;
confirmation that the user is an Identified User under the Standing Offer with authority to enter
into a contract.

YV VVVVYY

(Note to Offerors: the Call-up Instrument - Attachment [X], will be set out in the Final Challenge-Based
Standing Offer Solicitation.)

B5.2 Call-up Procedures

The Project Authority will provide the Offeror with a description of the Work to be performed under the
Standing Offer; in accordance with the terms and conditions of the Standing Offer, including Attachment
[X] - Statement of Challenge, in sufficient detail to enable the Offeror to establish a Firm Price for the
Work.

The Offeror will submit a “Schedule of Costs” table with supporting details to the Project Authority in
order to establish a Firm Price for the Work.

The Firm Price will be established in accordance with Attachment [X] - Basis of Payment, and where
warranted and deemed appropriate by the Project Authority;

i) travel and living expenses as applicable will be calculated in accordance with current
Treasury Board Travel Directives, with no allowance for profit or overhead; and where warranted and
deemed appropriate by the Project Authority;

i) other eligible costs not included in Attachment [X] - Basis of Payment, at direct cost with
no allowance for profit or overhead.

The Work will be for a Firm Price; however, whenever the Work cannot be well defined, in lieu of a Firm
Price, the Project Authority may pre-authorize a time rate payment, i.e., per diem rates, in accordance
with the Professional Services (Type 1) of Attachment [X] - Basis of Payment.

Authorization to proceed with the Work will be made by the issuance of a Call-up Instrument duly
signed by the Standing Offer Authority and the Project Authority.

B5.3 Limitation of Call-ups

Individual Call-ups against the Standing Offer must not exceed $ [insert amount] (Applicable Taxes
included).

B6 Allocation of Standing Offer Call-ups Methods

(Note to Offerors: the Allocation of Standing Offer Call-ups Methods, will be set out in the Final
Challenge-Based Standing Offer Solicitation.)

B7 Standing Offer Reporting - Standing Offer Holders
The Offeror must compile and maintain records on its provision of goods, services or both to Canada

under Call-ups resulting from the Standing Offer. Whether or not the Offeror’s Standing Offer usage
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reports are acceptable to Canada, is determined entirely within the discretion of Canada. If Canada
determines that the Offeror’s reports do provide sufficient data, the PoC will, by sending a written
notice to the Offeror, request that the Offeror correct their usage reports within any time specified in
the notice.

The Offeror must provide this data in accordance with the reporting requirements detailed herein. If no
goods or services are provided during a given period, the Offeror must still provide a "NIL" report.
Canada reserves the right to change the "NIL" reporting procedure at any time.

The data must be submitted on a quarterly basis, no later than 15 calendar days after the end of the
quarterly report period. The quarterly reporting periods are defined as follows:

Quarterly Reporting Periods

Quarter Period Covered Due on or Before
1st April 1 to June 30 July 15th

2nd July 1 to September 30 October 15th
3rd October 1 to December 31 January 15th

4th January 1 to March 31 April 15th

Failure to provide fully completed reports in accordance with the above instructions may result in the
setting aside of the Standing Offer.

B8 Additions to the Standing Offer Holders List

Subsequent to the establishment of the Standing Offer Holders List, and throughout the period of the
Standing Offer, Canada may, in its sole discretion, and at any point during the Standing Offer validity
period, re-post the CBSOS on Buyandsell.gc.ca.

This would permit additional Vendors/Firms to qualify and to be added to the Standing Offer Holders
List, and to allow existing Standing Offer Holders to submit proposals to modify their existing Standing
Offer.

Offers will be subject to the same qualification requirements as those required in the original CBSOS,
Solicitation No.: [insert CBSOS Solicitation #].

Note: No existing Standing Offer Holder will be removed from the Standing Offer Holders List as a result
of the addition of any newly qualified Offerors; however, the ranking of the Standing Offer Holders may
be adjusted accordingly, as a result of the addition of newly qualified Offerors.

B9 Suspension or Set Aside of Standing Offer by Canada
Canada may, by sending written notice to the Offeror, exercise its right, in its sole discretion, to suspend
or set aside the Standing Offer for the convenience of the Crown.

Suspension or set aside of the SO will not affect the right of Canada to pursue other remedies or
measures that may be available. It will not, on its own, affect any Call-up entered into before the
issuance of the notice. The Standing Offer Authority will however remove the Offeror from the list of
Standing Offer Holders eligible to receive Call-ups under this SO. The Offeror will not be able to submit
another Offer, and the Offeror will not be allowed to submit a new Offer for consideration until the
requirement is re-competed.
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B10  Standing Offers Reporting - Standing Offer Users

(Note to Offerors: the Standing Offer Reporting - Standing Offer Users provisions will be set out in the
Final Challenge-Based Standing Offer Solicitation.)

B11 Standard Clauses and Conditions

All clauses and conditions identified in the Standing Offer by number, date and title are set out in the
Standard Acquisition Clauses and Conditions (SACC) Manual (https://buyandsell.gc.ca/policy-and-
guidelines/standard-acquisition-clauses-and-conditions-manual) issued by Public Works and
Government Services Canada (PWGSC.)

B11.1 General Conditions
The following General Condition is incorporated by reference.

SACC 2005 (2017-06-21), General Conditions - Standing Offers - Goods or Services, apply to and form
part of this Standing Offer.

[Delete entire Article if there are no approved additional terms and conditions.] B11.2 Additional
Terms and Conditions - Approved by Canada

The Offeror acknowledges that the additional terms and conditions specifically set out in this paragraph
have been approved by Canada, and that no additional terms and conditions included in the Offeror’s
Offer, or any terms and conditions incorporated into the Offeror’s Offer by reference, will be binding
upon Canada; even though the Offer may become part of the Standing Offer, unless they have been
listed in the following paragraph.

B11.2.1 [Insert if there are approved additional terms and conditions.] Approved (in accordance with the
paragraph entitled Consideration of Additional Terms of the CBS) additional terms:

B12 Security Requirements
[Delete entire Sub-section if there are security requirements.] There are no Security Requirements
associated with this Solicitation.

[Delete entire Sub-section if there are no security requirements.] The following security requirements
must be met [ “by the date of Offer Closing” or “by the date of Standing Offer award” or “prior to
Canada issuing any Call-up Instrument against the Standing Offer”].

[Insert Security Clearance Article(s) as determined with Technical Authority, CITS and PWGSC CISD.]
[Delete if N/A.] Attachment [X] - Security Requirements Check List refers.

[Delete if N/A.] In addition to these requirements, there are specific Client-driven security requirements
at one or more sites where the Work will be performed, which are detailed in Attachment [X] Annex [X]
Site-Specific Security Requirements.

B13  On-going Supply Chain Integrity (SClI) Process

The Parties agree that a Supply Chain Integrity Process assessment was a key component of the
Solicitation process. In connection with that assessment process, Canada assessed the Offeror’s Supply
Chain Security Information (SCSI) without identifying any security concerns.

The Parties also acknowledges that security is a critical consideration for Canada with respect to this
Standing Offer and that on-going assessment of SCSI will be required throughout the Standing Offer
period.
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Canada reserves the right to conduct a complete independent security assessment of all (existing or
new) SCSI. The Offeror must if requested by the Standing Offer Authority; within the time frame
specified in the written notice, provide any information that Canada requires, to perform its
assessments in accordance with the terms and conditions of this Standing Offer, including Attachment
[X] - Supply Chain Integrity (SCI) Process.

B14 Data Ownership and Sovereignty

The Parties agree that neither the operation of the Solution nor the provision of Operational Support
and Maintenance Services, for the Solution, requires the Offeror at any time to access the content
transmitted by Canada using the Solution. The Offeror acknowledges that:

(a) it, its employees, representatives, and agents are prohibited from accessing the content
transmitted by the Solution at any time without the written consent of the Standing Offer Authority; and

(b) it is prohibited from permitting any third party to access the content transmitted by the Solution
at any time without the written consent of the Standing Offer Authority.

The Offeror agrees that, although it may access the Solution remotely, it must do so only from locations
within Canada and the Offeror agrees to segregate its network or access to its network in all ways
required in order to ensure that no person outside the geographic boundaries of Canada is capable of
accessing the Solution remotely using the Offeror’s infrastructure. The Offeror acknowledges that
Canada may audit compliance with this provision and agrees to provide access to its premises and
systems during normal business hours to allow Canada or its representatives to conduct any such audit.

B15 Term of Standing Offer
B15.1 Period of the Standing Offer

The period of the Standing Offer is from award date until such time as Canada chooses to re-compete
the Standing Offer, no longer deems the Standing Offer necessary, or proceeds with a different
procurement vehicle.

Canada may, by notice in writing to all Standing Offer Holders and by posting on Buyandsell.gc.ca, cancel
this Standing Offer by giving all Standing Offer Holders at least 30 calendar days’ notice of the
cancellation.

B15.2 Changes to the Standing Offer (Evergreen Clause)

As a result of the Standing Offer being perpetual, from time to time, SSC may also amend any part of the
Standing Offer as a result of but not limited to; a policy notification, legislation, or procedural change.
Any such change will not affect existing contracts in place prior to the date of change. Notification of
such change will be sent to Standing Offer Holder via a generic email. Should a Standing Offer Holder not
agree with such modifications, and no longer wishes to be considered for requirements issued under the
Standing Offer framework as a result of the changes, the Standing Offer Holder will notify the Standing
Offer Authority and this Standing Offer Holder will no longer be on the list of Standing Offer Holders.

B15.3 Delivery Points

Delivery will be made to delivery point(s) specified at Attachment [X] - Statement of Challenge.
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B16  Authorities

B16.1 Standing Offer Authority

The Standing Offer Authority for the Contract is:

(Note to Offerors: this information will be completed at Standing Offer award.)

The Standing Offer Authority is responsible for the management of the Standing Offer and any changes
to the Standing Offer must be authorized in writing by the Standing Offer Authority. The Offeror must
not perform Work in excess of or outside the scope of the Standing Offer based on verbal or written
requests or instructions from anybody other than the Standing Offer Authority.

B16.2 Project Authority
The Project Authority for the Standing Offer is:
(Note to Offerors: this information will be completed at Standing Offer award.)

The Project Authority is responsible for all matters concerning the technical content of the Work under
the Standing Offer. Technical matters may be discussed with the Technical Authority; however, the
Technical Authority has no authority to authorize changes to the scope of the Work. Changes to the
scope of the Work can only be made through a Standing Offer amendment issued by the Standing Offer
Authority.

B16.3 Offeror’s Representative
(Note to Offerors: this information will be completed at Standing Offer award.)

[insert Representative’s name] has been appointed as the representative for the
Offeror and has full authority to act as agent for the Offeror regarding all matters relating to the
Standing Offer.

[Delete entire Article if not a Joint Venture Offeror.] B16.4 Joint Venture

(Note to Offerors: this paragraph will be deleted if the Offeror awarded the Standing Offer is not a Joint
Venture. If the Offeror is a Joint Venture, this clause will be completed with information provided in the
Offeror’s Offer.)

a. The Offeror confirms that the name of the Joint Venture is and that it is
comprised of the following members: [List all the Joint Venture members named in the Offeror’s original
proposal].

b. With respect to the relationship among the members of the Joint Venture Offeror, each
member agrees, represents and warrants (as applicable) that:

i has been appointed as the "representative" for the Joint Venture Offeror and
has full authority to act as agent for each member regarding all matters relating to the Offer;

ii. by giving notice to the representative, Canada will be considered to have given notice to all the
members of the Joint Venture Offeror; and

iii. all payments made by Canada to the representative will act as a release by all the members.
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C. All the members agree that Canada may terminate the Offer in its discretion if there is a dispute
among the members that, in Canada's opinion, affects the performance of the Work in any way.

d. All the members are jointly and severally or solidarily liable for the performance of the entire
Offer.
e. The Offeror acknowledges that any change in the membership of the Joint Venture (i.e., a

change in the number of members or the substitution of another legal entity for an existing member)
constitutes an assignment and is subject to the assignment terms and conditions of the General
Conditions.

f. The Offeror acknowledges that all security and controlled goods requirements in the Offer, if
any, apply to each member of the Joint Venture Offeror.

B17 Identified Users

The Identified Users authorized to make call-ups against the Standing Offer include any government
department, agency or Crown Corporation listed in Schedules |, 1.1, II, lll, IV and V of the Financial
Administration Act, R.S.C. 1985, c. F-11.

B18 Price Adjustment Mechanism

At the request of the Offeror, the prices for Call-ups issued 24 months after the date of Standing Offer
award, will be adjusted in accordance with the following Price Adjustment Mechanism.

The prices will be adjusted to account for inflation according to Table 18-10-0004-01 Consumer Price
Index, monthly, not seasonally adjusted, All-items, Canada

New Price = Initial Price * (1 + (CPI exercise date of the Option-CPI at the Standing Offer award)
CPI at Standing Offer award

For example:

The initial price for a Requirement - Work Segment 2 Call-ups is S 1000.

Standing Offer award March 31, 2019.

A Work Segment 3 Call-up for a deployment requirement on additional Client’s operational environment
is issued on June 2, 2021.

CPI for March 2019 = 134 (hypothetical value)

CPI for May 2021 = 136

The new price = 1000 * (1+ (136-134) / 134) =$1,014.93

B19 Exchange Rate Fluctuation

Canada assumes some of the risks and benefits of exchange rate fluctuation. The exchange rate
fluctuation amount is determined in accordance with the provision of this Article.

(a) From Standing Offer award to invoice payment(s), if raised by Canada or the Offeror, Canada will
adjust the price(s); as specified in Attachment [X] - Basis of Payment, to reflect the exchange rate
fluctuation, in Canadian dollars (CAD), if the exchange rate fluctuation is greater than 8% (increase or
decrease) from the date of Standing Offer award. If either of the aforementioned dates fall on a
Saturday, Sunday or statutory holiday (non Federal Government Working Days), Canada will calculate
the rate using the previous workday. The exchange rate adjustment amount will be calculated in
accordance with the following formula:
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adjustment = price(s) at standing offer award X (exchange rate for adjustment - initial exchange rate) /
exchange rate for adjustment

(b) The initial exchange rate (CAD) is set as the daily average rate as published by the Bank of
Canada on the Offer Closing date.

(c) Canada reserves the right to audit any price adjustments in accordance with the Accounts and
audit provisions of the SACC 2035 (2020-05-28), General Conditions - Higher Complexity - Services.

(d) This clause will only apply to the goods and services directly impacted by the exchange rate e.g.,
hardware, software, and certain operational maintenance and support services.

B20 Financial Limitation Total

The total cost to Canada resulting from Call-ups against the Standing Offer must not exceed the sum of S
[insert S amount] (Applicable Taxes excluded) unless otherwise authorized in writing by the Standing
Offer Authority. The Offeror must not perform any Work or services or supply any articles in response to
Call-ups which would cause the total cost to Canada to exceed the said sum, unless an increase is so
authorized.

The Offeror must notify the Standing Offer Authority as to the adequacy of this sum when 75 percent of
this amount has been committed, or four months before the expiry date of the Standing Offer,
whichever comes first. However, if at any time, the Offeror considers that the said sum may be
exceeded, the Offeror must promptly notify the Standing Offer Authority.

B21 Direct Request by Customer Department

SACC A9117C (2007-11-30), T1204 - Direct Request by Customer Department
Is incorporated into the CBSOS by reference.

B22 Taxes - Foreign-based Contractor

[Use the following clause in Standing Offers when an Offer may be received from a foreign-based
contractor.]

SACC C2000C (insert date), Taxes - Foreign-based Contractor
Is incorporated into the CBSOS by reference.
B23 Certifications of Compliance

Compliance with the Certifications provided by the Offeror is a condition of authorization of the
Standing Offer and subject to verification by Canada during the entire period of the Standing Offer
and of any resulting Contract that would continue beyond the period of the Standing Offer. In the
event that the Offeror does not comply with any certification or that it is determined that any
certification made by the Offeror in its Offer is untrue, whether made knowingly or unknowingly, the
Standing Offer Authority has the right to terminate any resulting Contract for default and set aside
the Standing Offer.

B24 Applicable Laws

The Offeror must be interpreted and governed, and the relations between the parties determined, by
the laws in force in . (Note to Offerors: this information will be completed at Standing
Offer award.)
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B25 Foreign Nationals

[Use the following clause in Standing Offers for goods and services with a Canadian Offeror where there
could be a need for the Offeror to hire foreign nationals (i.e., non-Canadians or non-permanent
residents) to work in Canada.}

SACC A2000C (insert date) Foreign Nationals (Canadian Contractor)
Is incorporated into the CBSOS by reference.
Or

[Use the following clause in Standing Offers for goods and services with a foreign Offertor where there
could be a need for the Offeror to hire foreign nationals (i.e., non-Canadians or non-permanent
residents) to work in Canada.]

SACC A2001C (insert date) Foreign Nationals (Foreign Contractor)
Is incorporated into the CBSOS by reference.
B26 Insurance — No Specific Requirement

The Offeror is responsible for deciding if insurance coverage is necessary to fulfill its obligation under
the Standing Offer and to ensure compliance with any applicable law. Any insurance acquired or
maintained by the Offeror is at its own expense and for its own benefit and protection. It does not
release the Offeror from or reduce its liability under the Standing Offer.

B27 Limitation of Liability - Information Management/Information Technology

(a) This section applies despite any other provision of the resulting Contract and replaces the
section of the SACC 2035 (2020-05-28),General Conditions - Higher Complexity - Services, section
entitled Liability. Any reference in this section to damages caused by the Contractor also includes
damages caused by its employees, as well as its subcontractors, agents, and representatives, and any of
their employees. This section applies regardless of whether the claim is based in contract, tort, or
another cause of action. The Contractor is not liable to Canada with respect to the performance of or
failure to perform the resulting Contract, except as described in this section and in any section of the
resulting Contract pre-establishing any liquidated damages. The Contractor is only liable for indirect,
special, or consequential damages to the extent described in this Article, even if it has been made aware
of the potential for those damages.

(b) First Party Liability:

i) The Contractor is fully liable for all damages to Canada, including indirect, special, or
consequential damages, caused by the Contractor's performance or failure to perform the resulting
Contract that relate to:

(A) any infringement of intellectual property rights to the extent the Contractor breaches the
section of the SACC 2035 (2020-05-28),General Conditions - Higher Complexity - Services, section
Intellectual Property Infringement and Royalties;

(B) physical injury, including death.
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i) The Contractor is liable for all direct damages caused by the Contractor's performance
or failure to perform the resulting Contract affecting real or tangible personal property owned,
possessed, or occupied by Canada.

iii) Each of the Parties is liable for all direct damages resulting from any breach of
confidentiality under the resulting Contract. Each of the Parties is also liable for all indirect, special or
consequential damages in respect of any unauthorized disclosure of the other Party's trade secrets (or
trade secrets of a third party provided by one Party to another under the resulting Contract) relating to
information technology.

iv) The Contractor is liable for all direct damages relating to any encumbrance or claim
relating to any portion of the Work for which Canada has made any payment. This does not apply to
encumbrances or claims relating to intellectual property rights, which are addressed under (i) (A) above.

V) The Contractor is also liable for any other direct damages to Canada caused by the
Contractor's performance or failure to perform the resulting Contract that relate to:

(A) any breach of the warranty obligations under the resulting Contract, up to the total amount paid
by Canada (including any applicable taxes) for the goods and services affected by the breach of
warranty; and

(B) Any other direct damages, including all identifiable direct costs to Canada associated with re-
procuring the Work from another party if the resulting Contract is terminated either in whole or in part
for default, up to an aggregate maximum for this subparagraph (B) of the greater of .25 times the total
estimated cost (meaning the dollar amount shown on the first page of the resulting Contract in the cell
titled "Total Estimated Cost" or shown on each call-up, purchase order or other document used to order
goods or services under this instrument), or $1,000,000.00.

In any case, the total liability of the Contractor under subparagraph (v) will not exceed the total
estimated cost (as defined above) for the resulting Contract or $1,000,000.00, whichever is more.

vi) If Canada's records or data are harmed as a result of the Contractor's negligence or
willful act, the Contractor's only liability is, at the Contractor's own expense, to restore Canada's records
and data using the most recent back-up kept by Canada. Canada is responsible for maintaining an
adequate back-up of its records and data.

(c) Third Party Claims:

i) Regardless of whether a third party makes its claim against Canada or the Contractor,
each Party agrees that it is liable for any damages that it causes to any third party in connection with the
resulting Contract as set out in a settlement agreement or as finally determined by a court of competent
jurisdiction, where the court determines that the Parties are jointly and severally liable or that one Party
is solely and directly liable to the third party. The amount of the liability will be the amount set out in
the settlement agreement or determined by the court to have been the Party's portion of the damages
to the third party. No settlement agreement is binding on a Party unless its authorized representative
has approved the agreement in writing.

ii) If Canada is required, as a result of joint and several liability or joint and solidarily liable,
to pay a third party in respect of damages caused by the Contractor, the Contractor must reimburse
Canada by the amount finally determined by a court of competent jurisdiction to be the Contractor's
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portion of the damages to the third party. However, despite sub-Article (i), with respect to special,
indirect, and consequential damages of third parties covered by this Section, the Contractor is only liable
for reimbursing Canada for the Contractor's portion of those damages that Canada is required by a court
to pay to a third party as a result of joint and several liability that relate to the infringement of a third
party's intellectual property rights; physical injury of a third party, including death; damages affecting a
third party's real or tangible personal property; liens or encumbrances on any portion of the Work; or
breach of confidentiality.

iii) The Parties are only liable to one another for damages to third parties to the extent
described in this sub-Article (c).

B28  Safeguarding Electronic Media

(a) Before using them on Canada's equipment or sending them to Canada, the Offeror must use a
regularly updated product to scan electronically all electronic media used to perform the Work for
computer viruses and other coding intended to cause malfunctions. The Offeror must notify Canada if
any electronic media used for the Work are found to contain computer viruses or other coding intended
to cause malfunctions.

(b) If magnetically recorded information or documentation is damaged or lost while in the
Contractor's care or at any time before it is delivered to Canada in accordance with the Standing Offer,
including accidental erasure, the Offeror must immediately replace it at its own expense.

B29 Priority of Documents
[Select applicable conditions and delete the rest.]

The Parties agree that only the conditions that expressly form part of the Standing Offer, by being
written out in full in the Standing Offer or an Attachment or Annex to the Standing Offer, listed in the
Priority of Documents section in the Standing Offer, form part of the Standing Offer.

If there is a discrepancy between the wording of any documents that appear on the list, the wording of
the document that first appears on the list has priority over the wording of any document that
subsequently appears on the list:

a) the Call-up against the Standing Offer, including any Attachments and Annexes;

b) the Standing Offer, including any attachments and annexes;

c) SACC 2005 (2017-06-21), General Conditions - Standing Offers - Goods or Services);

d) the Offeror's Offer dated [insert date of offer], as amended on [insert

date(s) of amendment(s), if applicable], not including any software publisher license terms and
conditions that may be included in the Offer, not including any terms and conditions in the Offer with
respect to limitations on liability, and not including any terms and conditions incorporated by reference
(including by way of a web link) in the Offer .

(Note to Offerors: a finalized Standing Offer section will be set out in the Final Challenge-Based Standing
Offer Solicitation.)
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PART C - RESULTING CONTRACT CLAUSES

Resulting Contract Clauses

The following clauses and conditions apply to and form part of any Contract resulting from a Call-up against the
Standing Offer.

C1 Statement of Challenge

The Contractor must perform the Work described in the Call-up against the Standing Offer.
c2 Standard Clauses and Conditions

C2.1 General Conditions

The following General Condition is incorporated by reference.

SACC 2035 (2020-05-28),General Conditions - Higher Complexity - Services

C2.2 Supplemental General Conditions

(Note to Offeror: the following Supplemental General Conditions may or may not be incorporated into
the resulting Contract. After the Invitation to Refine Wave 2 the final Challenge-Based Standing Offer
Solicitation will include the applicable Supplemental General Conditions).

The following Supplemental General Conditions are incorporated by reference.
[Select applicable supplemental General Conditions and delete the others.]
SACC 4001 (insert date), Supplemental General Conditions - Hardware Purchase, Lease and Maintenance

( ),
SACC 4002 (insert date), Software Development or Modification Services
SACC 4003 (insert date), Supplemental General Conditions - Licensed Software
),

SACC 4004 (insert date), Supplemental General Conditions - Maintenance and Support Services for
Licensed Software

SACC 4005 (insert date), Telecommunications Services and Products

SACC 4006 (insert date), Supplemental General Conditions - Contractor to Own Intellectual Property
Rights in Foreground Information

SACC 4007 (insert date), Supplemental General Conditions - Canada to Own Intellectual Property Rights
in Foreground Information

SACC 4008 (insert date), Supplemental General Conditions - Personal Information
SACC A9117C (insert date), T1204 - Direct Request by Customer Department
SACC C2000C (insert date), Taxes - Foreign-based Contractor

C2.2.1 4003 Supplemental General Conditions - Licensed Software

(a) With respect to the terms and conditions of Supplemental General Conditions 4003 the following
applies.
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Licensed Software The Licensed Software, which is defined in 4003, includes all the products
offered by the Contractor in its Offer, and any other software required for
those products to function in accordance with the Software
Documentation and the Specifications, including without limitation all of
the following products:

(Note to Offeror: this information will be completed at Standing Offer
ward using information from the Offeror’s Offer.)

Type of License being Granted [insert, User or Device or Entity] License, in accordance with section [insert
04, or 05, or 06] of 4003.

Language of Licensed Software The Licensed Software must be delivered in [insert English or French or
both].

Delivery Location As specified in Attachment [X] - Statement of Challenge

Media on which Licensed Software

. DVD, USB, or Internet link for download (including any file hash code)
must be Delivered

Source Code Escrow Required No

C2.2.2 4004 Supplemental General Conditions - Maintenance and Support Services for Licensed
Software

(a) The terms and conditions of Supplemental General Conditions 4004 are modified as follows.
WS 2 Call-ups — Deployment: Operational Support |(Note to Offeror: this information will be completed at
and Maintenance Services & On-going Operational|Standing Offer award using information from the Offeror’s

Support and Maintenance Services Offer.)

Hours for Providing Hot Line Support Services (Note to Offeror: this information will be completed at
Standing Offer award using information from the Offeror’s
Offer.)

Contractor must keep track of software releases |(Note to Offeror: this information will be completed at

for the purpose of configuration control Standing Offer award using information from the Offeror’s
Offer.)

Contact Information for Accessing the In accordance with section 05 Support Services of 4004, the

Contractor’s Support Services Contractor will make its support services available through

the following:

Toll-free Telephone Access:

Toll-free Fax Access:

Email Access:

(Note to Offeror: this information will be completed at
Standing Offer award using information from the Offeror’s
Offer.)

\Website In accordance with section 05 Support Services of 4004, the
Contractor must make support services available over the
Internet. To do so, the Contractor must include, as a
minimum, frequently asked questions and on-line software
diagnostic and support tools. Despite the Hours for Providing
Hot Line Support Services, the Contractor's website must be
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available to Canada's users 24 hours a day, 365 days a year,
and must be available 99% of the time. The Contractor’s
website address for web support is:

(Note to Offeror: this information will be completed at
Standing Offer award using information from the Offeror’s
Offer.)

Language of Support Services The Support Services must be provided in both
French and English, based on the choice of the
User requesting support.

Section 07, paragraph 1 of 4004: Canada’s Canada will not maintain, for the software Support
Responsibilities Period, a telephone line and Internet access for use in
connection with the software support services.

Cc3 Term of Contract

C3.1 Period of the Contract

The Work must be completed in accordance with the Call-Up against the Standing Offer.
C3.2 Delivery Date

Delivery must be completed in accordance with the Call-up against the Standing Offer.

Ca Payment

(Note to Offeror: the following Basis of Payment(s) may or may not be incorporated into the resulting
Contract. After the Invitation to Refine Waves 1 & 2 the final Challenge-Based Standing Offer
Solicitation will include the applicable Basis of Payment(s).

C4.1 Basis of Payment
C4.1.1 Basis of Payment: WS 1 Call-ups - Proof of Concept

In consideration of the Contractor satisfactorily completing all of its obligations under the Contract, the
Contractor will be paid the firm price; as specified in Attachment [X] - Basis of Payment, of [insert S
amount] Customs duties are included, and Applicable Taxes are extra.

C4.1.2 Basis of Payment: Limitation of Expenditure

> WS 2 Call-ups - Deployment
> Call-ups - Professional Services (Type 1)

In consideration of the Contractor satisfactorily completing all its obligations under the Contract, the
Contractor will be paid as specified in Attachment [X] - Basis of Payment, to a limitation of expenditure
of $ [insert S amount]. Customs duties are included, and Applicable Taxes are extra.

C4.1.3 Basis of Payment: Call-ups - Solution Improvements

[Choose Option 1] In consideration of the Contractor satisfactorily completing all its obligations under
the Contract, the Contractor will be paid; for improvements that are provided by the Contractor itself,
the prices determined in accordance with the applicable principles for price justification, found in SACC
2006 (2020-05-28) Standard Instructions - Request for Standing Offers - Goods or Services - Competitive
Requirements subsection 14 Price justification.
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In consideration of the Contractor satisfactorily completing all its obligations under the Contract, the
Contractor will be paid; for improvements that are provided by a third-party (other than the Contractor),
cost, plus a 5% mark-up.

Or

[Choose Option 2] In consideration of the Contractor satisfactorily completing all its obligations under
the Contract, the Contractor will be paid; for improvements that are provided by the Contractor itself,
the prices determined in accordance with the applicable forms of price support.

Upon request by the Standing Offer Authority, the Contractor must submit the following forms of price
support:

a) a current published price list and the percentage discount available to Canada (which must be
commensurate with the discount for the other services already being provided to Canada);

b) paid invoices for similar goods or services (similar quality and quantity) sold to other customers;
if the Contractor is required to keep the identity of its customers confidential, the Contractor may black
out any information on these invoices that could reasonably reveal the customer’s identity, as long as
the Contractor provides, together with the invoices, a certification from its Senior Financial Officer with
the profile of the customer (e.g., whether it is a public sector or private sector customer, the customer’s
size and service locations, and the nature of the goods and/or services it receives from the Contractor),
in order to allow Canada to determine whether the goods or services received by the customer are
comparable to those Canada receives from the Contractor;

) a price breakdown showing, if applicable, the cost of direct labour, direct materials, purchased
items, engineering and plant overheads (if applicable), general and administrative overhead,
transportation, profit, etc.;

d) a price certification from the Contractor and/or;
e) in accordance with the SACC 1031-2 (2012-07-16) Contract Cost Principles.

In consideration of the Contractor satisfactorily completing all its obligations under the Contract, the
Contractor will be paid; for improvements that are provided by a third-party (other than the Contractor),
cost, plus a 5% mark-up.

C4.2 Method of Payment

(Note to Offeror: the following Method(s) of Payment may or may not be incorporated into the resulting
Contract. After the Invitation to Refine Waves 1 & 2 the final Challenge-Based Standing Offer
Solicitation will include the applicable Method(s) of Payment(s).

C4.2.1 Single Payment

Canada will pay the Contractor upon completion and delivery of the Work, in accordance with
Attachment [X] - Basis of Payment if:

i) an accurate and complete invoice and any other documents required by the Contract
have been submitted in accordance with the invoicing instructions provided in the
Contract;
ii) all such documents have been verified by Canada;
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iii) the Work delivered has been accepted by Canada.
C4.2.2 Monthly Payment

Canada will pay the Contractor monthly for Work performed during the month covered by the invoice,
in accordance with Attachment [X] - Basis of Payment if:
i) an accurate and complete invoice and any other documents required by the Contract
have been submitted in accordance with the invoicing instructions provided in the
Contract;
ii) all such documents have been verified by Canada;
iii) the Work performed has been accepted by Canada.

C4.2.3 Progress Payments - General

Canada will make progress payments in accordance with Attachment [X] - Basis of Payment, no more
than once a month, for cost incurred in the performance of the Work, up to [insert #] percent of the
amount claimed and approved by Canada if:

i) an accurate and complete claim for progress payment and any other document required
by the Contract have been submitted in accordance with the invoicing instructions
provided in the Contract;

ii) the amount claimed is in accordance with the basis of payment;

iii) the total amount for all progress payments paid by Canada does not exceed [insert #]
percent of the total amount to be paid under the Contract.

The balance of the amount payable will be paid in accordance with the payment provisions of the
Contract upon completion and delivery of the Work if the Work has been accepted by Canada and a final
claim for the payment is submitted.

Progress payments are interim payments only. Canada may conduct a government audit and interim
time and cost verifications and reserves the rights to adjust the Contract from time to time during the
performance of the Work. Any overpayment resulting from progress payments or otherwise must be
refunded promptly to Canada.

C4.2.4 Progress Payments - SMEs

Canada will make progress payments in accordance with Attachment [X] - Basis of Payment, no more
than once a month, for cost incurred in the performance of the Work, up to ([insert %] % Committed $
for SMEs) of the amount claimed and approved by Canada if:

i an accurate and complete claim for payment and any other document required by the
Contract have been submitted in accordance with the invoicing instructions provided in
the Contract;

ii. the amount claimed is in accordance with the Basis of Payment; and

iii. the total amount for all progress payments paid by Canada does not exceed ([insert %]
% Committed S for SMEs) of the total amount to be paid under the Contract.

The balance of the amount payable will be paid in accordance with the payment provisions of the
Contract upon completion and delivery of the Work if the Work has been accepted by Canada, and
payment to SMEs have been made, and a final claim for the payment is submitted.
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Payments are interim payments only. Canada may conduct a government audit and interim time and
cost verifications and reserves the rights to adjust the Contract from time to time during the
performance of the Work. Any overpayment resulting from progress payments or otherwise must be
refunded promptly to Canada.

cs5 Invoicing Instructions
The Contractor may submit invoices through the SSC P2P portal.

The Contractor must submit invoices in accordance with the SACC 2035 (2020-05-28), General
Conditions - Higher Complexity - Services paragraph entitled Invoice submission instructions. The
Contractor's invoice must include a separate line item for each element in the Basis of Payment
provision of the Contract.

By submitting invoices (other than for any items subject to an advance payment), the Contractor is
certifying that the goods and services have been delivered and that all charges are in accordance with
the Basis of Payment provision of the Contract, including any charges for Work performed by
subcontractors.

Canada will only be required to make payment following receipt of an invoice that satisfies the
requirements of this Article.

The Contractor must submit invoices on its own form, which must include:

the date;

the Contractor name and address;

the Destination

Standing Offer number;

financial codes, including GST or HST (as applicable) registration number;
description of the Work

category(ies) of personnel and number of days worked;

Firm Per Hourly Rate on which the total dollar amount of the invoice is based;

the amount invoiced (exclusive of the Goods and Services Tax (GST) or Harmonized Sales Tax (HST)
as appropriate) and the amount of GST or HST, as appropriate, shown separately;
» Client Reference Number (CRN);

» Business Number (BN); and

> total value billed to date and the dollar amount remaining in the Contract to date.

YVVVVYYVVYYYVY

The Contractor must send the original invoice to the Technical Authority’s paying office [insert
applicable Accounts Payable department] and one copy of the invoice to the Standing Offer Authority.

The original and copy of the invoice must be sent to the following location:
(Note to Offerors: this information will be completed at Standing Offer award.)

The Technical Authority’s paying office [insert applicable Accounts Payable department] will send the
invoices to the Technical Authority for approval and certification; the invoices will be returned to the
paying office for all remaining certifications and payment action.

Any invoices where items or group of items cannot be easily identified will be sent back to the
Contractor for clarification with no interest or late payment charges applicable to Canada.
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If Canada disputes an invoice for any reason, Canada agrees to pay the Contractor the portion of the
invoice that is not disputed provided that items not in dispute form separate line items of the invoice
and are otherwise due and payable under the Contract. Notwithstanding the foregoing, the terms of the
SACC 2035 (2020-05-28), General Conditions - Higher Complexity — Services paragraph entitled Interest
on Overdue Accounts will not apply to any such invoices until such time that the dispute is resolved at
which time the invoice will be deemed as “received” for the purpose of the Method of Payment clause
of the Contract.

C6 Limitation of Expenditure

Canada's total liability to the Contractor under the Contract must not exceed [insert S amount]. Customs
duties are included, and Applicable Taxes are extra.

No increase in the total liability of Canada or in the price of the Work resulting from any design changes,
modifications or interpretations of the Work, will be authorized or paid to the Contractor unless these
design changes, modifications or interpretations have been approved, in writing, by the Standing Offer
Authority before their incorporation into the Work. The Contractor must not perform any Work or
provide any service that would result in Canada's total liability being exceeded before obtaining the
written approval of the Standing Offer Authority. The Contractor must notify the Standing Offer
Authority in writing as to the adequacy of this sum:

when it is 75% committed, or

four months before the contract expiry date, or

as soon as the Contractor considers that the contract funds provided are inadequate for the completion
of the Work,

whichever comes first.

If the notification is for inadequate contract funds, the Contractor must provide to the Standing Offer
Authority a written estimate for the additional funds required. Provision of such information by the
Contractor does not increase Canada's liability.

(Note to Offerors: a finalized Resulting Contract Clauses section will be set out in the Final Challenge-
Based Standing Offer Solicitation.)
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Robotic Process Automation Solution

Attachment 1 - Statement of Challenge

Problem Statement, Challenges, and Minimum Viable Requirements

1. BACKGROUND

Canada would like to qualify RPA solutions to scale up the use of automation across Departments, from
administrative tasks to complex processes. Canada is seeking to qualify vendors with RPA solutions that
offer the degree of flexibility and scalability required to meet Departments where they are at in their
respective automation journey.

2. PROBLEM STATEMENT

Canada lacks solutions to allow business, technical and non-technical resources to automate manual
activities through attended and un-attended automations with minimal dependency on IM/IT Subject
Matter Experts.

2.1 Challenges

Attended and Un-Attended Processes: The solution needs to have visibility of and ability to back-
up attended and un-attended workflows or processes. Visibility includes scripting environment
that is centrally controlled.

Flexibility: Suite of tools that are scalable, transferable, interoperable across GC infrastructures.
Scope of Solution: Range of automation includes from small, time-consuming, repetitive, or time-
sensitive tasks developed directly by motivated engaged employees... to very complex and well-
defined processes that can improve service delivery.

Legacy Systems: Automated processes created with the software need to be able to take
advantage of the investments in current systems. We have legacy systems that we can’t modify
so we need to be able to interact without modifying these systems.

Meet GC Convoluted Policies and Procedures: Need strong security with flexibility — convoluted
policies and procedures. Solution needs to help us meet these requirements and the solution
meet these requirements.

Limited SMEs: Canada has limited resources with expertise in process automation — need solution
with training, support, ease of use.

No code/low code: An accessible and scalable application for both technical and less-technical
users through codeless, drag-and-drop functionalities would reduce the dependency on IT
expertise.

Training: Training suited for different IT and automation skill levels will be an important
component to end-user adoption.

Scalability: Allows for growth, expandable and contractable workforce and processes.

Data to Demonstrate Business Benefit: Reporting to include KPIs to assess ROI. Solution needs to
be able to define, measure and report KPIs that included assessment of ROI.

Unique Auditing requirements of Canada: Need for Canada to be transparent to auditors,
compliance organizations and citizens - auditing requirements and ability to save certain
information indefinitely.
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3. REQUIREMENTS
3.1 Definitions

Workflow - A workflow consists of an orchestrated and repeatable pattern of activity, enabled by the
systematic organization of resources into processes that transform materials, provide services, or process
information.

Process - work process is one or more sequences of transactions or tasks required to produce an outcome
that complies with governing rules.

Task — A task is an activity that takes place within a process.

Application Components - application code, middleware, databases, containers, operating systems,
servers (virtual and physical), and storage which are required by the application. Application components
may be located on-premises or in cloud deployments.

Datacentre components — middleware, databases, operating systems, servers (virtual and physical),
storage, and networking which are required by the application. Datacentre components may be located
on-premises or in cloud deployments.

Comprehensive Console — A comprehensive console is the central management control panel for an
automation deployment. It gives the ability to provision and deploy new instances, trigger and schedule
automation workflows, and configure the security credentials for every unmanaged BOT in the
organization.

Attended workflow - This workflow type is designed to assist an end user. The end user is in control of
when the workflow executes. It is designed to interact with the user to assist with repeatable tasks or
specific parts of a process.

Unattended workflow - This workflow type is configured to be triggered automatically. It can run in the
background. It does not need direct user interaction for any part of the workflow automation. They are
usually setup to run on dedicated hosts rather than user desktops.

Intelligent workflow combine the basics of process automation with advancements in Artificial
Intelligence (Al) and Machine Learning (ML).

Exception handling is the management of exceptions in unassisted automation. It ensures that problems
can be automatically resolved if possible, or easily identifiable and repairable by system administrators or
passed for human completion where appropriate.

Low-code/no-code development platform is a visual software development environment that allows
citizen developers to drag and drop application components, connect them together and create a mobile
or web app.

Citizen Developer is a user who creates new business applications for consumption by others using
development and runtime environments sanctioned by corporate IT.

Dashboard is real-time monitoring and reporting panel for the team responsible for the solution regarding
important metrics, such as: number of active bots, execution times, which bots worked on which
processes, success rates and information related to exceptions. Teams can customize the views and
metrics important to them to ensure that the work gets done.

Transaction - a well-defined interaction with the application that uses specific application functionality.
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Session tracker - data about how the application appeared to the user and how the user interacted with
the application over a period of time, such as from logging in until logging out.

Metric — a value, time stamp, and associated metadata. In most cases, a metric is captured at regular
intervals.

Guided navigation - may be implemented with a virtual assistant or avatar or wizard or chatbot or another
method.

Log — data in unstructured text format that is created at irregular intervals. Multiple logs may exist for
each application and datacentre component.

Event — an asynchronous and time specific structured datum that indicates that something has occurred.

Real-Time: Relating to a system in which input data is processed within milliseconds so that it is available
virtually immediately as feedback.

Optical Character Recognition (OCR) - OCR is a technology used to scan physical documents and photos.
OCR can also recognize text and convert documents to different formats such as a physical document into
a PDF.

Machine Learning (ML) - is a realized theory that systems can identify patterns and learn from data
without human intervention, a process that allows software to learn through pattern recognition rather
than needing to be individually and precisely programmed for each new situation.

Machine Learning (ML) model — The software algorithm that was trained to simulate human intelligence
responses to achieve a desired outcome, and is usually able to be retrained with new or additional data
to improve on its desired results.

Automation Development platform — Software that enables users to create automated workflows
without the need for extensive coding knowledge.

BOT Execution environment — The group of the servers and desktops (including virtual machines and
containers) that host the BOT software that execute workflows.

BOT Lifecycle Management — The controlled operation of separate working versions of automated
processes such as development, testing, acceptance, and production.

Capabilities to augment automation (CAA) — The ability to enhance automated workflows through the
inclusion of ML models. Some models are provided by the solution while maintaining the ability to use
user-defined models.

Credentials Secrets refer to a private piece of information that acts as a key to unlock protected resources
or sensitive information that may be needed to successfully execute an RPA BOT workflow. Some types
of secrets include: Privileged account credentials, Passwords, Certificates, SSH keys, APl keys, Encryption
keys.

Process mining and discovery tools extract knowledge from event logs readily available in existing
information systems to discover, monitor and improve processes as they exist (as opposed to what is
assumed) to obtain objective "fact-based" insights that help you audit, analyze, and improve your existing
business processes.

Multi-tenancy means that a single instance of the software and its supporting infrastructure may serve
multiple customers. Each customer shares the software application and also shares a single database.
Each tenant's data is isolated and remains invisible to other tenants.

Vendor: refers to the Contractor that provides the solution under this contract
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3.2 Minimum Viable Requirements

The sections below describe the expected minimal capabilities of the Solution. It describes what the
solution must be able to do (functional requirements), and how the solution must interact with the
environment and other devices (non-functional requirements).

Able to — Expression that refers to a functionality or a component of the solution that must be
actionable by users.

1.

The Solution must include an Automation Development (AD) environment.

AD1: The Solution must include an Automation Development (AD) environment that is able to
simulate an operational environment to allow developers to test and validate workflows without
affecting the actual operational environment.

AD2: The AD must be able to capture a user's keyboard and mouse session, and translate the
recorded session into an automation workflow component.

AD3: The AD must be able to allow the user to import pre-built vendor and non-vendor content.

AD4: The AD must be able to allow the user to access components from a shared workflow
repository.

AD5: The AD must be able to perform real-time debugging and testing and exception handling.

ADG6: The AD must have a graphical user interface (GUI) that allows citizen developers to drag and
drop workflow task components to create workflows.

AD7: The AD must be able to provide guided navigation to lead the citizen developer into
suggested next steps of workflow development.

ADS8: The guided navigation component of the AD must identify where exception handling must
be considered and must make a recommendation to the citizen developer.

AD9: The AD must be able to allow the user to export workflow content to a location not provided
by the solution.

AD10 (modified): The AD must be able to retry or recover from workflow exceptions and take
corrective measures such as restarting or continuing where it stopped.

AD11: Must be able to identify broken workflow elements and be able to program resiliency in
the event of a failure.

AD12: The solution must be able to allow collaboration on a workflow between users prior to
deployment of the workflow.

AD13: The solution must provide automation repository containing ready-to-use examples.

The solution must include a BOT Execution environment.

BOT: The solution must be able to run Attended (BOT-A) and Unattended (BOT-U) workflow

types.
BOT-U1: The solution must have unattended workflow orchestration.

BOT-U2: The solution must be able to update security credentials used by unattended workflows
without rebuilding the workflow.
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BOT-A1: The solution must be able to run attended workflows that interact with the user desktop.

BOT-A2: When prompted by a citizen developer, the solution must be able to share BOT
workflows with other citizen developers.

BOT-A3: The solution must be able to monitor active BOT workflow processes.
BOT-A4: The solution must be able to run attended workflows using security credentials provided
by the citizen developer.
3. The solution must include a comprehensive console for BOT management.
OCPG1: The solution must be able to run 2 or more instances of a single workflow.
OCPG2: The console must be able to monitor processes using dashboards.

OCPG3: The solution must be able to use Lightweight Directory Access Protocol (LDAP)
authentication as a login method.

OCPG4: The solution must be able to apply Role-Based Access Control (RBAC) to users.

OCPGS5: The solution must be able to generate error logs and audit logs for user sessions,
workflow updates, and runtime activity.

OCPG6: The solution must be able to log decisions taken by Artificial Intelligence (Al) and Machine
Learning (ML) features from Intelligent Workflow.

OCPG7: The solution must create error logs and audit logs exportable to other log storage
services.

OCPG8: The solution must be able to create environments or a pool of resources to use for a
specific workflow

OCPG9: The solution must allow workflow to be scheduled and triggered based on the variables
of time, event, and a solution queue.
4. The solution must include BOT Lifecycle Management (BOTLM).

BOTLM1: The BOTLM must be able to queue updates to unattended workflows in production to
allow for review and acceptance prior to implementation.

BOTLM2: The BOTLM must be able to track versions of BOT workflow releases and revert to prior
versions when prompted.

5. Capabilities to Augment Automation (CAA)

CAA1: The solution must be able to add Machine Learning (ML) models into workflows that are
not created by the solution.

CAA2: The solution must be able to add ML models from Cloud Service Providers (CSP) into
workflows.

CAA3: The solution must be able to use workflows for supervised and unsupervised training of ML
models.

CAAA4: The solution must not extract training data from ML models.

CAAS5: The solution must be able to add Natural Language Processing (NLP) to a workflow.

Page 44 of 80

Solicitation No.: 2BS-1-91027 - Initial (CBSOS-Full v5 21.04.19)



CAAG6: The solution must be able to add Computer Vision to a workflow.

CAAZ7: The solution must have built-in Optical Character Recognition (OCR) capability and be able
to add OCR capability provided by other solutions.

CAAS8: The solution must be able to parse data from structured, semi-structured and unstructured
sources.

CAA9: The solution must have a visual interface to train ML models provided by the solution.

CAA10: The solution must keep version history of Al / ML models that are provided with the
solution.

CAA11: The solution must be able to use prior versions of Al / ML models.

6. The solution must include Reports and Dashboards (RD).
RD1: The solution must be able to generate reports on BOT performance.
RD2: The solution must be able to generate reports on BOT(s) security access history.
RD3: The solution must be able to generate reports on BOT(s) event transaction history.
RDA4: The solution must filter report data based on user role.
RD6: The solution must be able to export report data to CSV file type.
RD7: The solution must offer templates for reporting.
RD8: The solution’s reporting dashboard must be able to display reports that are scheduled,
completed and archived.
7. Security (SEC)
SEC1: The solution must be able to encrypt user access.
SEC2: The solution must encrypt network traffic between all solution components.

SEC3: The solution must be able to use Lightweight Directory Access Protocol (LDAP) for user
authentication and authorization.

SEC4: The solution must have a credential key vault for management of credential secrets.

SEC5: The solution must use configurable RBAC permission settings to restrict system access to
authorized users.

SEC6: The solution must be able to use credentials in workflows without exposing the credentials
secrets.

8. Integration and Interaction with software. (INT)
INT1: The solution must be able to connect to applications using web-service APl standards.

INT1: The solution must be able to connect to data sources using common data connectivity
standards such as ODBC, JDBC, OLEDB, etc.

INT2: The solution must be able to use a Mainframe Green Screen emulator.

INT3: The solution must be able to connect to Enterprise Resource Planning (ERP) applications
Oracle, SAP, and PeopleSoft.
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INT4: The solution must be able to connect to Customer Relationship Management (CRM)
applications.

INT5: The solution must be able to use the following connection types when building back-end
workflows:

- directly with the application’s programming interface (API)
- through application’s user interface (Ul)

INT6: The solution must be able to connect to Microsoft Office desktop productivity applications
Outlook, Excel, Word, and PowerPoint.
Deployment and Operating Environment (ENV):

ENV1: The solution must be able to automate processes and user tasks on Government of
Canada’s desktops, datacentres, private-cloud, and public-cloud where the solution has not been
installed.

ENV2: The solution must be able to automate processes and user tasks developed by the
Government of Canada, commercial-of-the-shelf (COTS), and software as a service (SaaS).

ENV3: The solution must be able to connect to applications without requiring application changes.

ENV4: The solution must be able to achieve availability up to 99.9% up-time on a 24/7/365 basis.

Uptime ratio
Availability Outage Outage Allowed  Outage Allowed  Outage Allowed Outage Outage
Objective Allowed per per Quarter per Month per Week Allowed per Allowed per

Year Day Hour

90% 36.5 days 9 days 3 days 16.8 hours 2.4 hours 6 minutes
95% 18.25 days 4.5 days 1.5 days 8.4 hours 1.2 hours 3 minutes
99% 3.65 days 21.6 hours 7.2 hours 1.68 hours 14.4 minutes 36 seconds
99.5% 1.83 days 10.8 hours 3.6 hours 50.4 minutes 7.2 minutes 18 seconds
99.9% 8.76 hours 2.16 hours 43.2 minutes 10.1 minutes 1.44 minutes 3.6 seconds
99.95% 4.38 hours 1.08 hours 21.6 minutes 5.04 minutes 43.2 seconds 1.8 seconds
99.99% 52.6 minutes 12.96 minutes 4.32 minutes 60.5 seconds 8.64 seconds 0.36 seconds
99.999% 5.26 minutes 1.3 minutes 25.9 seconds 6.05 seconds 0.87 seconds 0.04 seconds

ENV5: The solution must meet FedRamp and PCl security standards and certifications.
ENV6: The solution must be able to provide Multi-tenancy.

ENV7: The solution must be able to set minimum and maximum settings for workload capacity.

3.3 Non-compulsory Additional Functionality

Definitions at Attachment 1 - Statement of Challenge paragraph, entitled Minimum Viable Requirements
applies to this section.

The list below contains functionality that are not mandatory for the solution. However, Canada does see
value in these functionalities, and they may be considered when evaluating the solution. The following list
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does not preclude other additional functionality being considered of value by Canada and being
considered when evaluating the solution.

NAF1-BOT: The solution must be able to visually replay a prior BOT execution for PCl audit
compliance.

NAF2: The solution’s health must be able to be monitored remotely by an ITSM system regarding
the overall health of the solution.

NAF3: The solution must be able to assess BOT performance over time.

NAF4: The solution must provide access to a Vendor-Supported Developer community web portal,
with centralized information and examples, chat, forums for open community collaboration,
shared project spaces with controlled access, and free online training.

NAF6-BOT: The solution must provide a chatbot assistant for helping BOT development.

NAF7-SEC: The solution must be able to use single Sign-on (SSO) to avoid repetitive manual user
logins.

NAF9-BOT: The solution must have vendor-supplied BOT templates or a BOT repository
containing ready-to-use examples.

NAF10-SEC: The solution must be able to meet Government of Canada standards for Protected B
data at High Integrity and High Availability (PBHH).

NAF11-ENV: The solution must be able to deploy upgrades without interfering with operations,
including rolling back to prior working state if required.

NAF-ENV: The solution’s BOTs must be able to execute code developed in languages such as Java,
C, Python, PHP, MS, .Net., etc...

NAF-ENV8b(split): The solution must be able provide Containerization for data and fault isolation.

NAF-ENV9: The solution must be able to connect to Microsoft Graph REST APIs and client libraries
to access data on the following Microsoft cloud services:

e Microsoft 365 services: Delve, Microsoft 365 compliance eDiscovery, Excel, Microsoft
Bookings, Microsoft Search, Microsoft Teams, OneDrive, OneNote, Outlook/Exchange,
Planner, SharePoint, Workplace Analytics.

e Enterprise Mobility and Security services: Advanced Threat Analytics, Advanced Threat
Protection, Azure Active Directory, Identity Manager, and Intune.

e Windows 10 services: activities, devices, notifications, Universal Print.

e Dynamics 365 Business Central.

NAFBOT10: The solution must be able to request User assistance for exception handling on
unattended Bot.

NAFBOT11: The solution must be able to continue the workflow using the information provided
by the user.

NAF-INT12: The solution must be able to connect to Microsoft 365 cloud-based productivity
applications OneNote, Outlook, Excel, OneDrive, Microsoft Teams, Planner, and SharePoint.

NAF-ENV13: The solution must include/support load balancing (on-prem & cloud).
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Process Mining and Discovery (PMD)
NAF-PMD1: The solution must have process mining and discovery capabilities.

NAF-PMD2: The solution must have predictive analysis, prescriptive analysis, scenario testing and
simulation for process automation.

Solution Vendor implements the
solution end-to-end (Turn Key)

Solution Installation and operationalizing

Assumes risk of installation

Gain Vendor Certified

Infrastructure elements (Firewall, Networking,
VM/Server Hardware, cloud connectivity)

Resources for setup implementation

Develop Solution technical documentation on the

installation
Provides Solution technical documentation on the

environment
SA&A and ATO certification

Solution Sign-off

RACI: C=Consultad, D Red border represents responsible tumn-key solution

4 RPA - Professional Services MVR Brainstorming

Types of professional services
In the RPA ecosystem there will be two types of professional services.

e Type 1 —Where experts will support Canada to have the solution working properly. The
required experts will be tasked under the Standing offer for providing the RPA solution.
(RPA Solution Provider)

e Type 2 - Where experts will support Canada to use of the solution. The required experts
will be tasked under this Standing Offer but also, under the Standing offer for providing
the RPA solution (RPA Solution Provider AND Professional Services Provider)

Streams of Professional Services

All positions must be able to:
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e work in cross-functional / multi-disciplinary teams

Solution Pre and Post Professional

Professional Solution Services
Services Professional (Type 2)
Services

TYPE 1 positions only:

1. Solution/ Technical Architect

a) Senior

e The Senior Solution/Technical Architect must be able to:

@)

Page 49 of 80

provide expert advice on industry trends to ensure that solution fits with
government and industry direction for RPA.

analyze and evaluate technology solution alternatives to meet business problems.

identify the policies and requirements that validate the need for and that support
an RPA automation solution.

develop RPA technical architectures, frameworks, and strategies to meet the
business and application requirements, at the enterprise level. Enterprise is
defined as >5000 users.

develop RPA technical architectures, frameworks, and strategies to meet the
business and application requirements, at the application level.

guide the integration of all people, process, and technology aspects of RPA
solutions.

perform impact assessments related to automation processes and solutions and
document the findings in an Automation Impact Assessment.

lead the development of environmental scans and gap analysis.

provide expert advice on the performance and the reliability of the RPA. solution
and make recommendations for improvements.

ensure the application is installed and maintained according vendor
recommendations and guidelines.
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review application and program design or technical infrastructure design to
ensure adherence to standards and to recommend performance improvements.
assist the project managers in the preparation of project documentation project
charters, statements of work, project plans and schedules.

work with the project managers in performing processes that support the project
management planning domains such as change control process, issue tracking, risk
management and Shared Services Canada gating processes.

2. RPA Developer

a) Senior

e The Senior RPA Developer must be able to:

o
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develop new automation solutions — support requirements gathering, solution
design development configuration and testing

supports Production operations including incident management and
solution/break fix as needed

finalize Process Definition Document (PDD) based on feedback, schedule review
session, obtain sign-off on the completed PDD document and Business approval
to begin configuration

finalize Solution Design Document) SDD based on feedback, schedule review
session, obtain sign-off on the completed SDD document and Business approval
to begin configuration

complete the Technology Readiness Checklist, obtain required test data to
configure the process in RPA tool, and provide Technology approval to begin
configuration

conduct a Systems Compatibility Assessment to validate the ease of interaction
between RPA Tool and in-scope applications

configure / modify in-scope process flows and workflows RPA Tool DEV
environment. Conduct iterative unit testing of configured process flows to validate
functionality. Revise accordingly

schedule recurring meetings with the business to validate process logic
throughout configuration/development and update the PDD as required

record a video demonstration of the automation and schedule a working session
to review with the Business and obtain any feedback

based on identified functional requirements, develop Solution Test Plan (STP) and
procure any test data to validate the configured solution

conduct batch processing to test the ability of the Robotic Process Automation to
successfully execute real-world transactions and monitor scenarios
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identify configuration enhancements and update process flows, as required;
conduct iterative unit testing of configured process flows to validate their
operation

develop Production Release Plan (PRP) for transition to Business-As-Usual
Operations

schedule working session to share outcomes of UAT with the Business, confirm no
further adjustments are required, and finalize results

re-deploy the updated release package into the Production environment for
controlled processing

execute HyperCare roll-out, including throttled processing with 4-eyes validation,
and distribute daily results to project teams and Business Unit Leads

identify any issues requiring re-configuration, execute on-going support processes
or re-testing in UAT if required

complete required release documentation and obtain sign-off to promote to
PROD environment

3. Project Manager

a) Senior

e The Senior Project Manager must be able to:

(@]
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provide project management oversight over all RPA initiatives and automation
pods, and escalates risks and issues to CoE Director

works with various key business stakeholders, e.g., Finance, Change Management,
Risk & Compliance, etc. to help effectively plan and deliver RPA

manages team members and activities of the unit comprised of multi-disciplinary
teams engaged in the delivery and maintenance of an RPA.

manages the review of documentation RPA PDDs, Automation Impact
Assessments, process maps and other technical reports.

prepare project documentation project charters, project plans, project schedules
and GANTT charts, project risk registers and project dashboards.

develop project management documents such as presentation decks and other
project presentation material ensuring alignment with the project Business Case
and project Charter.

manage project documentation in a central repository.

define participation requirements (e.g., time commitment to complete the
Opportunity Intake Questionnaire)

plan assessment activities and expected timeline
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©)

©)

supervise the work of the RPA teams in conducting live observations on prioritized
processes, validate benefits estimation, and develop the Process Qualification
Document (PQD), working with the Business

review and sign-off Project Plan, Charter and updated enterprise business case as
required

schedule review session and obtain sign-off on the completed STP (Solution Test
Plan) document and Business approval to commence UAT

4. Project Manager

b) Intermediate

e The Intermediate Project Manager must be able to:

o

o

plan and oversee the end-to-end delivery of assigned projects.

define project scope, deliverables and requirements in collaboration with project
stakeholders

collect initial data using Opportunity Intake Questionnaire, develop project plans
and engage with Business SMEs to obtain missing information

develop resource and budget requirements, cost estimates, and timelines while
identifying project risks, mitigation and contingency plans.

monitor project delivery against timelines and ensure timely completion

oversee the activities of project team members, monitor project task completion
and communicate project status to relevant stakeholders.

ensure projects are delivered on time, within scope, budget and requirements,
and complies with all regulatory, environmental and health and safety
requirements

develop and maintain effective relationships between project stakeholders,
resolve issues and manage expectations

5. RPA Trainers

a) Senior

e The Senior RPA Trainer must be able to:

©)

©)
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develop a training plan and partner with the vendor to deliver a RPA training

create instructor materials providing lectures, handouts, exercises, and
supplementary readings and materials

create training based on RPA frameworks and best practices in use
measure and report on training participation and success rate

share hands-on experience with learners related to identifying processes that are
best fit for RPA and automating business processes
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©)

tailor the training to align with business learning needs

SSC / GC Responsibilities

Security Assessor/Advisor

UAT testers (Actual Users)
COE Leader

Internal Operational Team will need support to operate the and build the support model

Citizen Developer

Infrastructure Teams

Business Owner/Process Owner

Business Process Analysis (Shared)

Contractor Responsibilities

Technical account manager

Engineer to trouble shoot the solution - function to help with the software

Type 1 only - Solution vendor specific support - Solution pusher

Develop documentation such as:

o

o
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RPA implementation plan;
Project management plans consistent with the framework of the department

Project management documentation consistent with the framework of the
department

Business process map/work flow for current state

Business process map/work flow for future state

Cost-Benefit analysis

Roles and responsibilities documentation for new business processes
Work transition/change management plans

Lessons learned

Presentations for senior executives

Communication and training plans

Training materials and documentation in both English and French
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o Process Description Documents (PDD)

o Solution Design Document (SDD) / Development Specification Document (DSD)
o Build Book

o Run Book

o Code Review Checklist

o Opportunity Intake Questionnaire

o Process Assessment tool
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Robotic Process Automation Solution

Attachment 2 - Personas

Robotics Processing Automation (RPA)

Automation Process Engineer/Developer
Persona Name: Dave

Demographics:

» SSC and every department will have a process engineer: Eng 2, Eng3; CS2, CS3
*  Works with the Business Analyst (BA) and the Automation Architect to clearly understand the

business requirements and current process

* Understands the RPA development and the business case. Executes the RPA development based on
a solid handle on the business; works with the BA to translate Business requirements and workflows

into real code

* Works at the enterprise level to identify uses of automation throughout the department and across

departments

* Focused on process automation at the departmental level
* Designs, validates, tests, and runs the automated processes
*  Works with end-users to refine and validate process design

*  Runs the workflow
*  Works with teams to connect to back-end systems

* Needs to fully understand the capabilities of the software to apply it
* Types of flows: attended, unattended — most involved with unattended long processes that have an

enterprise scope

* Supports and advises those with less experience with automation. Provides advice and guidance to

Citizen Developer

Goals Challenges

e To accurately automate process

e To understand each requirement and ensure its
inclusion in workflow process in the RPA tool

e To minimize exceptions that come up so that
processes are more hands off, automated

e Friction-free!

e To be able to access in the tool and reuse as
much code or examples as possible through
object-oriented approaches, understood
frameworks, and libraries

e To reuse and share the work to save time,
eliminate duplication of effort

e To build modules that can be reused
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Lack of knowledge of automation options

Inability to see what the system is doing behind
the scenes

Concerned about how the automation runs — back
end of the process, need to be able to access

A need for various workarounds if the RPA
software does not integrate with other software
Trying to develop a workflow without affecting
production
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Values

Ease of use

Compatibility of the RPA software

Automation

Online documentation

Being able to model and code in real time

Being part of a development community, forum to
share ideas, get examples

Interactive feedback

Assurance that work will not get lost while building
— reliability of the system. If the system goes
down, is my work saved?

Version control

Expectations

Environment will always be there

Software is robust and has a lot of features

Not starting with nothing, vendor brings forward
many features to limit manual work

Backend system — expectation that this software
will advise us of changes

That all widgets and system upgrades are not
consistently and significantly changed every
update — learning cycle

Upgrades do not break previous workflows or
functionality

The upgrades/changes to the software do not
slow down development or impact development
Now or previous

Works in the language of choice: French and
English interface
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Fears

Losing work and version control issues

The solution won’t meet the need of the client,
missed the mark

Management expectation that is far beyond the
RPA software capability

Not meeting the objectives

Process failures

Not getting good business requirements and
user testing failing

Measures of Success
1) Consistent and avalable environnent
2) Ease of use, reuse of things, quick and

easy deployment

Speed in which | can develop will increase over
time

Complexity of the tool — ease of use

Reuse of existing examples and code (if reusing a
lot of code, this is of great value)

Decreasing time to build the workflow over time
Less defects in workflow (as we are building it,
debugging and testing, end product has less
defects because the environment is intuitive and
provides feedback — identification of defects as
you are typing)

Acceleration of automation

Growth in number of bots and automated
processes being implement

For each development of a bot, would take less
time

Ability to build a library

Bot performance, does the process from the tool
accelerate the process

If the process developer wishes to use this tool
first — its robust enough, confidence it will allow
the developer to do what they set out to do
Quality of the software: stability, reliability, a
proven solution, track record and tested, resiliency
Does everything the Developer needs it to do

End user embraces the use of tools — adoption of
bots

Ability to use RPA to scale quickly and can handle
high peaks

Speed to deploying RPA — does the tool allow us
to accelerate the delivery of program?

Accepted by the community, deemed as value
Code is being used, ease of deployment into
production

Availability: Up time (99%)

Scalability: of the bots, software being able to
handle large scale

Ease of use that grow adoption, effectiveness
Access to all the tools, libraries, pre-build
environment and work in the same construct every
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time; tools and libraries always accessible —
consistency
e Can import and export code

RPA Agile Procurement

Persona: Business Process Owner
Jamie

Persona

*  Owner of both functions and the processes

* Identify the needs, pressure points in our business, and the best process to look for

* Identify the functions required to deliver a process

* Identify the costs, benefits, and secures funding to automate a process

* Asignificant part of the role is in managing change at all levels and address issues with end-user buy-in to
use attended BOTs and to reduce the fear of end-user of automation and being replaced

*  Engages at all levels of the organization form the Executive Level to Front Line

*  Managers the complete RPA capability

*  Ensure that any automation meets all business requirements such as legislative, security, and audit
requirements through testing and ongoing monitoring

* Involved in both the business and the technical aspect of RPA

*  Manages the queues; goes into the system to open valve, close valve, manage useable and schedule of
BOT in scheduler

*  Would like more control to be able to build automated, both attended and unattended, processes
themselves without relying on vendor contractors

*  Part of the problem in implementation is clearly defined roles and responsibilities and some “turf wars”

*  Works with integrated, multifunctional teams with cross representation of stakeholders

*  Navigates many layers of governance

Demographics:

*  FI3-FI4, PM3-PM6

Goals Challenges

Decrease workloads

Increase speed of processing

Timely response of processes to external clients
Addressing the growing demand from various
Canadian populations by creating more capacity
through automation

Reduce low value and administrative tasks so that
employees can focus on value-added tasks
requiring judgement

Relieve pressures on the network: process
standards, processing

ROI and saving but not the main driver

Incubate new technology and strong use case to
be able to incubate the technology instead of just
relying on more people
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* Increase productivity .

Change management, often employees feel
threatened that the tech may replace them
Identifying the processes that would benefit from
automation and produce a ROI

Friction with our legacy systems: legal, legislative,
auditing aspects

Limitations of existing RPA technology that can
meet the GC needs related to audit, legal, security
Deploying at the right time so that we minimize any
interruption in operations

Finding resources to help with the tasks related to
deployment

Ensuring no interruption of services to Canadians
from automation process

BOTs not being used; using attended automation
and getting people to use the process is a
challenge; less for unattended — why? A mix of
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Values

Consistent, concise, accurate data or responses
Reliability: the process does not fall down all the
time

Stable

Quick and easy to implement (time and money)
3-4 month timeline; not years... for development of
new automated processes, bots, solutions

Data integrity, audit trails, compliance to GC
legislation and requirements

A solution that meets our audit, security, legal
requirements

The feasibility of being able to meet, configure
features to meet compliancy (e.g. OAG audit log
system generated in non manipulatable format;
only certain formats are acceptable)

Having the confidence that the BOT will cover
every possible scenario in production, eliminates
the element of surprise

Expectations

That the RPA solution can address all scenarios
Attended processes do not impact the use of the
users computer (runs in the background)
Automation nets less effort, less time, less errors
Granular RBAC (role based access)

Be compatible with existing applications, software,
systems, tech available to end users and their day
to day work

Can bridge the gap to legacy systems (e.g. cloud-
based, current — legacy systems we do not want to
touch)

Answers the needs of business vs the solution
driving the business

Meets the diverse needs across various business
lines, departments

Expand to other technologies; that RPA sol is
compatible with others or offers a suite of tools to
advance in automation
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change management, buy-in, changing the actual
process and trusting the BOT will do the right thing
Loss of control of your computer when using an
attended process (think the new versions have
Picture in Picture to fix issue so need a solution
where the RPA is running in the background)
Attended automation — huge Change Management
component

Fears

Fails often, not stable

The performance within the timeframe

Down time and impact

Not catching something in UAT (user acceptance
testing)

What happens when a BOT fails in production?
User error causing failures (e.g. misnaming a file)
BOTs not being used

That the process as a whole is not actually shorter
in time and effort — shifts the work but net time and
effort is same or more

Did | provide the end BOT user with the right
access and roles? They have too much access
than they need or should have. Role based
assignment

When we introduce new tech and add-ons, support
drops from vendors in the long term and stuck with
the technology and no means to update, maintain
Many processes running concurrently and constant
state of bidding and have to change technology,
unable to settle with one product

Having many different RPA solutions

Measures of Success

1.

Be able to configure the system to meet the GC
needs (e.g. legislation, audit); different levels of
needs*****

Compatibility with existing application and
interchange between solutions*****

Actually improving processes that are in place:
reduction in time; adds-value **

Scalability based on business demands
Training material for end users: comprehensive,
useable, complete

Successful prototype: all requirements met from
process owner SoW (Statement of Work)

Price
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APR
Persona

Name: Crimsone

Age: 45

Personal Values:
e The rush of solving problems!
e Trouble shooting!

Typical Scenario as a Service Support Officer
What'’s the Job:

e Job is to keep the system running.

e Consistently monitoring — monitoring all the levels of the structure; looking directly at the control
panel of the automation program to determine what is happening.

e ltis all about the health of the service. Setting up the service operation model. Having robust
trouble shooting guides; ability to call the necessary resources and have access to support as
appropriate be they the BM, network, engineer, or software vendor.

Dealing with Issues:

e Approach all issues with same intensity until we can categorize them...triage issues

e The conceptis to keep TOIL (Time Loss) low while figuring out what the issue is, what to do.

e There are levels of priority responses: some are quite time sensitive, others less. However, all are
important because if the system does not do it, then a human must.

Communications with Key Players:

o Use video ticketing systems; TEAMS.

¢ Engage with SS Team (e.g. program consultant, back up and tracking of maintenance issues, log,
resolution; participate in daily scrums); colleagues on the team; the IETB team (developers to
identify the solution)

¢ From an operational perspective we have weekly or biweekly meetings with infrastructure
development team; we produce and provide to superiors and clients weekly status reports on the
health of the system, incidents, root cause analyses, automated reports, statistics on transactions,
escalations and to ,whom — e.g. vendor, engineers, etc.

¢ Such information serves for operational management and to justify resourcing needs.

Crisis Day:

e Code debugging, looking at automated processes to see where a problem is occurring.
e Going through log files to pinpoint an issue. Can be time-consuming as we need to find what is
actually causing the problem. A detailed log-file is great, but a search function is helpful.
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POSITIONING RPA for SS

1. As a citizen developer:
Create processes that will automate tasks that will collect and centralize pertinent logs, without
having to run new queries; automating the creation of an incident ticket that might be related to
the problem; it depends on the person’s day-to-day activities and what they would find redundant

and wish to automate.

2. To support this system as a platform that provides services to others:
Developing the support model — which is critical for the citizen developer — e.g., we don’t want
them to call 2nd or 3rd level....we need a call center to filter that. The SS is looking at the eco-

system, not each job.

What will require the attention of the SS? Demand on the system, capacity, processing,
scheduling; risk of citizen-developed applications can create downstream impacts on SS; the SS
team and the Infrastructure Development teams would be monitoring citizen development — for
cautions, offline — which could impact the larger business system.

Goals Challenges
e To keep the system online e The dependency on others affects our ability to
e Function as planned recover a system
e Proactive monitoring and management e From a services support lens, we need to have an
e Minimize # of incidents understanding of the entire software platform —
e Mean time to resolution (MTTR) and understand at a deep level - how it works in
¢ Mean time to service recovery order to troubleshoot
o To remain largely identical, as part of your service * Support operational training stream on the
model software — to be able to go “under the hood”
e Dependent on the install features
e The outsourcer might not be able to identify the
issues, so the SSO requires the ability to enter
and investigate
e The control panel feature needs to provide a high
level and range of access to trouble shoot the
problem; or granular access to identify the
problem — this is well built to support the minutiae
in our system
e RBAC (role-based access control)
e Asan SS,itis the SS who would be responsible
for granting access to the system
Values Fears
e The more automation there is, the more there is ¢ More monitoring!
to keep up e The ability to maintain grasp of the environment,
e Alerting Trap System knowing the different scaling issues that can
e Good logs cause problems
e Visibility into the components of the systems e The scaling of infrastructure as more RPA comes
(what are all the elements that | need to monitor) into play: servers; reporting
o If well-articulated and executed, | can read into e Capacity
the logs; leading to lower TOIL and Fault-Tree o Capacity to upscale servers seamlessly, without
Analysis impacting the current environment
e Take that visual information to do quick hit checks e Capacity to change licensing: depending on the
— a health indicator of the key dimensions on the licensing model one could pay per bot, user, etc.,
control panel not reach the max
e Various approaches e.g., notification of licensing
limits — and we will grant x above before we shut
off; cold storage e.g., pay x% insurance to get
extra licensing
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DO NOT USE RPA as your monitoring
mechanism

Expectations

Easy access to specific vendor personnel, such
as their escalation queue is well established
Senior technical person (TAM - technical account
manager) responsible for our account — a solution
engineer

Access to third line support from the vendor
Access to proper monitoring and reporting for
effective and efficient performance

Integrate with an ESD such as APM (application
monitoring service) — the solution would need to
integrate the alerts and for the service desk to
receive alerts 24/7

To provide us with technical notes and security
Advisors — keep the transparency on what is in
play: e.g., security upgrades, release of software
solutions. No surprises!

The licensing does not impact delivery

Measures of Success

1.

An alert system (if you don’t tell us the problem,
you are the problem) that meets the established
SLA. +++

Having operational training — a continuum as
the product changes. ++

Visibility and transparency of the components
to see all the relationships and how they
interact — meeting the MTTR. +

Reduced down times.
The ability to determine the level of

support/arrangement with the successful vendor:
Bronze-Silver-Gold

RPA Agile Procurement

Persona Name:
RPA Champion — Otto

Responsible for organizational uptake and maintaining it
throughout the entire project life cycle (and after in some

organizations). Able to address obstacles and challenges
Transitioning after project is in production — transition for

continued buy in after

Educating: business users, where RPA can be used, technical

team (how they can learn and use it)

Chief Evangelist (explain, demystifying)

Demographics

Director level — with strong support of DG and ADM; sometimes manager
Good communicator (to go over change management process — lots of resistance to change),

Marketer
Change is a large part of this

Getting people to think about automation when they do process review / development

More of a technical background who can easily understand how RPA works. (Be able to say in a
digital transformation roadmap where RPA and connectivity fits in)

Having system development background will help — there is a lot of translation required for

technical terminology to non-technical people
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Goals

Ensuring organizational obstacles are addressed
Certification / helps IT security understand the
software standards that may have been met
Reporting: regular,successful, and consistent
results (want to know the success for continued
buy in)

Have logs for transparency and tracking and to
explain issues

Business style metrics — efficiencies as we
automate (perhaps dashboarding) —i.e., with FTE
effort reduced, hours reduced, errors reduced,
cost avoidance

Knowing who is out there to help communications
on RPA (what it does and how it can help)
Smooth business transition (maybe resistance
because of the unknown)

Values

Reliable software to support metrics to sell RPA
(internally)

Consistent and known change management
RPA is a culture shift (need to prove value)
Machine learning — where bots are able to learn
from reading screens — could be a requirement
moving forward

Roadmap development: natural language
processing — as part of future role out as part of
machine learning

Consumption based licensing model
Leadership training — customized training and info
sessions for the leaders of an organization (will
make it easier to sell internally)

Expectations

Access to documentation / presentations
Support in the design part of the process

Online community (within government and
outside)

Demo / map how it works all together and the
capabilities they have

Able to link up to legacy systems (perhaps
through APIs) — help sell systems where we don’t
even recall the business process/decisions in the
application — expose business logic of older
systems — derisk digital transformation

If cloud product servers located in Canada (to
provide assurances that data is not subject to US
laws, data sovereignty is Canadian)

24/7 support (bots are running at all hours)
Scalability — scale up bots up and down when
needed (i.e., depending on time of year) without a
major upload

Flexibility — when scaling up bots have flexibly to
have bots work on machines on virtual machines
and PCs (good to be able to say to people that it
is easy to move environments)
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Challenges

Great to get senior management support but it
needs to get pushed down (at a working level) —
upward and downward push to get it going

SA&A (credentialing and bots) — implementing
product is a large and will need to meet “ITSG-33”
security controls

IT security people don’t understand RPA (so may
be a no answer to start with)

Cloud vs on prem. — ensure it stands the test of
time. If GC is going towards cloud it has to be in
the near future

Capacity — clients piling up who want to use RPA
as well as repeat customers

Funding strategy (for the team) especially as you
go into maintenance and support
Communicating infrastructure and software is
reliable to instill confidence in the system

Fears

Fear that RPA will affect the integrity of the
current systems
Perception of taking away jobs from people

Measures of Success

1.

2,

Understanding of licensing model and clear
cost to clarify for return on investment
Strategic roadmap for the companies —i.e.,
machine learning, Al, APIs, cloud, .... (to see
how it rolls up with GC plans and vision) i.e., 3
to 5 years

Efficiencies (dollar value savings but it is hard to
produce as well as other measures such as
number of bots in productions, efficiencies
introduced for department, fewer errors in
automated processes, user happiness, faster
processing times, increased worker mental health
for processes)

Total cost of ownership measurement

Access to professional services

Affordable training — training for the software
users — having access to training materials and
being able to use it in an organizational training
strategy

Capacity to support us

Increased job satisfaction

Lower attrition rate (and early retirement)

Over run possibility for licensing (i.e., if 20% over
than they can come back and bill later)
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RPA Agile Procurement - Citizen developer with no coding experience:

Are you positive that there has to be an easier or better way to do your work? You're likely use little tricks
like inbox rules to help manage your day-to-day tasks. You may be taking advantage of macros in word
and excel and maybe even add-ins on your browser. Often you wish you had the tools to automate simple
activities like calendar invites, repetitive and ongoing calculations, or simple time tracking processes. We
would like to bring you tools that will help you automate some of your boring and repetitive tasks. These
tools are designed to be easy to use, are mostly drag and drop, and and easy to get started with little to
no coding experience. We want to understand what your reality is like.

Potential ways of using RPA (mimics human interaction) through

e Screen scraping
e Writing code
e Widgets — modules

Persona Name: Citizen Developer — No coding experience

Timely Tim .

Demographics:
Variety of positions (from EC7, PM5, CR4, AS4 ....) -

Don't like being in boxes

Goals Challenges

o Make life easier, save time o Feed what management wants without repeating

e To automate repetitive tasks -i.e., onboarding - the same steps
ensure checkboxes are completed — information e Things are hard to have real time because so
from one email could be sent to a number of much information is in different locations and it is
people and get back results (workflow very manual to gather all the information
automation) e Processes are not well documented
Bilingual language detection e Lots of adhoc requests

Intelligent enough to detect the language working
in and be able to continue working in that
language
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Better understanding of where our time goes (i.e.,
creating lists out of lists takes a lot of time)

Real time information and real time solutions
based on their challenges — provide tailored
solutions

Values

When learning a tool, like having training and self
serve cheat sheets

Like being able to call someone for help (real
time, quick, consult without having to Google)
Having a community or buddy system (a
precise/dedicated place to go to for examples,
help and being able to see what others have
done) — someone with a similar job can show how
it is done

Be able to see the full potential of the tool (ideally
from someone who has used it that in a similar
role)

Having someone to walk through tool when we
need the support

Support call to get through a set up of task in a
short time frame

Examples of previous work from others that have
automated before (be able to build on or reuse
others experience)

Be able to use it wherever you are

Intuitive to learn

Communications of how it will benefit (that
overcoming obstacles is less than the benefits)
Reduces human error

Be able to automate things that is done regularly
(i.e., email —read it, be able to process and
categorize based on what it read)

Coordination for systems outside of government
(i.e. Slack,...) platforms
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Can’t connect systems (probably don’t own the
systems and likely don’t know how to connect
them)

Any flow (i.e., payments) with things like email,
excel, and word could use help with things like a
reminder for follow ups needs

Ability to connect dots between systems to know
where you are at in the processes (especially
when you don’t have access to all parts of the
system) — reconcile all the tools and systems
Tools are either too easy or too hard — missing the
middle capability of tools (with a guide to use the
tool)

For training we don’t know what we don’t know
Takes too long to enter pieces

Want to be see that the obstacles to adapt will not
outweigh the benefits

When these are systems, we use all the time they
should be easy to use and if we don’t use them all
the time, they should be even easier to use

Fears

Too many restrictions

If a tool is being provided, be able to use the full
features (lockdown makes the tool more work to
automate)

Will not save me time

Not being able to share across departments
When there is so much potential things take time
to learn and to implement

Forgetting how to use the system (because not
using it all the time)

Something that was created would not run
unexpectedly and would have negative impact on
what we’re working on

What is the follow up package? Or will it require
their constant fee
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Expectations

Being able to put into a repository so that others
can use it (or view it for reference on how and
what to do)

Distribution and sharing of bots and scaling of
bots

Able to overcome the obstacles

Able to say what the processes will be automated,
be able to automate and than be able to run it
(easy to implement)

Will save time

Need a way of validating that things are working
(a cross check system)

Ability to re-use it

Not constantly ask for help/support

Enough flexibility to meet needs
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Measures of Success

1.

Has to save time (and has to show how it
will save me time — ‘don’t know what | don’t
know’) and be able to understand quickly
Be able to use it constantly without going
to the vendor or IT (for a second,
third,,..time) for support

Help tap into what already exists (simplify
automation of already existing tools) — can
we get the tools we’re using and get them
right

Have an opportunity to have real time baseline
data

Flexible - with only 5-15 mins of search adapt
a current automated process; flexible to adapt
to changing needs or unanticipated tasks +
Valuing the upfront cost of putting a process
together — put effort to see what can be
automated (before the tool — help evaluate the
processes)

Incentive to convince us to adopt (a way of
showing the benefit from people using it) —
rather than push the tool an adoption
showcasing (why is their tool so good)

See how we can use the tool and how it can
affect me

Vendor be paid based on whether people are
adopting it

A breadth of add-in components to use
(connectors for email, internet pages, pdf files)
Balance of flexibility with easy to start using
the system

Identify where they are doing repetitive tasks
(that are opportunities for automation) —i.e.,
wizard or bots to suggest options on what to
automate

Be able to determine what it will take to
automate — i.e., you need two hours to be able
to do this
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Robotics Processing Automation (RBA)

Persona: Citizen Developer
Chris

Persona

Develops ad hoc scripts

Writes scripts to automate simple, repetitive tasks like responding to or filing email

Seeks a solution to integrate scripts to GC Docs as this is an important part of daily tasks

Deals with systems that don’t speak to each other like departmental address book

RPA allows them, as a non-technical person, to automate processes

Runs BOTs on their our own credentials which could limit what we can automate based on access
When you are starting out, the fear and risk of not really knowing the impact your script might have

Demographics:
Job classification: AS, IS, CR, EC; individuals closest to the business work

Goals

Reduce repetition

Precision and consistency

Connect disconnected systems: e.g. excel sheets
Reallocate time to more value-added tasks

Ability to interact with large data sets to achieve an
output or outcome

Increase productivity and efficiency (less errors,
more accurate, 24/7/365 — when it is built well)
Enable business outcomes unable to be
implemented during the development stage

Values

Ability to run in the background (so that we can
continue working while running a BOT)

Visual, easy to use, intuitive

Credential Management System (bigger than just
the RPA Solution)

Reusability, shareable

Transparency — know what is going to happen
Predictability, visibility into what the system is
doing: how it is going to run and that it is actually
running as expected

Documentation — auto-documentation

That management values our time in creating
macros and scripts as oppose to it being a side of
desk activity, value our time as citizen developers
as part of our work

A community to learn with and work through
problems with, share scripts, training through
community

Openness, open vs licensed solution elements;
shareability, not reliant on the vendor to create
functionality; ability to create add-ons to the
catalogue, library of things
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Challenges

Minimal technical skills

Credentials management, secrets management

If they do a bad job in automating a process, it can
cause lower productivity

If used without verifying the impacts of the
automation, may face challenges with the output of
the script

Making something that is reusable

High staff turnover (e.g. to assign owner of a
document)

Ensure the solution can support documentation at
the same place as the script

Fears

Job security — machine replacement

Lose sense of being valuable

Trusting a Citizen Developer to automate
processes with limited skills, understanding of back
ends, etc — not allocating the proper privileges
based on CDs abilities

Giving too much access to people without really
knowing if they can do the work

That the solution won't be supported/maintained
once the individual who created the BOT or macro
leaves the organization

Is everyone able to build a script and run it (without
errors)?

Inability to test before production

Reprisal — making mistakes
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The ability to achieve integration of disconnected
systems

Expectations

Behaves the same way every time

A minimum level of training from the vendor
Simple language, straight forward communications
that is actionable by the user

Licensing that would not become a barrier to use
Ability to test before going live

A sandbox type of environment to try things out first
Reliability in terms of the Solution is available,
when | need it available, the way | need it to
function

Output, logging to show progress and
communicate failure

Visibility into status in progress and beyond. e.g. if
something fails, pointing to what specifically failed

RPA Agile Procurement

Personas — Security (Security Assessment Role)

Sam - Persona
o Help translate business requirements into security requirements which defines what will

be assessed throughout the process

Measures of Success

1.

50 G e EO LS

® N

10.
. Works across departments, meets various needs
12.

Easy to use**
o Approachability — time to get started**
o User interface design — user friendly
o How it communicates its functions
o What it takes to write and publish a plug
in, automate a process
Increased productivity*
Multi-tenancy solution*
Easy to onboard*
Licensing — no barriers, open*
Reduces or eliminates errors*

Reduces time

The solution being used and achieving desired
goals (i.e. increased efficiency and/or enabling
certain functionality)

Ability to create your own workflow

Test credentials

Does not reinforce silos

e Mapping security requirements throughout high level and low level requirements and

design to identify threat assessments

Assess if safeguards have been implemented
e Produce report on what has and hasn’t been implemented
e Would like detail process design (to understand how each process talks to the backend

systems)

o Understand RPA is only doing what it is supposed to do and it doesn’t go beyond those
boundaries. If something goes wrong it is handled (protect, detect, respond)

e Categorize — determine the level of injury of the service (data elements) - injury is at
departmental level (worst case depends on the department and level of security support)

¢ Qutcome is an assessment package and a recommendation to accept the risk and move

forward

Demographics:

e CS2-CS4
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Goals

o Repeatable accurate assessment process

e Clearly define the scope of the assessment and
additional requirements

¢ Demonstrate the outcome of the assessment (a
failed assessment is still a good assessment)

¢ |dentify the risks inherent to solution no matter
who is using it

Values

e Have vendors validate and demonstrate the
function of security authorizations - and define
expectations to meet those controls

Expectations

e Crystal clear on what activities we expect out of
vendor as part of security assessments (i.e.
artifacts for x, y, z)

e Industry certification around security would be
helpful — if vendor chooses to showcase the
safeguards, we want to have the verifications up
front

¢ Incident response and recovery

e Create logs — where are those logs going

e Protected response — ensure RPA solution has
limited access (i.e., if something goes wrong
damage done to system is minimal)

e Ensure no access to modify logs

o Easily exportable logs that can be digested by
security monitoring systems

¢ In one view see what RPA is doing across
multiple systems

e Version auditing (be able to audit yesterday’s
model) — recreate the same outcome based on
yesterday’s model
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Challenges

Unattended processes will be accessing backend
systems — the injury varies depending on the
department and the systems

Ensure there are safeguards in place at all the
levels

A threat may be a threat to multiple departments —
should the tech have a vulnerability and it is
deployed across multiple departments then all are
impacted

If it sits on GC network it is ‘swiss cheese’
Security posture is going to be key — solution will
be inherent from infrastructure vulnerabilities
Weakness in one department is a weakness
across the board (shared risk)

Fears

How much time will be allotted to ensure sufficient
time for security assessment and for security
authorization of the deployment

Tie in or check by SSC that the processes are
authorized by SSC — a touchpoint

Vendors, connectors and the implementations are
assessed (i.e. to detect partner systems for the
implementation) — break security to service
provider and service consumer

Need to implement it the way it was assessed

If changes occur it needs to be assessed again
This could be a threat to everything

Some things are done once, and other things
need to be different every time — because it is
partner specific

Each layer is a delta

Measures of Success

1)

2)

3)

Whatever security activities we agree on are
executed fully (nothing is left blank) — clear
yes or a clear no (with evidence) +1 +1 +1 +1
How each components talks to another — be
able to see how one impacts the other — the
logic and relationships between components —
see where one change in one area could
impact another area (be able to see the big
picture) +1 +1

Telemetry +1 +1

Define potential injury for assets involved with the
solution +1

Well established protocol for advising clients of
threats and vulnerabilities (to manage security
risks) — any changes on vendor side (threats,
vulnerabilities, change in sub contractors could
change the security posture of GC — changes,
upgrades and adds can change security position)
+1

Outcome is less important than the process —
needs to be repeatable process

Clearly define requirements to measure and
assessment (repeatable with consistency)
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RPA Agile Procurement

Persona: Operation and Production Manager (OPM) ‘
Rebecca

Persona
The Control Panel is the only interface with the system that the OPM has access to
Runs and reviews the health checks: ensures the system is working properly; control panel would notify

the OPM. Continuous on a cycle (e.g. every hour)

The Control Panel alerts the OPM when there is a failure, it is not perfect (at times receives many alerts

and can be overwhelming)

Uses the Control Panel to check the queues, if there is inventory or not, to ensure system is pulling

inventory correctly
Monitors performance of the BOTs
Assigns a certain number of BOTs to a process

Uses information from the Control Panel for reporting to show the Department how well we are doing
Uses an internal system to create reports but hoping to do in the Solution; using the Solution’s reporting

capability provides better reporting
Scheduling

Start and stop the processes
Review logs

Troubleshooting when processes are not working properly
Work with Developers to help debug (although not a programmer)
Works with Developers, PM4 Program Consultant, with other PM5s and PM3s

Demographics:

PM5, CS3 (potentially CS2)

Goals

To process as much work as possible to reduce
strain on processing network

To keep BOTs running, keep stable and working
correctly

Allocate the virtual workforce according to workload
(e.g. if you have several automations running, if one
has more workload than the other, you can
reallocate BOTs to the higher workload — optimizing
BOTs
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Cha

llenges

Integration with existing infrastructure — with existing
databases, inventory system (e.g. Microsoft Dynamics)
(very important and can cause a lot of work), interface
with legacy systems

Getting the system, as it is working with our outdated
systems, to get the developers to get the Solution to
communicate correctly with existing systems

Limited training of Developers, therefore knowledge to
use the Solution is limited (don’t know what they don’t
know)

Workload spikes (in GC large influxes of work in short
spans of time)

The interface can be clunky and changes with updates
and requires changes in our way of working with the
control panel

Attended BOTs and many end users making it hard to
manage — adding and maintaining a large set of users
User = an individual
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Values

+ Confidence in alerting system

»  Arobust alert system: flexibility

»  Expertise and proper training and usage of the
program

»  Allowing users to work with the Solution the way
they like to work (e.g. control panel customization to
suit the needs and way we need to work in the
system)

* A mobile solution (e.g. app or web-based to be able
to do a quick check to ensure all is running well)

. If in Cloud, like how MS Teams works

* Robust statistics generation on how the system is
operating, e.g. length of time to complete a process,
to clear a queue, etc.

*  Areporting capability in the Solution directly as
opposed to having to export data out of the Solution
and use another solution to report

* Integration with existing reporting tools or direct
reporting capability within the solution

»  Making changes simpler (e.g. on the fly without
taking the whole process down); modular changes;
‘hot swap’

* Response of the control panel itself, if it takes too

long or is clunky — working on a bad network. Needs

to be light — does not need to draw a lot of User
resources (e.g. bandwidth, reload of page) to
function

»  Webpage vs application on desktop for the Ul to
allow to share the monitoring with other Users

Expectations

» A customizable alerting system: parameter and per
process (for different thresholds)

» Areactionary alerting capability if things are failing
and can stop the BOT if it is failing

+  Cloud-ready

+ Afast, sleek interface, customizable at the User
level to make their own dashboard and layout

+ BOT is operating correctly and a way to do checks
and balances

» Active directory — ability to assign large groups of
end users with different access needs

» Maintaining a familiar interface when issuing
changes

*  Dynamic resource management and allocation
based on load.

*  Having a memory

»  User Profile based view (not a generic view)

o e.g. the Solution can anticipate and bring
you back to the process screen you were
working from

o Ul that keeps in mind the workflow
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Fears

Quality, not knowing if the output of the BOT was
correct (had to create our own QA program to verify
quality)

Not being notified when something goes wrong, we
need to know but not sure if it is always telling us

We may be processes 10s of thousands of accounts
and not knowing if done correctly

Not being able to gauge how much processing power
required for a given workload (not able to address the
ebbs and flows in demand and inability to complete in
the given timeframe)

Measures of Success

1.

2,

Noo

Scalability / Expandability: dynamic resource
allocation***

Easy to implement in terms of programming and
interface with other systems*

Look and feel: control panel layout, features for
reporting, user customizable/friendly*

Time to implement the solution (initial deployment)*

Time to set up new BOTs

Ensure it can run effectively, quickly on our system
Ability to add or modify BOTs without bringing down the
system
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RPA Agile Procurement

Persona: Business Analyst

Betty Ann

Persona

Prepares for the RPA: inventory of current process, consults the team to vet if process makes sense to
automate, puts forward the decision to automate, needs to understand the business, the work, the data
processing, the issues and also the RPA tool functionalities
Two key roles: listen and advise clients and executives on automation
* Listens, diagnoses, looks at processes and process automation
* Interaction with the work level to understand how processes run
* Develops or validates the wireframes of the system — a skeleton sketch of the business process
e Review the “day in the life of...” the users of a process (e.g. citizen, the service provider, etc.)
* Understands and documents the current process from beginning to end: how does the
interaction happen? From data, to inputs, to outputs
Documentation — typically processes are inadequately documented; BA will question why things are the way it
is, discovery by observing the process and finding where it doesn’t make sense to people
Come up with an optimized process, and its documentation and consults with the process owner, solution
design with Solution Architects
Articulates the business case for the automation: Identify what is the advantage, or compare pre, post
automation
While designing process, will seek optimization
Ensures processes are running smoothly on a day to day basis
Address issues, resolve issues
*  Not necessarily an expert in the solution at all.... Gain knowledge through working with others
* Responsible for documenting the current state and working with SMEs to develop the future
state
Product owner of the process to automate
At time, no internal BAs and so we have consultants; in this case we would own the process and not the BA.
Expectation is the BA is the product owner.
Works in teams
* Interactions with developers; process owners, with different units: policy, procedures, system
access; automate letters and collaborate with different groups
Product owner = automation only; not the process owner
Regional SMEs: to ensure we are on track with them, we leverage their expertise, incorporate them in process
and see how this affect the Regions (we take away work an agent would do so need to understand what
automation is taking over)
Not technical experts
Communications, a bridge between testers and developers
Facilitation and Analysis

Demographics:

Job classification and level: CS3, AS4, AS5, PM
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Goals

Trying to create an automation that resolves
tedious tasks and provides large ROI

Use the tools to capture information for the Process
Design Document (PDD) with the business team
To reduce workload pressures; to optimize
processes

To ensure consistency in how the process is done
To provide authoritative source of documentation —
have everything they need to make the decisions
they need to make: e.g. Testing needed to replicate
processes to satisfy the requirements have been
met

When you leave you leave a body of work that is
reliable, that accurately reflects the requirements
The deliverables and the quality of them

Facilitate a process with those who will use the
process and identify and document, prioritize (at
times in phases), iterative

Present back to users the constraints from the
technical team and work with them to make
choices

Automation delivery lifecycle: when process being
designed, we work through the developers
Testing phase: how it was supposed to be
designed and how it is working or not

Ensure the client has the necessary tools to use
the solution (e.g. cheat sheets, training materials)
To understand the RPA tool to be able to translate
what they found into RPA speak

Automation and Al: assessment of readiness,
many want to play with Al, but their systems are
not Al ready

Assessment needs an understating of the tools
Provide clarity on where and when RPA is
appropriate

Make it happen (PM role)
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Challenges

Make sure you automate something that is efficient
Getting the right information from departments
Overuse, striking the right balance

Blindly using RPA will lead to problems

When the cost of automating far outweighs the
benefits of it

Having costing models to make decision making
consistent to automate or not to automate

Too much automation

Translating the problem, process into the RPA
solution’s terminology; understanding the solution
well enough to translate the problem

To understand all the solutions, is the solution easy
enough for the BA to articulate ROI

To fully know the RPA solution but not necessarily
have IT background

Articulation of the ROI, it presupposes a deep
understanding of the RPA tool (need to rely on the
vendors for expertise, that comes at a cost)

To have a proper understanding of when you tap
into the vendor vs internal

Track record of cost overruns and not meeting the
requirements

A lot of preparation work

Lack of documentation at the client side of current
processes; opportunity to put on paper

Some processes not as mature for PDD

The bots are not at times reading the way we want
it to read certain screens; not consistent in reading
and validating; at times this is an enterprise system
issue

BOTs are built and when there is a change, there
are many delays. Changes can take a lot of time.
(e.g. policy change impact on the BOT, but can’t
afford to have a long time delay because the
process is already automated and doing, so can’t
just stop... resources have been reassigned

At times we are rushing to make changes and need
to make sure the technical process is well done
with no shortcuts that can cause issues along the
way

Careful of changes being made to enterprise
systems and impacts on the automated processes
that are impacted (specifically with longer
development cycles)

For some cloud solutions, all servers within
Canada have a component — meeting cloud
requirement of GOC
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Values

Solving the requirements of the business

Less concerned about the tool, more about the
human interaction

The vendor support and development community
Access to experts

Strong/wide support community

Documentation within the tool; ease of use
Workflow progress, graphical display, and
traceability

Ability to create a dashboard to demonstrate
benefit

Progress visualization, stats, process mining,
workflow mining

Area to experiment, simulation without affecting live
automation

Version control, release management (internal), roll
back capability

Consistency and accuracy of results in reading
bots

Shorter turnaround while keeping the quality of the
BOT for any process changes

If making changes to BOT, we want to have
visibility of its impacts

Full automation (ability of the tool to automate full
processes)

Natural language reading

Communications with the Vendor (what is done on
the Vendor side, Developer — clarity of roles and
responsibilities between Vendor and
Client/Developer)

Privacy as we interact with different systems (e.g.
PDD with clients, interaction with systems with
security clearances

IT Security, all aspects of keeping information safe
Vendor provided assumptions on IT security and
how they will work with that — how they will use
their active directory for login, security policy
passwords

Expectations

To do what you intend it to do: what the rules
dictate

Efficiency, to speed up the process

High availability

Resilient

Consistent results

Tool covers all the exceptions

Test scenarios, repeatability

Security to deal with sensitive information:
information leakage, unauthorized access, no leak
to vendor

If tool is hosted, hosted in Canada

Ability to produce a solution design document that
outlines, maps out what the solution is

To be able to demo the product while the product is
in development

Vendor meeting cloud requirement of GOC

Easy to fix when something goes wrong; easy to
identify where it is going wrong
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Fears

Digitizing bureaucracy

Not developing a solution for processes that are
not well develop or change frequently

Agility — inability to modify things quickly

The system does not allow us to do what it needs
to do and needing to create work arounds and
break rules

Of well-developed process becoming or creating
many exceptions with changes over time —
becomes a spaghetti mess, process drift

No traceability of changes

Not being consulted as part of the business cycle
Not catching something we did not think of in the
PDD and UAT (User Acceptance Testing), scenario
Many change requests: funding and time
implications

Compatibility: e.g. System upgrade and no longer
working after an upgrade — loss of great effort and
not knowing the interdependencies created and if it
works with future upgrades; not knowing when the
process is no longer compatible, not knowing early
Exception with bilingualism in GC (e.g. ‘¢’ —a
recurring issue; French characters)

Privacy breaches

Measures of Success

1.

2,

Go o

Meet business requirements based on
processes presented to them***

Availability of attended and unattended BOTs
(some only offer one) ***

Most cost effective* (ROI)* (the battle with
upper management)

Availability of training for that solution (at no
cost)*

Mock-ups

Tool helping me do my job as a BA

Testing

Does what it's supposed to do: consistent, reliable
Cost

Meet business transformation needs

Training requirements

Timelines, schedule

Flexibility in schedule to align with the business
cycle and availability
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Length of time from start to finish (is useful to
automate it)

Meets the AG (auditor general) audit requirements
Meets all applicable policies, directives, legislation,
and procedures of various GOC departments
Incorporate bilingualism

Bots can interact with our Enterprise Systems,
legacy systems

RPA Agile Procurement
Developers

Persona Name: Morgan

Reproduce the steps a user takes when completing a task using a bot

Demographics:

Goa

Availability of documentation of that solution (at no
cost)

Availability of the system itself: all the time

If system goes down, pushes our process behind
Can the solution be provisioned to meet high
availability?

How frequently the solution is being updated,
upgrade impacts on processes

Licensing cost structure: rate of change

Can you purchase licenses for x year without cost
change?

Affordability (e.g. past issue with inexpensive
solution but training expensive)

Process automation, development tools as a whole
Understanding the requirements, what needs to be done
Developing, Debugging, Documenting, and Deployment of the solution

Prototype — agile, quick turn around

Doing this for a client who will consume the product (can be the Developer); technical
writer, debugging team i.e., Business Analyst (for requirements vs a client directly)

Client may not mean actual user — Business owner
End-user of the process
Low code environment: more useful to speak with the users of the process
Client = can be another workflow, chaining flows together
Define parameters of performance
CS-01-03
May help to have a programmer background
Preferably must know scripting language (depends on the platform which script
language)
Is Challenges

Replicate how a user interacts with a piece of
software

Use RPA development tools to turn ideas into
reality

Understand the business process to be
automated — working with a BA — developer
needs to be able to understand to create the
automation. This could also include SME
shadowing by the developer

Adhere to RPA standards and best practices
(industry standards)
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Depending on the system being coded against the
behaviour of the system could be different
(production vs development)

Getting servers set up and workstations for
developers set up —i.e., workstations may need
specific software. Needed approval for software to
be installed and at times vendor needed to be
called in for support

Antivirus on systems could be an issue

Proper intake for projects: Making sure you're
working on the right project — need proper intake —
needs to be screened to be a proper RPA fit
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Adapting an actual non automated process to
automation

To solve a problem, to improve the process,
reduce work

To implement an algorithm (codify the recipe for
the business process)

Implement code to achieve an outcome

Capture the nuances of the manual process and
debug the manual process: debugging and
optimizing

Might want to change execution and the process
itself

To ensure the processes are optimal (e.g., not
implement processes we no longer need; create
additional processes needed in an automated
context) — adapting a process

At times, process optimization

To automate mature processes that are well
understood, stable

Values

Having a resilient solution — when in production if
the bot can’t perform a task, it can recover

Quick turn around — answer client needs in a
short period of time

Ease of Use — identify elements the robot needs
to interact with — identify elements of a Ul (user
interface)

Easy to extract data from various extensions and
resources

Less coding required — less coding skills — have
pre built templates — pre-defined activities inside
the tool

More data manipulation capability — so many
connectors to get the data (using OCR to capture
the data for websites, excel, word — and connect
them together)

Easy deployment of the process code to the web
page for the web application

Ability to integrate with various connectors
Readable logs to trouble shoot during
development — from a debugging perspective
Automatic documentation of the process as in the
system (nice to have), self-documenting system
Ability to print the flow in graphical representation
Machine (e.g., differential analysis) and human
readable (e.g., understandable) outputs (e.g., a
configuration, exporting (low code) configuration
file to save the code created

Non-proprietary (some are semi-proprietary) — if
so, should have an exit path

Reuse (modularize and reuse the modules)
Readability

Quick experimentation; reiteration; Fail fast

(Not all engineers may value this)
Democratization of building stuff (less dependent
on the engineer)
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Tasks performed by users can’t have a lot of
cognitive tasks — it is hard to translate into
repeatable tasks if too many cognitive tasks
Working from home it is difficult to share screens
(not on protected B for videoconference
application) — couldn’t present production
environment to developers

Integration with email platform to send emails may
have security issues (this could be internal email
setup issue)

Validating that the implementation is correct
Understanding the edge cases (cases near the
limits where processes are more likely to break)
e.g., leap year computations

Handling exceptions

Disconnect between documentation and what
people really do: what has been documented and
how it is really done (for both the input and the
output)

Disconnect between the new process described
and actual

Fears

Issues with repeating the activities — i.e., copy and
paste would be nice to have rather than create a
new activity

Re-inventing the wheel — not using the proper
library

Having unmaintainable / non-readable code
produced

Application security — we want to protect
information — not having info exposed with the
script

Only a single developer can use code at a time —
would like to have multiple developers being able
to access the code

Clumsy work arounds, being constrained by the
imagination of the RPA provider

Limited flexibility of the libraries

What's it doing under the hood? What's it doing
now?

Is it going to be fast enough? Often gloss and
glitter...

Low code: what if the licensing costs go up and
not accessible in the future; having to start over
Vendor lock in

Availability of specialized people, experts in the
platform (expensive consultants - problem with
consultants)

Does it talk to the existing systems, need to spend
more on widgets

Proprietary: long term lock in, inability to convert
to other formats; what if the company goes under?
How do we recover from that?

System will fail and lose code

System updates that mess up previous code
Relying entirely on a third party for backups for
recovery
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Agility: if you build something from scratch, you
can do anything; if you use something someone
else has built limited to the library, similar to the
framework (collection of libraries). A low code
solution would need you to do as much outside of
the use cases — clumsy work arounds

Ability to provide plug-ins

Community: Communities of developers

Build, bring, borrow, clone: easy to bring in and
share

Expectations

Ability to identify any user interface element
Contextual — information with menu — when you
right click on the element than you get a drop
down to match that item to take action

Search — i.e., that provides internal user guide
(user manual is properly integrated into search
functionality)

Ability to define (and analyze) coding standards
within the tool

Efficient trouble shooting and error handling tool
(if there is wrong input in the program it should
show the solution to the error — responsive
instantly) Near Real Time

e Able to integrate with third party tools

o Works all the time

e Get me out of a job

e There are no unexpected, emergent behaviours

e The process of coding is much faster, expect way
less engineer time; RPA specialist should do this
more accurately and quicker than the engineer

e Look more polished than a fully customized tool

e Look more generic (familiarity), similar
functionality across them, look and feel (e.g., if
you automate a process in one tool vs
another, there is some common look & feel for
familiarity (output)

e To have strong debugging and testing, repeatable
capabilities with a set of test data; what does not
work can be debugged; ability to repeat the test
with break points to be able to work through the
workflow

o Ability to democratize testing and debugging
process (easy to use, set up, run)

e Good data collection and telemetry on the system
is working (e.g., when it crashes, you would like to
know how often and why)

e Performance data: speed, resource
consumptions, etc.
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Low code and no code encourages shadow-IT /
skunkworks behaviour: everyone can start to code
but that also means loss of control

Measures of Success

1)

2)

Robustness — stable solution that doesn’t
crash and as you develop provide a robust
solution

Easy to use and easy to learn— anyone can
jump in and use with minimal up time or
training (i.e., an experienced developer in
another platform can pick it up and learn it
quickly)

Training available

Is the tool broad enough that there are few
turn ways (not able to build what the Client is
requesting) — flexibility to accommodate (e.g.,
interface)

Reusability, portability, and interoperability

Scalable — whether simple solution or it evolves
into more complex solutions

Integration with web services and other
technologies

Modularity — visually can see at first glance see
different portions of the code, using reusable code
or library

Integration with third party tools —i.e., code
repository

User friendly — when you open application you
can navigate quickly and easily (well structured
solution/application) — hover over something you
don’t know, and it explains it

Supports multiple developers working on the
application at once

Speed of development and implementation
(produce quickly)

Ability of the system to hit the requirements of the
Client and the RPA system

Long term: does the system keep up with the
ecosystem; ability to evolve over time to keep up
with client needs

Does democratization actually work? Are they
engaged?

Do the outputs function properly? Does it work?
Does it break often? Does it offer the user the
ability to debug successfully?

Useability: tools do what they need to do
Democratization (broadly useable, low barrier to
entry); adoption rate, # of users; types and levels
of users

Affordability!
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RPA Agile Procurement

Persona Name: System/ Solutions Architects

Rodrigues

Demographics:

A valid exit path — code reusability, portability,
sharing of code

Build, deploy, modify, and monitor scripts — to determine how many tasks have been executed

How to build next generation scripts
CS-3 are solutions architects

Dealing with the infrastructure is a primary role — robots are available for processes being
developed. Robots need to have user accounts (unattended)

Provide technical expertise to support developers (this has been provided by vendor in the past)
Use the latest version of the software provided by the vendor

Central coordinator to organize all the robots

Goals

Not much programming of the scripts

Able to execute any kind of task that an end user
can do (flexibility to use older and newer
technology)

Keeping software up to date

Scalability — want to spin up and shut down robots
at any time

Performance — speed of robots and how quickly
they can start working (delays in automation — 1
minute or more isn’t acceptable)

Unobtrusive to end users of attended robots — to
make it easy to use the attended robot
Continuous integration and delivery (once code is
committed and the pipeline will kick in and start
deploying the process — deploy and make
available right away and continuously

For unattended bots — being able to pause
process if bot doesn’t know how to interpret data
— need to be able to take input from business
(SMEs) experts (so a process can be designed a
to z and a portion can be done by the bot and a
portion being able to be done by humans)
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Challenges

Automation taking over the computer — so the
employee can’t do other work

Many programs and many applications need to be
supported (web, desktop, and mainframe)

Certain browsers don’t support certain RPA
technologies — particular browser is selected for
automation and so only a certain browser is
supported

If user interface is changed need to rebuild/modify
existing process to account for the change

End users are using PCs, now we’re on a virtual
machines — need to be more specific with setting
up virtual machines to fully emulate PCs
behaviour

Inside data centers they don’t have MS office so
those applications aren’t tested on the servers -
government environment for PCs is locked down
(i.e., pop ups not able to change preferences
related to pop ups — group policy is strict) whereas
regular computers aren’t locked down — so difficult
to see what parts of the environment are locking
down and not allowing completion of the
automation

Want to be able to install without browser
extensions

Currently most people are using VPN as they’re
working remotely — running script against robots is
harder because people shutdown or don’t have
stable overnight VPN connectivity
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Values

Expectations

When automations (and investments including
infrastructure and skillsets) are in place they need
to have financial savings and improve the quality
of service to Canadian citizens — so agents can
do more valuable tasks

e Balance cost with value received

o Extensive documentation

e Training materials (and online training)

e User groups and forums available online
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When deploying, an attended robot needs to be
as easy as we talk (department handling of
network and PCs makes it more complicated)
Updating robots is frequent due to vendor
additions and changes

Adoption is reduced when robots starting up is
slower than doing it themselves

Shifting from one tool to another — transitioning
processes from one tool to another

Fears

Security
How does the end user react (human perspective)
Fear of users fearing the robot

Measures of Success

1)

2)

3)
4)

Implementation of software must be easy —
install, develop, running, deploying, ....
Minimal integration -integration must be
achievable by solutions architects (easy,
intuitive, straight forward)

Easy deployment and maintainability
Shifting from one tool to another —
transitioning processes from one tool to
another — being able to import/convert from a
different platform (compatibility)

Leveraging defacto standard of the industry — be
able to go cloud based rather than server based
(and another example is being object oriented,
feature rich tools)

Don’t want to be locked down with obscure tech
that will take months to learn
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Robotic Process Automation Solution

Attachment 3 - Official Languages Act

Official Languages Act

To be compliant with the provisions of the Official Languages Act, the Solution must meet, at a
minimum, the following requirements:

a)

b)

c)

Users must be able to enter customizable text on dashboards and in reports in either English or
French;

the Solution must include functionalities that allow Users to fully work in either English or
French;

Users must be able to toggle between English and French from any given page or Solution
interface;

Users must be able to set an official language of preference for the Solution’s interface;

Users must be able to select an official language of preference when brought to the Solution
prior to launching it;

the Solution must generate e-mails and alerts to Users in both official languages;

the Solution’s Support Services (telephone, fax, e-mail, Web) must be available in either English
or French; and

training delivery must be provided in both official languages;

instructions and course material must be available in either English or French, or both, as
specified by Canada.

Page 79 of 80

Solicitation No.: 2BS-1-91027 - Initial (CBSOS-Full v5 21.04.19)



Robotic Process Automation Solution

Attachment 4 - Accessibility Act

Accessibility Act

To be compliant with the provisions of the Accessibility Act, the Solution must meet, at a minimum, the
following requirements.

a) All Information and Communication Technology (ICT) components of the Solution must conform
with the relevant accessibility requirements of EN 301 549 (2018). These components include, but
are not limited to, web-based dashboards, reports produced by the software, product
documentation, and support services.

b) Information presented through visualizations, graphs and dashboard widgets for example, must
be made available through non-visual means. Providing an alternate output, which presents the
information textually, is sufficient to meet this requirement. The text version must provide the
same information as the visualized version.

c¢) Where documents are provided in more than one format, for example, a report provided in both
PDF and Excel format, at least one of the formats must be accessible. The accessible version must
provide the same information as the inaccessible version, and a notice must be posted indicating
which format is accessible.
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