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1. [bookmark: _Toc146177987][bookmark: _Toc485043065][bookmark: _Toc488136826][bookmark: _Toc97196264]INTRODUCTION
[bookmark: _Toc264037364]The Colorado Statewide Internet Portal Authority (SIPA) has operational governance responsibilities for Digital Government Services (DGS). SIPA provides centralized management of DGS while liaising with the DGS Governance bodies for statewide DGS visibility, strategic direction, and escalated issues. This Exhibit 1.2 (Governance Model) describes the SIPA team roles and responsibilities and working relationships between the Portal Services and Payment Services towers. 
The purpose of the DGS governance model is to ensure that Customer objectives are continually met through a healthy relationship with the Service Provider. This approach seeks to understand and meet each party’s objectives, ensure each party is meeting its own commitments in the relationship and is efficiently and flexibly managing change. With a focus on creatively meeting goals and a healthy relationship in place, the Service Provider is allowed to innovate as Customer requirements change or new market offerings are developed.
The governance model is a set of defined interactions, expectations, decisions, roles, and processes that guide the governance of DGS Services. The governance model is designed to be informed of the overall service operations while facilitating the effective resolution of issues and enabling strategic decision-making.
Guiding principles used to formulate the governance model include:
Strong and effective customer engagement
Resolving issues at the lowest possible level
Establishing representative groups to resolve issues
Monitoring governance contractual requirements
Monitor interparty relationships between both service towers
Evolving service options and supporting innovation
Formalize roles and responsibilities for governance strategy and issue management among SIPA, Customers, and the Service Provider

[bookmark: _Toc485043068][bookmark: _Toc488136829][bookmark: _Toc97196265]DGS GOVERNANCE STRUCTURE
Operational governance consists of day-to-day management of the DGS Services, DGS program-level communications, DGS issue resolution, contractual and funding oversight, and customer satisfaction.
Success with the DGS Governance Model rests largely on the effective management of operational processes that are the responsibility of the Service Provider to establish and operate in conjunction with SIPA and the Customers. This close relationship between the Service Provider, SIPA, and Customers provides an efficient working and operational governance foundation to foster quality services, including resolving issues and making in-scope decisions at the lowest possible level. It is expected that nearly all issues are resolved through direct interaction between the Service Provider and SIPA or the Service Provider and Customers with SIPA executive leadership participation only for escalated issues as appropriate. 
 [image: ]
Figure 1: DGS Governance Entities

[bookmark: _Toc97196266]DGS Governance
DGS Governance provides overall leadership and coordination for strategic governance of DGS Services, including:
· Define the strategic business direction of Services
· Resolve business critical issues escalated from SIPA Sourcing Management
· Monitor implications of results for business performance
· Ensure strategic goals are achieved
· Approve changes to governance decision-making framework for Services
· Approve the addition or deletion of Services
· Approve changes to the service delivery model
· Monitor service delivery and performance
· Resolve issues with broad enterprise financial implications
· Approve critical DGS security or technology-related decisions
· Consult on analysis of Customer satisfaction survey results and action plans
· Review and approve changes to DGS Service Levels, Services, and performance reporting to align with business requirements

[bookmark: _Toc97196267]SIPA Sourcing Management Responsibilities
SIPA is accountable for DGS Sourcing Management, the operational day-to-day management of the DGS program. In this role, SIPA works with Customers, the Service Provider, and other stakeholders with a focus on the following functional categories: Performance Management, Relationship Management, Commercial Management, and Contract Administration. The SIPA Sourcing Management roles and responsibilities are described below.
[bookmark: _Toc84831377][bookmark: _Toc97196268]Performance Management
Role:
· Ensure compliance with SMM Processes
· Conduct deliverable review and approval
· Monitor RFS and Work Order management
· Perform project review and approval
· Oversight of security and architectural standards within solutions
· Review Customer service satisfaction measurement results and analysis
Responsibilities:
· Initial point of contact for Customers on service issues
· Initial point of contact for Service Providers on delivery issues
· Monitor day-to-day delivery
· Monitor RFS and work request processes and approvals
· Oversee PCI compliance
· Oversee incident/problem root cause analysis
· Ensure service delivery meets SLA requirements
· Develop performance improvement plans with Service Provider
· Review and approve/deny SLA exception requests, track SLA credits 
· Review and recommend adjustments to SLAs
[bookmark: _Toc70934270][bookmark: _Toc70934271][bookmark: _Toc70934272][bookmark: _Toc70934273][bookmark: _Toc97196269] Relationship Management
Role:
· Execute DGS Governance
· Coordinate program communications
· Oversight of Customer satisfaction
· Service Provider relationship management
· Ensure Customer satisfaction
· Foster healthy relationship with Service Provider to create value
Responsibilities:
· Provide active leadership to resolve contract issues and disputes 
· Communicate service status, major changes, or improvements 
· Provide educational materials and program-level training on the Services
· Develop and deliver key messages
· Assist with service escalation events
· Oversight and approval for strategic program outreach and growth efforts
Customer Relationship Responsibilities:
· Customer advocate to ensure services meet expectations
· First point of contact for new services and work orders
· Stay informed on services, projects, and plans to meet customer objectives
· Manage Service Provider response to customer demand
· Monitor Customer satisfaction and provide remediation through effective communication between Customer and Service Provider
Service Provider Relationship Responsibilities:
· Executive management of contracts
· Monitor/manage the financial health of relationships
· Manage execution and monitoring of strategy
· Communicate Customer changes to Service Provider
· Determine program-wide customer requirements and SLAs
· Liaison between agency leadership and Service Provider
· Ensure understanding within SIPA of Service Provider roles and behaviors required to sustain effective long-term partnerships
· Oversee DGS risk management program
· Develop communication and training programs
· Active participant in the selection of Service Provider and negotiation of the agreement
[bookmark: _Toc97196270]Commercial Management
Role:
· Ensure integrity of the business model
· Ensure compliance with contract requirements
· Ensure deliverables and obligations are timely
Financial Management Responsibilities:
· Establish and maintain overall DGS financial planning, budgets, and reporting
· Perform monthly DGS financial statement verification and dispute management
· Investigate variances in forecasted expenses or usage 
· Participate in review of Service Provider-provided project estimates and business cases for inclusion to contract schedules
· Review business case for all special projects and new services
· Oversee all financial related audits
· Ensure Service Provider’s financial responsibilities are not converted into retained or pass-through expenses 
Contract Management Responsibilities:
· Monitor Service Provider’s deliverable commitments
· Ensure terms and conditions of agreement are satisfied
· Track and audit retained software license compliance
· Conduct benchmarks and analyze results
[bookmark: _Toc97196271]Contract Administration
Role:
· Service Provider Onboarding
· Contract Management
· Provider Correspondence
Responsibility:
· Contract Library Administration
· Provider Audit
· Contract Change and Modification Management
· Contract Renewal
· Contract Closeout
[bookmark: _Toc84946609][bookmark: _Toc86746395][bookmark: _Toc86745581][bookmark: _Toc84946610][bookmark: _Toc86746396][bookmark: _Toc86745582][bookmark: _Toc84946611][bookmark: _Toc86746397][bookmark: _Toc86745583][bookmark: _Toc84946612][bookmark: _Toc86746398][bookmark: _Toc86745584][bookmark: _Toc84946613][bookmark: _Toc86746399][bookmark: _Toc86745585][bookmark: _Toc84946614][bookmark: _Toc86746400][bookmark: _Toc86745586][bookmark: _Toc84946615][bookmark: _Toc86746401][bookmark: _Toc86745587][bookmark: _Toc84946616][bookmark: _Toc86746402][bookmark: _Toc86745588][bookmark: _Toc84946617][bookmark: _Toc86746403][bookmark: _Toc86745589][bookmark: _Toc84946618][bookmark: _Toc86746404][bookmark: _Toc86745590][bookmark: _Toc84946619][bookmark: _Toc86746405][bookmark: _Toc86745591][bookmark: _Toc84946620][bookmark: _Toc86746406][bookmark: _Toc86745592][bookmark: _Toc84946621][bookmark: _Toc86746407][bookmark: _Toc86745593][bookmark: _Toc84946622][bookmark: _Toc86746408][bookmark: _Toc86745594][bookmark: _Toc84946623][bookmark: _Toc86746409][bookmark: _Toc86745595][bookmark: _Toc84946624][bookmark: _Toc86746410][bookmark: _Toc86745596][bookmark: _Toc84946625][bookmark: _Toc86746411][bookmark: _Toc86745597][bookmark: _Toc84946626][bookmark: _Toc86746412][bookmark: _Toc86745598][bookmark: _Toc84946627][bookmark: _Toc86746413][bookmark: _Toc86745599][bookmark: _Toc97196272]DGS Sourcing Management Governance Meetings
DGS Sourcing Management will establish and coordinate governing meetings with the Service Provider and will facilitate meeting agendas, presentations, and meeting notes. Regularly scheduled operational meetings may focus on service delivery, projects, and project planning, DGS services and planning, operational status, finance, or other topics. The Service Provider may be invited to participate in these meetings and may also be asked to research issues, make presentations, and complete follow-up action items.
The meeting cadence and agendas will be developed during the Transition period. The target meeting cadence will be weekly or monthly as needed, with topics including:
· Service delivery and service level performance
· Service improvement initiatives
· Financial management and planning
· Contract administration and Deliverables
· Information Security
· PCI-DSS Security
· Customer Satisfaction
· Customer Relationship management
· Issues Management and escalations
· Services Management Manual currency
· Solution Request management
· Project management
DGS Sourcing Management’s role includes interpreting the contract from the State’s perspective, executing contract oversight, sustaining governance processes, and promoting effective DGS program communication. 
DGS Sourcing Management will participate as a chair or co-chair on all DGS governance committees, based on the committee charters, with the responsibility to coordinate topics spanning multiple groups and to facilitate the execution of decisions.

[bookmark: _Toc69129423][bookmark: _Toc69129424][bookmark: _Toc69129425][bookmark: _Toc69129426][bookmark: _Toc69129427][bookmark: _Toc69129428][bookmark: _Toc69129429][bookmark: _Toc69129430][bookmark: _Toc69129431][bookmark: _Toc69129432][bookmark: _Toc69129433][bookmark: _Toc69129434][bookmark: _Toc69129435][bookmark: _Toc69129436][bookmark: _Toc69129437][bookmark: _Toc69129438][bookmark: _Toc69129439][bookmark: _Toc69129440][bookmark: _Toc69129441][bookmark: _Toc69129442][bookmark: _Toc69129443][bookmark: _Toc69129444][bookmark: _Toc69129445][bookmark: _Toc69129446][bookmark: _Toc69129447][bookmark: _Toc69129448][bookmark: _Toc69129449][bookmark: _Toc69129450][bookmark: _Toc69129451][bookmark: _Toc69129452][bookmark: _Toc69129453][bookmark: _Toc69129454][bookmark: _Toc69129455][bookmark: _Toc69129456][bookmark: _Toc69129457][bookmark: _Toc69129458][bookmark: _Toc69129459][bookmark: _Toc69129460][bookmark: _Toc69129461][bookmark: _Toc69129462][bookmark: _Toc69129463][bookmark: _Toc69129464][bookmark: _Toc69129465][bookmark: _Toc69129466][bookmark: _Toc69129467][bookmark: _Toc69129468][bookmark: _Toc69129469][bookmark: _Toc69129470][bookmark: _Toc69129471][bookmark: _Toc69129472][bookmark: _Toc69129473][bookmark: _Toc69129474][bookmark: _Toc69129475][bookmark: _Toc69129476][bookmark: _Toc69129477][bookmark: _Toc69129478][bookmark: _Toc69129479][bookmark: _Toc69129480][bookmark: _Toc69129481][bookmark: _Toc69129482][bookmark: _Toc69129483][bookmark: _Toc69129484][bookmark: _Toc69129485][bookmark: _Toc69129486][bookmark: _Toc69129487][bookmark: _Toc69129488][bookmark: _Toc69129489][bookmark: _Toc69129490][bookmark: _Toc69129491][bookmark: _Toc69129492][bookmark: _Toc69129493][bookmark: _Toc69129494][bookmark: _Toc69129495][bookmark: _Toc69129496][bookmark: _Toc69129497][bookmark: _Toc69129498][bookmark: _Toc69129499][bookmark: _Toc69129500][bookmark: _Toc69129501][bookmark: _Toc69129502][bookmark: _Toc69129503][bookmark: _Toc69129504][bookmark: _Toc69129505][bookmark: _Toc69129506][bookmark: _Toc69129507][bookmark: _Toc69129508][bookmark: _Toc69129509][bookmark: _Toc69129510][bookmark: _Toc69129511][bookmark: _Toc69129512][bookmark: _Toc69129513][bookmark: _Toc69129514][bookmark: _Toc69129515][bookmark: _Toc69129516][bookmark: _Toc69129517][bookmark: _Toc69129518][bookmark: _Toc69129519][bookmark: _Toc69129520][bookmark: _Toc69129521][bookmark: _Toc69129522][bookmark: _Toc69129523][bookmark: _Toc69129524][bookmark: _Toc69129525][bookmark: _Toc69129526][bookmark: _Toc69129527][bookmark: _Toc69129528][bookmark: _Toc69129529][bookmark: _Toc69129530][bookmark: _Toc69129531][bookmark: _Toc69129532][bookmark: _Toc69129533][bookmark: _Toc69129534][bookmark: _Toc69129535][bookmark: _Toc69129536][bookmark: _Toc69129537][bookmark: _Toc69129538][bookmark: _Toc69129539][bookmark: _Toc69129540][bookmark: _Toc69129541][bookmark: _Toc69129542][bookmark: _Toc69129543][bookmark: _Toc69129544][bookmark: _Toc69129545][bookmark: _Toc69129546][bookmark: _Toc69129547][bookmark: _Toc69129548][bookmark: _Toc69129549][bookmark: _Toc69129550][bookmark: _Toc69129551][bookmark: _Toc69129552][bookmark: _Toc69129553][bookmark: _Toc69129554][bookmark: _Toc69129555][bookmark: _Toc69129556][bookmark: _Toc485043089][bookmark: _Toc488136850][bookmark: _Toc97196273]Service Provider Responsibilities
To support the governance model, the Service Provider has an important role as a subject matter expert on technology, solutions, and feasibility. This includes the following responsibilities:
· Engage directly with Customers to resolve their specific operational issues at the local level;
· Assign empowered subject-matter experts to participate as requested in governance committees to resolve enterprise issues;
· Research, as necessary, and document Service Provider perspective for issue resolution papers;
· Provide timely and accurate data, information, and responses to promote prompt resolution of issues; 
· Enable and facilitate the use of the issue management process; 
· Aggregate demand from the Customers for the Services and communicate aggregated demand forecasts for resources to the DGS Governance team; and
· Participate in governance as required by governance group charters to identify technical options for solving issues, participate in collaborative solution development, and provide Service Provider’s technical and business perspectives.

[bookmark: _Toc485043090][bookmark: _Toc488136851][bookmark: _Toc97196274][bookmark: _Toc264037370]Escalations
As noted above, the governance model strives to resolve issues at the operational level. However, not all issues will be resolved at this level, so the governance model includes an escalation process designed to route the issue promptly and efficiently to the appropriate committee for resolution. 
After the Customer and Service Provider determine an issue cannot be resolved at the local operational level, the issue is escalated to DGS Governance where DGS Sourcing Management will make a further attempt to resolve. If resolution is not reached quickly, then DGS Sourcing Management determines the appropriate governance committee for resolution and coordinates with DGS Governance to determine when the issue can be placed on the agenda.
DGS Sourcing Management coordinates with the Customer and Service Provider involved in the issue to complete the required documentation for Customer input on the process as follows:
· DGS Sourcing Management and the governance committee chair or co-chair coordinate the distribution of the issue material with the meeting agenda;
· Meeting agendas and associated material are distributed to Customer in advance of the meeting, with approximately five (5) to seven (7) SIPA Business Days for Customers and the Service Provider to review and provide input to their committee representative and approximately two (2) days for DGS Sourcing Management to compile the comments received for distribution to all.
· After the meeting, decisions will be documented with the issue.
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