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STATEMENT OF WORK FOR 
TRIZETTO QNXT APPEALS AND GRIEVANCE WORKFLOW  

IMPLEMENTATION ADVISORY SERVICES 
 

This Statement of Work for TriZetto QNXT Appeals and Grievance Workflow Implementation Advisory Services 
(“SOW”) is made as of the last date stated in the signature block below (the “Effective Date”) by Cognizant 
TriZetto Software Group, Inc., f/k/a TriZetto Corporation (“Cognizant”) and the County of Ventura as owner and 
operator of the Ventura County Health Care Plan (“County”).  This SOW is part of, and incorporated into, the 
Master Software License and Services Agreement dated January 10, 2012, as amended (collectively 
“Agreement”).  To the extent that there is any inconsistency between this SOW and the Agreement, this SOW 
will control with respect to the Services to be provided under this SOW.   
 
 
1. Definitions.  Capitalized terms in this SOW are either defined below or in the Agreement.  The definitions 
for terms defined in this SOW apply only to this SOW unless expressly indicated otherwise.  If a defined term in 
this SOW is inconsistent with a defined term in the Agreement or another SOW, the defined term in this SOW will 
take precedence for purposes of this SOW. 
 
 
Appeal(s) means a Member or provides rights for re-examination of a claim or authorization determination 
pursuant to a health plan’s operating rules and regulatory compliance from governing organizations like CMS.  
 
Change Request Form means the document used to amend this SOW with changes mutually agreed to by the 
parties pursuant to the Change Process (mentioned in Section 4 Change Process below and further defined in 
Section 4.5 Change Process of the Agreement).   
 
CMS means the U.S. Department of Health & Human Services Centers for Medicare & Medicaid Services. 
 
Complaint(s) means a Member or provider rights to submit an objection to a health plan, usually in relation to 
quality of service where the health plan follows specific operating rules and regulatory compliance from governing 
organizations. Often used interchangeably with Grievance, but a Complaint as it relates to government programs 
is an entity filing a Complaint with CMS that CMS passes on to the health plan to address within required 
timeframes. 
 
Cognizant Project Team means the Cognizant personnel who will perform Cognizant’s tasks in connection with 
the Services described in this SOW. 
 
County Project Team consists of County’s personnel who will perform County’s tasks in connection with the 
Services described herein. 
 
Deliverable means work product or a work of authorship (e.g. software code, documentation, reports) that 
Cognizant delivers to County during the performance of Services under this SOW. 
 
Environment means an instance of applications and the applicable, unique databases that hold a single set of 
primary data tables. 
 
Extract(s) means a function that regularly reads and extracts data from a specified source database and writes 
it to a target database at specified time increments. 
 
Go-Live means County’s first production use of Implementation Software in a Production Environment.  
 
Go/No-Go Criteria means the set of decisions and criteria that need to be met in order for Go-Live to occur. 
 
Grievance(s) means a Member or provider rights to submit an objection to a health plan, usually in relation to 
quality of service where the health plan follows specific operating rules and regulatory compliance from governing 
organizations like CMS.    
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Implementation Software means TriZetto® QNXT™ Appeals and Grievance Workflow Software (“Appeals & 
Grievance Workflow”) licensed to County in accordance with the terms of the Agreement. 
 
Interface means a mechanism for the exchange of data between Implementation Software and County’s 
systems and/or vendors. 
 
Itinerary means preconfigured workflow defined by County for routing Appeals, Grievances, or Complaints. 
 
MRDTs means Master Reference Data Tables. 
 
Production Environment means any Environment that is provided for the exclusive purpose of executing 
County’s live business operations. 
 
Project Schedule means the documented tasks and the effort associated with those tasks, milestones, and 
Deliverables related to the Services performed under this SOW.  The Project Schedule will be updated 
throughout the term of the Services.  
 
QNXT Software means the TriZetto® QNXT™ Software licensed to County under the Agreement, as amended. 
 
Qualifying Events means claim limits, claim edits, and / or total charges. 
 
Report(s) means the electronic and/or hard copy display of selected information and data generated by the 
Implementation Software.  
 
Scenarios means business situations identifiable by Qualifying Events.  Examples of Scenarios include workflow 
queues, queue roles, queue rules, routing rules, qualifier groups, and reasons. 
 
Services Manager is defined in Section 8 Services Management. 
 
Services Start Date means the date on which the Services required under this SOW will commence as set forth 
in Section 6 of this SOW. 
 
System Integration Testing and SIT means testing to assess validations of County’s requested integrations with 
the Implementation Software; including Interfaces, Extracts, or Reports. 
 
User Acceptance Test and UAT means testing which serves as the final validation of the required business 
functionality of the system, emulating real-world usage conditions on behalf of County. This requires County to 
approve the results prior to Go-Live. 
 
 
2. Scope of Work.  Cognizant will perform the implementation advisory tasks identified in the table below 
in this Section 2 as Cognizant’s responsibility (“Services”) to support County’s project to implement Appeals & 
Grievance Workflow.  Each party is responsible for management of its respective project team, assigned tasks, 
and obligations required to complete its respective tasks under this SOW.  Cognizant’s Services in scope for this 
effort consist of the following work efforts and responsibilities (subject to the details and limitations documented 
throughout this SOW).  Tasks not specified in this SOW are outside the scope of this SOW and will not be 
performed by Cognizant unless subsequently agreed to by the parties in writing pursuant to the Change Process. 
 
The tables included in this Section 2 list the tasks to be performed by the parties. The “Resp Party” column 
indicates which party is responsible for performing each task. An “X” in the “CTSG” column indicates that the 
corresponding task is a Cognizant responsibility. An “X” in the “County” column indicates that the task is a County 
responsibility. The column on the far right indicates whether the party responsible for performing the task is 
expected to deliver something to the other party when the task is complete.  Not every task will have a 
corresponding Deliverable. 
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Table 2  
Scope of Work 

Sec Task 

Resp 
Party Expected Cognizant 

Deliverable 
-or- 

County Materials/Info C
TS

G
 

C
ou

nt
y 

1.  Identify and assign Cognizant Project Team members. X   
2.  Identify and assign County Project Team members.  X  

3.  

Meet with County Services Manager and County project 
manager to review the SOW in order to confirm scope and 
Deliverables.  Review Services logistics and reporting structures, 
including project team member roles and responsibilities. Any 
changes to Services required will be subject the Change 
Process. 

X   

4.  

Meet with Cognizant Services Manager and Cognizant project 
manager to review the SOW in order to confirm scope and 
outcomes.   Review Services logistics and reporting structures, 
including project team member roles and responsibilities. Any 
changes to Services required will be subject the Change 
Process. 

 X  

5.  
Procure equipment as necessary and install hardware and 
software components necessary per the technical documentation 
for Implementation Software installation. 

X   

6.  Install Implementation Software in the applicable Environment(s) 
per the Project Schedule. X   

7.  Conduct end-user training for County processes.  X  

8.  Coordinate a central repository for the majority of control items 
for the Services that require updates on a regular basis. X  

Project Work Space 

9.  
Document the tasks, Deliverables and milestones required for 
implementing the Services. Maintain the Project Schedule 
throughout the term of the Services. 

X  
Project Schedule 

10.  
Assist Cognizant in documenting the tasks, outcomes and 
milestones required for implementing the Services.  Assist 
Cognizant in maintaining the Project Schedule throughout the 
term of the Services. 

 X 
 

11.  
Prepare project status reports and conduct status meetings with 
the joint project teams weekly, or as otherwise agreed, to discuss 
the status of the Services, upcoming activities/tasks, budget, 
issues and risks. 

X  
Project Status Reports 

12.  
Assist Cognizant in preparing Project Status Reports and 
conduct status meetings with the joint project teams on a weekly 
basis or as otherwise agreed to discuss the status of the 
Services, upcoming activities/tasks, issues and risks. 

 X 
 

13.  
Document and conduct the Services kick-off meeting to 
communicate Services methodology and approach, Services 
details, governance, logistics, roles and responsibilities and 
scope of work for the Services. 

X  
Project Kick-off 
Presentation 

14.  
Participate in the Services kick-off meeting to communicate 
Services methodology and approach, Services details, 
governance, logistics, roles and responsibilities and scope of 
work for the Services. 

 X 
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Table 2  
Scope of Work 

Sec Task 

Resp 
Party Expected Cognizant 

Deliverable 
-or- 

County Materials/Info C
TS

G
 

C
ou

nt
y 

15.  Perform discovery sessions and business requirements for the 
Implementation Software. X  

 

16.  Participate in discovery sessions and business requirements for 
the Implementation Software.  X 

 

17.  
Provide business requirements and/or other documentation as 
requested by Cognizant. This includes any regulatory compliance 
guidelines associated with the line of business being 
implemented. 

 X 
Business Requirements 

Document 

18.  
Provide County with the Appeals & Grievance Workflow 
Configuration Design Document sample and product consulting 
support to assist County in completing the Appeals & Grievance 
Workflow Configuration Design Document. 

X  
Appeals and Grievance 
Workflow Configuration 

Design Document 

19.  Complete Appeals and Grievance Workflow Configuration 
Design Document.  X 

 Appeals and Grievance 
Workflow Configuration 

Design Document 
(Updated) 

20.  Assist County in completing Appeals and Grievance Workflow 
Configuration Design Document. X   

21.  Define all workflows for the Implementation Software.  X Workflows for Appeals & 
Grievance Workflow 

22.  

Instruct County by demonstrating configuration and unit testing of 
Scenarios for the Implementation Software subject to the 
following configuration scope limitations (“Configuration 
Scope”): 
 
Appeals and Grievance Workflow: 

a. design of up to 5 Itineraries; 
b. design of up to 5 routing rules; 
c. design of up to 5 queues.  
d. design supporting Appeals and Grievance Workflow 

MRDTs for 5 Scenarios if needed: 
i. up to 5 case reasons; 
ii. up to 5 set aside reasons/routing reasons; 
iii. attributes/attribute groups; and 
iv. note types. 

X   

23.  Complete County configuration activities, provide test Scenarios, 
and participate in unit testing for Appeals & Grievance Workflow.  X  

24.  Review and approve documented requirements for the 
Implementation Software.  X  

25.  Participate in the solution application design working and review 
sessions. X   

26.  Review and approve the application design and usage for the 
Implementation Software.  X  
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Table 2  
Scope of Work 

Sec Task 

Resp 
Party Expected Cognizant 

Deliverable 
-or- 

County Materials/Info C
TS

G
 

C
ou

nt
y 

27.  Prepare for and schedule Implementation Software configuration 
design sessions. X   

28.  
Perform all Appeals and Grievance Workflow design and 
configuration activities for Scenarios for Appeals and Grievance 
Workflow per the application solution design. 

 X  

29.  
Provide consulting support during County’s design and 
configuration of Appeals and Grievance Workflow for up to 5 
Scenarios. 

X   

30.  Complete County configuration activities, provide test Scenarios, 
and perform unit testing for Appeals and Grievance Workflow.  X  

31.  Provide advisory consulting support to County during UAT of 
Configuration Scope Scenarios. X  

 

32.  
Document the key activities and the schedule for completing the 
transition from the Cognizant Project Team to the Cognizant 
applications support team for Maintenance Services. 

X  Application Support 
Transition Plan 

33.  
Provide current inventory of County Reports including letter and 
system integration (ancillary and third party applications). Define 
the approach for County Reports for Implementation Software. 

 X 
Report Inventory 

34.  Develop Reports and letters.  X  

35.  Develop and document County policies and user procedures for 
the Implementation Software.  X Desk Level Procedures 

36.  Document detailed Go-Live plan and associated tasks and 
activities for Go-Live. X  Go-Live Plan 

37.  Assist Cognizant in drafting detailed Go-Live Plan and 
associated tasks and activities for the Go-Live.  X  

38.  Identify Go / No-Go Criteria.  Develop a contingency plan.  X Go / No-Go Criteria 

39.  Assist County in identifying Go / No-Go Criteria and contingency 
plan. X   

40.  

Develop unit, SIT, and UAT test plans, test scenarios and test 
cases including execution of the unit tests scripts to validate 
functionality of Implementation Software.  Modify configuration 
required by the Appeals and Grievance Workflow Configuration 
Design Documents. 

 X  

41.  Review County’s test cases and provide recommendations to 
County as reasonably requested. X   

42.  
Execute SIT/UAT. Document and manage all test results and 
share readouts of the testing activities on a daily basis with 
Cognizant.     

 X  

43.  Provide product knowledge support of Implementation Software 
for County’s SIT/UAT execution.   X   

44.  Review discrepancies associated with SIT/UAT.  Assign 
personnel to identify root cause of discrepancies.     X  
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Table 2  
Scope of Work 

Sec Task 

Resp 
Party Expected Cognizant 

Deliverable 
-or- 

County Materials/Info C
TS

G
 

C
ou

nt
y 

45.  Conduct root cause analysis for all defects and issues logged for 
SIT/UAT.  X  

46.  Provide advisory consulting support for defect and issue 
resolution by supporting root cause analysis. X   

47.  Conduct defect triage meetings during SIT/UAT.  X  

48.  Participate in defect triage meetings during SIT/UAT. X   

49.  
Finalize key activities and schedule for completing the transition 
from the Cognizant Project Team to the Cognizant applications 
support team for Maintenance Services. 

X  
Final - Application 

Support Transition Plan 

50.  Document Services closure activities. X  Services Closure Plan 
51.  Finalize Go-Live Plan. X  Go-Live Plan 
52.  Assist Cognizant in final review and completion of Go-Live Plan.  X  
53.  Promote configuration to all applicable Environments. X   

54.  
Determine whether Go/No-Go criteria have been met.  For 
Go/No-Go criteria which have not been met, document 
applicable alternatives as contingencies in the Go-Live Plan. 

 X  

55.  
Assist County in determining whether Go/No-Go criteria have 
been met and in implementing applicable alternatives as 
identified in the contingency plan. 

X   

56.  Execute Go-Live Plan. X   
57.  Support Cognizant in executing Go-Live Plan.  X  

58.  Triage and work post Go-Live issues encountered as necessary 
for County processes.  X  

59.  Assist County in triaging and working post Go-Live production 
issues as necessary. X   

60.  
Provide Implementation Software support for up to 30 calendar 
days after Go-Live prior to fully transitioning support to the 
Cognizant Software support team. 

X   

61.  Transition Implementation Software support directly to the 
Cognizant Software support team. X   

62.  Complete Services closure activities per Services Closure Plan.  X  Services Closure 
Acceptance 

63.  Complete Services closure acceptance per Services Closure 
Plan.  X Services Closure 

Acceptance 
 
 
 
3. County Obligations.  County acknowledges that Cognizant’s ability to perform the Services as agreed 
to in this SOW depends upon County’s fulfillment of its obligations. If County fails to complete its obligations in a 
timely manner, and such failure impacts Cognizant’s ability to perform the Services agreed to hereunder, 
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Cognizant will not be in breach of this SOW.  County is responsible for the overall management of the Services 
associated with this SOW.  In addition, County will:  

a. Provide Cognizant timely access to County’s facilities, equipment, and technology required by Cognizant to 
perform the Services including but not limited to desk, phone, fax/copier access, and VPN connection for 
remote access via the Internet. 

b. Perform County obligations expressly stated in this SOW and in the Agreement and assign County resources 
with County business, QNXT Software and Implementation Software knowledge to work with Cognizant during 
the course of the Services. 

c. Ensure the Services meet County’s legal compliance requirements.  

d. Obtain any and all rights and consents from third parties necessary for Cognizant to perform the Services and 
provide assistance requested by Cognizant to obtain timely support and services from suppliers of County to 
the extent necessary in order for Cognizant to perform Services.   

e. Identify County team members who will be responsible to make decisions or provide additional information 
with regard to the topics addressed by this SOW within a reasonable time after receiving requests from 
Cognizant, not to exceed five (5) business days.  

f. Make available to Cognizant information related to County’s assignment of tasks, business or technical 
requirements, specifications, procedures, completion criteria, timeframes/milestones or other information as 
needed for Cognizant to perform the Services and complete the assigned tasks. 

g. Ensure that County’s personnel adhere to Cognizant’s physical and technology security standards when on 
Cognizant’s premises.   

h. Be responsible for System Integration Testing and User Acceptance Testing of the Implementation Software 
including coordination of those testing activities, content of test cases and documentation of testing results. 

 
4. Change Process.   Any request for Services by either party will be documented in a Change Request 
Form and performed in accordance with Section 4.5 Change Process of the Agreement (the “Change Process”).   

 
5.  Assumptions.  The parties agree that if any of the following assumptions prove to be incorrect or if County 
does not fulfill any County obligations, then scope, timelines, and fees may be affected.  The parties will work 
together to address any impacts to this SOW, which will be documented via the Change Process.   

a. Unless otherwise agreed by the parties, Services will be performed Monday through Friday, between 9:00 
a.m. and 5:00 p.m. County local time, excluding Cognizant holidays.  County local time is determined by the 
location of the main County facility using the Services.   

b. Services will be provided from remote and on-site locations as mutually agreed. 

c. The Services performed by Cognizant are supplemented by and subject to Cognizant’s methodologies and 
standard operating procedures. 

d. Notwithstanding anything to the contrary herein and for the avoidance of doubt, the following tasks are 
deemed out of scope, without limitation, for this SOW: 

i. Training services; 
ii. Development of system Interfaces, Reports, letters for the Implementation Software including 

integrations with external systems. 
iii. Enhancements to the Implementation Software. 
iv. Functional testing and defect retesting of QNXT Software, its upgrades, existing third party 

systems or applications and related integrations. 
 
6. Timeframe, Fees and Payment Terms.  

6.1  Timeframe. The Services will commence within thirty (30) days of the Effective Date, or as mutually 
agreed to by the parties (“Services Start Date”) and will take approximately five (5) months to complete. 
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6.2 Services Fees.  Based on the scope, assumptions, respective Cognizant and County obligations, 
estimated timeframe and other conditions set forth in this SOW, Cognizant’s staffing and fees for Services 
described in this SOW are estimated in accordance to Table 6.2 below. Any Change Request Forms executed by 
the parties pursuant to the Change Process involving additional fees and/or expenses will be invoiced as stated 
therein, and are in addition to the fees stated in this Section 6.2. Fees are payable as set forth in Section 6.5 
Payment Terms.   
 

Table 6.2 
Estimated Resource Staffing Plan and Services Fee Table 

Functional Role Resource  Estimated 
Hours 

Rate per 
Resource per 

Hour 
Total Estimated 

Fees 

Engagement Lead Director 20 $190.00 $3,800.00 
Project Management Project Manager 200 $164.00 $32,800.00 
Project Administration Project Analyst 80 $90.00 $7,200.00 
QNXT Solution Architect Advisory Consultant 200 $180.00 $36,000.00 
QNXT Product Consulting Consultant II 650 $138.00 $89,700.00 
QNXT Technical Lead Senior Consultant I 100 $155.00 $15,500.00 
Total Estimate  1,250  $185,000.00 

 
County agrees that the hours and associated fees provided in Table 6.2 are estimates.  The actual hours worked 
by each resource type may not coincide directly or uniformly with these tables.  Cognizant will promptly notify 
County in the event it believes the actual hours worked will exceed the fees provided in in the above tables in 
accordance with the Change Process. 
 
6.3  Taxes. Fees invoiced by Cognizant for Services are exclusive of taxes. County will be responsible for 
applicable taxes billed by Cognizant pursuant to the Agreement. 
 
6.4   Expenses. Fees for the Services are exclusive of materials and expenses.  County will pay Cognizant for 
materials and expenses as incurred under this SOW for travel, and other costs incurred by Cognizant hereunder 
in accordance with County policy described in Exhibit A – Reimbursement of Employees’ County Business 
Expenses. Cognizant will provide copies of invoices and receipts pursuant to the Agreement.  
 
6.5 Payment Terms.  Unless otherwise agreed pursuant to the Change Process with respect to any additional 
Services, the Services described herein, will be performed on a time and materials basis. Cognizant will invoice 
County monthly in arrears for actual time spent performing the Services, plus materials, taxes, and expenses. 
County will pay Cognizant for materials and expenses as incurred. Any changes set forth in a Change Request 
will be performed on a time and materials basis or as otherwise agreed by the parties in the Change Request. In 
connection with a Change Request, Cognizant will invoice County monthly or as otherwise specified in the Change 
Request, plus materials, taxes and expenses. All invoices are due and payable by County in accordance with the 
terms of the Agreement. 
 
7. Expiration or Termination Date of SOW.  This SOW will expire upon the completion of the Services (the 
“Expiration Date”).  If County fails to pay any invoice in the time period specified in the Agreement, Cognizant 
will have the option of suspending its provision of Services hereunder and under any other SOW associated with 
this SOW.   Cognizant may terminate this SOW prior to the Expiration Date upon giving at least thirty (30) days 
prior written notice (the “Termination Date.”)  County agrees to pay Cognizant any fees, costs, taxes and 
expenses accrued under this SOW up to the Termination Date and any additional expenses associated with the 
termination of this SOW prior to the Expiration Date that Cognizant cannot reasonably avoid. Termination or 
Expiration of this SOW will not negate any termination rights the parties have under the Agreement. 
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8. Services Management.  The designated contacts for this SOW are:   
 
County Services Manager:  Cognizant Services Manager: 

Name: Tom Shirk  Name: Bhushan Naik 
Address: 2220 E. Gonzales Rd., #210-B  Address: 9655 Maroon Circle 
 Oxnard, CA 93036   Englewood, Colorado 80112 
Title: Health Plan Administrator  Title: Delivery Director 
Phone: 805-981-5104  Phone: 513-370-4454 
Cell: 805-981-5104  Cell: 513-370-4454 
Email: Tom.Shirk@ventura.org  Email: Bhushan.Naik@cognizant.com 

 
 

9. COVID-19 Disclaimer. In the event Cognizant recognizes it will experience any delay or failure to perform 
Services in this SOW related solely to the Pandemic (defined below), Cognizant will notify County.  Cognizant’s 
delay or failure to perform the Services in this SOW may be excused to the extent that the delay or failure to 
perform is due solely to the unforeseen circumstances arising from the COVID-19 global pandemic (“Pandemic”), 
subject to the following: 

a. Cognizant will use commercially reasonable efforts to mitigate such delays or failures; and 
b. If Cognizant identifies a commercially reasonable mitigation or workaround to facilitate the 

performance or mitigate any delay in performance, and such mitigation or workaround requires 
material additional fees, Cognizant will obtain County’s approval for any material additional fees or  
County’s consent to alternative methods of delivering or performing the Services, as applicable 
(“Alternatives”), then, to the extent County and Cognizant mutually agree upon the additional cost 
and/or the Alternatives, County will pay Cognizant the reasonable additional fees and/or will 
reasonably, without condition or delay, agree in writing to the Alternatives.   Cognizant’s performance 
of and completion of Alternatives will be subject to approval and acceptance of the Alternatives by 
County and will be subject to any additional unforeseen circumstances solely arising from the 
Pandemic. 

 
Subject to the modifications herein, the Agreement will remain in full force and effect.  Notwithstanding anything 
herein, nothing contained within this SOW is intended to (i) amend any limits of liability stated in the Agreement; 
(ii) amend and / or add any indemnification obligations; or (iii) grant to County ownership rights in any intellectual 
property in any Services provided or developed by Cognizant hereunder.  Each party has caused this SOW to be 
executed as of the later date stated in the signature block below by its duly authorized representative. 
 
 

COUNTY OF VENTURA, AS THE OWNER AND 
OPERATOR OF VENTURA COUNTY HEALTH CARE 
PLAN 

COGNIZANT TRIZETTO SOFTWARE GROUP, INC. 

 
Signature:___________________________________ 
 

 
Signature:___________________________________ 

 
Name:______________________________________ 
 

 
Name:______________________________________ 

 
Title:_______________________________________ 
 

 
Title:_______________________________________ 
 

 
Date:______________________________________ 
 

 
Date:______________________________________ 
 

 

mailto:Tom.Shirk@ventura.org
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Exhibit A – Reimbursement of Employees’ County Business Expenses 
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