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SECTION B Supplies or Services and Prices
	ITEM NO
	SUPPLIES/SERVICES
	QUANTITY
	UNIT
	UNIT PRICE
	AMOUNT

	0001
	Encore Labor
	1.00
	Lot
	$1,518,993.09
	$1,518,993.09

	
	Customer Service Management (CSM) Support, as described in the attached statement of work, dated 22 Aug 2002 (00053.00).  The period of performance is 423 calendar days (4 Nov 2002 - 31 Dec 2003).  Pragmatics proposal, dated 16 Oct 2002, is incorporated by reference. 

Time-and-Materials (T&M); Not-to-Exceed (NTE)*


	

	
	TOTAL ESTIMATED PRICE
	$1,518,993.09*


SECTION G Contract Administration Data
Accounting and Appropriation Data
	AA:
	97X4930.5F20 000 C1013 0 068142 2F 255011
	

	AMOUNT:
	$1,518,993.09

MIPR DHQNCR02MPB0002
	


CLAUSES INCORPORATED BY FULL TEXT
Electronic invoices may be sent to:
invoicereceipt@scott.disa.mil
Questions regarding invoices may be directed to (618) 229-9228.  Vendors may check the status of invoices at the following web site:

http://www.dfas.mil/money/vendor
ENCORE TASK ORDER (TO) STATEMENT OF WORK (SOW)
as of 22 Aug 2002
	Contract Number:
	DCA200-02-D-5011

	Task Order Number:
	0003

	Encore Tracking Number:
	00053.00

	Follow-on to Encore Contract and Task Order Number:
	Not Applicable


1.  Task Monitors (TM).
2.  Order Title.  Customer Service Management (CSM) Support

3.  Background.  A key goal for DISA has been to provide relevant computer operations and telecommunications capabilities to support the warfighter.  The DISA house was built on pillar programs such as GCCS, GCSS, EDA and DTS that are all product based.  For the past two years DISA has been developing the service component associated with those products.  Sustainability, configuration management, logistics supportability, documentation, and integration of the products into the business area have been the focus of DISA Computing Services.  Examples of projects initiated to facilitate this are the Enterprise Service Management Project that is working towards integrating executive software management tools with the software and hardware used in our data centers and with each other.  ESM is also integrating an overall management tool that will produce standard and ad hoc reports and information to Headquarters and data center management on demand.  The other major project is Customer Service Management that has been involved in updating Help Desk processes at our data centers and implementing Knowledge Management tools, training and certification programs, and integrating these processes and tools with TMS and ESM solutions.  In summary, initiatives have been made by DISA Computing Services to integrate software and hardware management tools with streamlined processes and Knowledge Management tools to support the war fighter efficiently and quickly.  The ESM and CSM projects will give DISA the capability to see from the mainframe, mid-tier, or server device down to the desktop.  Processes and ADP products have been collectively assessed as to their impact on networks and infrastructure.  The goal is to have a single point of entry to address problem resolution or for assessing the health of the application and its network components.  DISA Help Desk service is being reconfigured to have support “Pods” of certified Help Desk Technicians dedicated to supporting various customer groups from “cradle to grave” of DISA-related operational problems.  DISA is currently receiving technical support under contract number GS34F-3321D (Getronics).

4.  Objectives.  This task is to provide DISA Computing Services with professional consulting and information technology services necessary to fulfill requirements, planning, and implementation of a Customer Service Management (CSM) solution that will provide integrated Help Desk capabilities to DISA customers through shared call center methodology.  DISA Computing Services has adopted commercial Best Practices as its state-of-the-art user support capability within the DISA operational community.  The CSM project will provide a single point of contact for DISA users to resolve problems and provide assistance.

5.  Scope.  The contractor shall support DISA Computing Services with the technical services necessary to complete the implementation of a DISA enterprise wide management center.  Based upon DISA CSM Program Office defined requirements, the contractor shall work directly with DISA Computing Services contractual and technical points of contact within the DISA Computing Services Headquarters staff, Defense Enterprise Computing Centers (DECCs), and DECC Detachments in developing proposed solutions.  The CSM Program Office will review all proposed solutions before any further development or implementation actions are taken.  The contractor shall support DISA Computing Services with Kana software operations and implementations, integration and design enhancements, Web portal implementation, Business Process Reengineering, Quality Management, Content and Document Library Management.  The contractor shall develop any product interfaces and/or links using the Java 2 Platform, Enterprise Edition (J2EE) technology as the industry standard for enterprise systems.  The contractor shall research and recommend commercial off-the-shelf (COTS) product as their first choice for technical solutions.  Solutions designed with application development must include a Functional Economic Analysis and Financial Economic Analysis that are presented to DISA Computing Services before any customized software application code is written.  The contractor shall comply with the appropriate DoD-approved architectures, programs, standards and guidelines, such as Defense Information Infrastructure (DII) Strategic Technical Guidance (STG), Standard Operating Environment (SOE), DII Common Operating Environment (COE), Defense Information Systems Network (DISN) and Shared Data Environment (SHADE).  Specific services addressed in this SOW are:

· Task Area 1 - Kana Technical Support
· Task Area 2 - Integration Services, Design, and Enhancements
· Task Area 3 - Web Portal Implementation Support
· Task Area 4 - Education, Training, Certification and Accreditation
· Task Area 5 - Business Process Reengineering and Quality Management
· Task Area 6 - Content Management and Document Library Management
6.  Specific Tasks.
6.1  Task 1 - Kana Technical Support.  The contractor shall provide technical services and support to DISA Computing Services for detailed requirements analysis, planning and technical support for the Kana Knowledge Management product.  The technical services and support include the following:

6.1.1  Subtask 1 - Operational Procedures.  The contractor shall assist the Government in configuring and staging the changes made to the operational integrated Help Desks.  This includes, but is not limited to, any rollout projects that may be required; Software and Hardware upgrades; Application testing; integrated Help Desk beta or prototype testing, optional architectural process documentation and instructions and any Rule Sets that may be required.  The contractor shall provide instructions on installing patches, service releases, and upgrades of any hardware and/or software.  The contractor shall assist the Government with any new software standard loads, and major standard overlays as part of its normal rollout procedures.  Support shall include testing.

6.1.2  Subtask 2 - Technical Support Level 2.  Answer questions or problems with the Kana software. The contractor shall assist the Government in providing second level support on new hardware and/or software associated with Help Desk consolidation, and/or integrating existing systems and tools into the enterprise solution.  Support shall include, but is not limited to software loading, application tuning, software integration, hardware installation and trouble-shooting, communication connectivity, etc.

6.1.3  Subtask 3 - Installation/Upgrade to Kana 7.  Provide support in installing Kana 7 at designated sites and upgrading existing sites to the 7.0 release and future product upgrades.  The contractor shall assist the Government in installing new hardware and/or software associated with installing and/or upgrading to the Kana 7 product during the consolidation, and/or integrating of existing systems and tools into the enterprise solution.  Support shall include, but is not limited to software loading, application tuning, software integration, hardware installation and trouble-shooting, communication connectivity, etc.

6.1.4  Subtask 4 - Transition contract software support to in-house support.  The contractor shall assist the Government in developing transition, implementation, and training plans, the goal of which is to ensure continuity of operations.  The implementation plan shall include an implementation checklist that shall itemize the steps to be taken by the sites to prepare and install software and related documents, equipment/facility requirements for training sessions, and any other miscellaneous information necessary for the sites to understand where and when contractor support ends and their responsibilities begin.  These plans shall also take into consideration the following:

· Minimize disruption

· Optimize the use of existing assets through re-engineering

· Maintain and improve user services through improvement of processes and tools (BRI/BPI)

6.1.5  Subtask 5 - Develop or Customization of the Product.  The contractor shall, based on the requirements documents, assist the Government in developing a technical solution which shall meet the business needs of the Government and provide a cost effective solution maximizing the return on investment.  The contractor shall produce a detailed design document for a two-site solution, one site being a production environment and the other site being the fail-over site.  The contractor shall assist the Government in installing new hardware and/or software associated with Help Desk consolidation, and/or integrating existing systems and tools into the enterprise solution.  Support shall include, but is not limited to software loading, application tuning, software integration, hardware installation and trouble-shooting, communication connectivity, etc.

Deliverables:
Operations Management Plan
Weekly Activity Report
Implementation Plan
Requirements Analysis
Training Plan
Transition Plan
6.2  Task 2 - Integration Services, Design and Enhancements.  The CSM project must be able to integrate with each of its Knowledge Management tools, the various Help Desks where they are deployed, and with ESM system management tools.  The contractor must be able to analyze the current environment, understand the ESM/CSM vision and mission, and assist DISA in developing an integration plan that shall best utilize products and enhance communication between the sites and their customers and with DISA Headquarters elements requiring to monitor the data center environment.  The subtasks below further define the requirements of this task.

6.2.1  Subtask 1 - Requirements Analysis.  The contractor is to assist in identifying the various requirements for integrating ESM products with CSM Knowledge Management and Help Desk tools and processes.  The contractor shall also assist in the development of an integration plan for the Document Library tools with the Kana product and/or other designated CS tools and processes.  Implementation plans for the various subtasks below shall include a checklist that shall provide the data centers with step-by-step instruction and information on what to expect during the implementation process.  i.e. software, documentation, and process changes.

6.2.2  Subtask: 2 - Possible Enhancements.  Top-down driven deadlines and the implementation of new technology have caused some inefficiency in the current operations plans.  The contractor will assist the Government in the analysis of the overall design of the ESM/CSM architecture in order to understand the mission and scope of both projects and to be able to identify, define, and implement enhancements.  The contractor will assist the Government in the identification, documentation, and implementation of related process improvements to support the dynamic DISA data center environment and identified enhancements, i.e. Acquisition and Process Analysis documentation.

6.2.3  Subtask 3 - Email Management.  The CSM project office shall provide the contractor with the initial requirements for email management.  The contractor shall assist in evaluating the requirements, analyze the existing environments at the data centers, and develop an in-depth email management plan.

6.2.4  Subtask 4 - IVRS Selection, Installment and Enhancements.  Interactive Voice Response Systems, (IVRS) have been identified as a Help Desk enhancement that should be deployed at the data centers.  The contractor shall assist in the analysis of each data center's environment and make recommendations for a standard format (if possible), standard IVRS product, and other process improvements that reduce wait time and enhance the customer experience.

Deliverables:
Technical Solution
Integration Plan
Implementation Plan(s)
Weekly Activity Report
Architectural Process documentation/Instructions
Email Management Plan
IVRS Analysis
6.3  Task 3 - Web Portal Implementation Support.  The contractor shall assist the Government with the design, development, and implementation of a web services portal based upon Government functional requirements.  A web services portal will enable the DISA CSM office and other Computing Services staff to present (1) an internal entry point into the CSM systems and sub-systems (Remedy, Kana, and CSM Document Library), (2) an environment that allows users to personalize their view of their initial web page and, (3) an access point to external systems and portals such as CHCS and ESM.  The web portal must integrate with planned access control systems based upon LDAP.  The CSM portal must be able to integrate with all of the ESM and CSM tools and products as well as with other portals internal or external to DISA.  The web designs must comply with the requirements of Section 508 for disabled access. The subtasks below further define this requirement.

6.3.1  Subtask 1 - Requirements Analysis.  The CSM project office will provide the contractor with the initial requirements for the web services portal design and implementation.  The contractor shall assist DISA CS personnel in the following:  (1) review and evaluate the initial requirements, (2) analyze the existing and planned CSM systems and subsystems included in for the internal portion of the portal, (3) analyze existing and planned portal implementations such as CHCS and ESM to be integrated with the CS Enterprise web services portal, and (4) analyze external DISA or DOD portals to assess integration or interoperability issues.  Based upon their analysis, the contractor shall develop a requirements analysis document to include recommendations for the web services portal design implementation.  The implementation plan must include a checklist that defines the steps required by the project office, contractor staff, and data center staff from timeframe to facilities/equipment/software necessary to required support personnel.

6.3.2  Subtask 2 - CSM Internal Web Portal Design and Integration.  The contractor shall assist DISA CS in designing and implementing the CS internal web portal supporting requirements for the CSM, ESM, and CHCS environments.  Using the requirements analysis document and Government approved recommendations, the contractor shall design and develop a web portal design based upon commercial best practices and DISA and DoD regulations for compliance.

6.3.3  Subtask 3 - External Web Portal Design and Integration.  The contractor shall assist DISA CS personnel in the analysis of issues related to the integration of the CS web services portal with specified external web portals such as the DISA portal.  Using the requirements analysis document and Government approved recommendations, the contractor shall develop a web portal integration design and plan based upon commercial best practices.  Compliance with DoD and DISA regulations and configuration requirements must be adhered to in any proposed integration plan.  Integration plans must include integration with ESM management products and outside portal implementations.

Deliverables:
Technical Solution
Requirements Analysis and Recommendations
CSM Internal Web Portal Design and Integration Plan
External Web Portal Design and Integration Plan
Implementation Plan
Weekly Activity Report
Web Portal System Documentation and Instructions
6.4  Task 4 - Education, Training, Certification and Accreditation.  An education, certification and accreditation plan has already been implemented for the CSM project.  However, as new products and more efficient processes are identified, updates to these plans need to be made.  The contractor shall be responsible for assisting DISA CS personnel in evaluating the existing plans and recommending changes based on commercial best practices.  The following subtasks provide additional details.

6.4.1  Subtask 1 - Evaluate Current Tests and Certification Criteria.  The contractor shall assist in evaluating CSM's certification criteria, testing methods, and tests for consistency and compatibility with commercial best practices.  The contractor shall also assist in providing testing guidelines and recommended changes along with an implementation plan.

6.4.2  Subtask 2 - Evaluate Current Accreditation Process.  The contractor shall assist DISA CS personnel in the review of the CSM project accreditation plan and compare it with commercial best practices and trends and provide an evaluation with recommended changes.

Deliverables:
Training Plan/Guideline
Certification Plan/Guideline
Accreditation Process/Plan
Weekly Activity Report
6.5  Task 5 - Business Process Reengineering and Quality Management.  The CSM mission is to improve customer service by streamlining processes and implementing tools to assist in that goal.  Many changes and tools have been implemented but there are more areas to improve or reassess.  By using Business Process Reengineering (BPR) and Quality Management guidelines, a systematic approach to process improvement can be designed and documented.  The contractor must be trained and/or certified in BPR processes and quality management concepts.  The contractor shall analyze the CSM processes at the Project Office and data center level, as requested by the Government, using standard BPR methodologies to capture and document process information.  The contractor shall then present BPR analysis reports highlighting areas and making recommendations for improvement.  The subtasks and deliverables below further detail the requirements.

6.5.1  Subtask 1 - ISO 9000.  The contractor shall assist DISA CS personnel in the review of all CSM documentation for adherence to ISO 9000 documentation guidelines.  The contractor shall provide an analysis report of any recommended changes/deletions/insertions.

6.5.2  Subtask 2 - Best Practices for CRM.  The contractor shall assist in the evaluation of Help Desk processes at each data center using BPR procedures to capture information and develop analysis criteria.  The contractor shall provide the standard BPR analysis reports and make recommendations for improvements.  The contractor shall also work with DISA CS personnel to provide an implementation plan for the deployment of recommended solutions approved by the Government.

6.5.3  Subtask 3 - Operational Procedures.  The contractor shall assist DISA CS personnel in documenting Quality Management procedures to evaluate current operational procedures at the data centers and target areas for quality improvements.  The contractor shall assist in the review of current Quality Management Plan and make recommendations for changes to the plan and for quality improvements at the data centers.  The contractor shall provide written comments and recommended changes to the quality plan and for quality improvements at the Project Office and data centers.  The contractor shall also provide assistance in developing implementation plans as needed for targeted improvements.  All implementation plans shall include a checklist that provides a step-by-step instruction of what processes are affected and the personnel, equipment, or facilities are needed.

Deliverables:
Process Analysis
Activity Analysis
Functional Economic Analysis

Implementation plan(s)
Quality Management operational analysis
Weekly Activity Report
6.6  Task 6 - Content Management and Document Library Management.  The current Document Library configuration that is supporting KM is external to the Kana product.  Although the Kana product does have a Document Library feature, the decision was made to develop this support outside of the KM tool.  The currently deployed configuration is not fully COTS based or robust enough for long-term usage.  The data centers need to be able to manage the content of their Document Libraries from controlling what documents can be viewed by what level employee or by outside customers to document management functions such as expiration dates and required updates.  The contractor shall assist in building a management plan to analyze Document Library requirements and define COTS products and improvement processes to enhance the usability of the Document Library.  The contractor shall assist in developing a transition and implementation plan for replacing and converting the existing configuration to the enhanced product and process.

6.6.1  Subtask 1 - Requirements Analysis.  The contractor shall assist DISA CS personnel in reviewing the current Document Library process and products used and meet with the data center Document Librarians to gather and understand their requirements.  The contractor shall perform a comparison analysis of available COTS products to replace the current system.  Included in the analysis shall be the recommendation of including (or not) the purchase and implementation of a Content Management software product and whether improvements in the Document Library process shall be achieved through the implementation of a web portal product.  The implementation plan shall include a check list for the data centers to follows that outlines the personnel, equipment, software and facilities necessary to complete the implementation.

6.6.2  Subtask 2 - Implementation and Integration.  The contractor shall assist in providing implementation and integration plans that shall encompass the impact to the sites by changing the KM environment, product and new configuration maintenance, and integration with other KM or ESM tools.  The contractor shall provide a separate training plan and users' guide for any new software or process installed and implemented.
Deliverables:
Implementation Plan
Integration Plan
Training Plan
Requirements Analysis
User's Guide
Weekly Activity Report
7.  Place of Performance.  The place of performance shall be at the Denver Location.    Site visits shall be conducted, only as directed by the Task Monitor or the CSM Team Leads. Site visits may be conducted to DISA COMPUTING SERVICES Denver, CO, (for remote contractor support staff) DISA COMPUTING SERVICES Headquarters in the National Capitol Region, any DISA Computing Services, Defense Enterprise Computing Center or their Detachments.

Long Distance Travel
	To
	From
	# Contractors
	#Days
	#Trips
	#Months

	Denver, CO
	Primary Contractor Site
	1
	3
	4
	12

	Montgomery, AL
	Primary Contractor Site
	2
	5
	6
	12

	Ogden, UT
	Primary Contractor Site
	2
	5
	3
	12

	Columbus, OH
	Primary Contractor Site
	2
	5
	4
	12

	St. Louis, MO
	Primary Contractor Site
	2
	5
	3
	12

	Oklahoma City, OK
	Primary Contractor Site
	2
	5
	2
	12

	Mechanicsburg, PA
	Primary Contractor Site
	2
	5
	1
	12

	Washington, DC
	Primary Contractor Site
	2
	3
	3
	12


8.  Period of Performance.  The period of performance for this effort is 423 calendar days (4 Nov 2002 - 31 Dec 2003).  An estimated 12,500 man-hours of support services shall be required.  The tasks shall be performed during normal business hours between 0600 and 1800 hours for staff support functions.  Hours of operation at the Help Desk and ESM support will be provided at DECCs and their Detachments as required.  DISA Computing Services reserves the right to approve all proposed staff members based on review of resumes.

Deliverables:
Contractor Staffing Plan
Employee Resumes
9.  Deliverable/Delivery Schedule.  All deliverables shall be electronically transmitted to the DISA Computing Services Denver Office.  For all technical deliverables, the Procuring Contracting Officer (CPO) and the TM shall receive a copy of the transmittal letter.

	SOW Task#
	Deliverable Title
	CDRL/DID#
	Due Date
	Distribution
	Frequency and Remarks

	6.1
	Operations Management Plan
	Electronic Copy 
	60 Days
	Standard Distribution*
	Draft - 30

Final - 60

	6.1
	Weekly Activity Report
	Electronic Copy
	Weekly
	Standard Distribution*
	Each Monday for Prior Week

	6.1
	Implementation Plan
	Electronic Copy
	30 Days
	Standard Distribution*
	Draft - 15

Final - 30

	6.1
	Requirements Analysis
	Electronic Copy
	60 Days
	Standard Distribution*
	Draft - 30

Final - 60

	6.1
	Training Plan
	Electronic Copy
	90 Days
	Standard Distribution*
	Draft - 45

Final - 90

	6.1
	Transition Plan
	Electronic Copy
	30 Days
	Standard Distribution*
	Draft - 15

Final - 30

	6.2
	Technical Solution
	Electronic Copy
	90 Days
	Standard Distribution*
	Draft - 30

Final - 90

	6.2
	Integration Plan
	Electronic Copy
	60 Days
	Standard Distribution*
	Draft - 30

Final - 60


	SOW Task#
	Deliverable Title
	CDRL/DID#
	Due Date
	Distribution
	Frequency and Remarks

	6.2
	Implementation Plan
	Electronic Copy
	60 Days
	Standard Distribution*
	Draft - 30

Final - 60

	6.2
	Weekly Activity Report
	Electronic Copy
	Weekly
	Standard Distribution*
	Each Monday for

Prior Week

	6.2
	Architectural Process Documentation/Instructions
	Electronic Copy
	30 Days
	Standard Distribution*
	Draft - 15

Final - 30

	6.2
	E-mail Management Plan
	Electronic Copy
	30 Days
	Standard Distribution*
	Draft - 15

Final - 30

	6.2
	IVRS Analysis
	Electronic Copy
	30 Days
	Standard Distribution*
	Draft - 15

Final - 30

	6.3
	Technical Solution
	Electronic Copy
	30 Days
	Standard Distribution*
	Draft - 15

Final - 30

	6.3
	Requirements Analysis and Recommendations
	Electronic Copy
	60 Days
	Standard Distribution*
	Draft - 30

Final - 60

	6.6.3
	CSM Internal Web Portal Design and Integration Plan
	Electronic Copy
	60 Days
	Standard Distribution*
	Draft - 30

Final - 60

	6.3
	External Web Portal Design and Integration Plan
	Electronic Copy 
	60 Days
	Standard Distribution*
	Draft - 30

Final - 60

	6.3
	Implementation Plan
	Electronic Copy
	30 Days
	Standard Distribution*
	Draft - 15

Final - 30

	6.3
	Weekly Activity Report
	Electronic Copy
	Weekly
	Standard Distribution*
	Each Monday for Prior Week

	6.3
	Web Portal System Doc and Instructions
	Electronic Copy
	30 Days
	Standard Distribution*
	Draft -15

Final -30

	6.4
	Training Plan/Guideline
	Electronic Copy
	30 Days
	Standard Distribution*
	Draft - 15

Final - 30

	6.4
	Certification Plan/Guideline
	Electronic Copy
	30 Days
	Standard Distribution*
	Draft - 15

Final - 30

	6.4
	Accreditation Process/Plan
	Electronic Copy
	30 Days
	Standard Distribution*
	Draft - 15

Final - 30

	6.4
	Weekly Activity Report
	Electronic Copy
	Weekly
	Standard Distribution*
	Each Monday for Prior Week

	6.5
	Process Analysis
	Electronic Copy
	90 Days
	Stand Distribution*
	Draft - 45

Final - 90

	6.5
	Activity Analysis
	Electronic Copy
	90 Days
	Stand Distribution*
	Draft - 45

Final - 90

	6.5
	Functional Economic Analysis
	Electronic Copy
	30 Days
	Stand Distribution*
	Draft - 15

Final - 30

	6.5
	Weekly Activity Report
	Electronic Copy
	Weekly
	Standard Distribution*
	Each Monday for Prior Week

	6.5
	Implementation Plan(s)
	Electronic Copy
	60 Days
	Standard Distribution*
	Draft -30

Final - 60

	6.5
	Quality Management Operational Analysis
	Electronic Copy
	60 Days
	Standard Distribution*
	Draft - 30

Final - 60

	6.6
	Requirements Analysis
	Electronic Copy
	60 Days
	Standard Distribution*
	Draft - 30

Final - 60

	6.6
	Implementation Plan
	Electronic Copy
	30 Days
	Standard Distribution*
	Draft - 15

Final - 30


	SOW Task#
	Deliverable Title
	CDRL/DID#
	Due Date
	Distribution
	Frequency and Remarks

	6.6
	Integration Plan
	Electronic Copy
	60 Days
	Standard Distribution*
	Draft -30

Final - 60

	6.6
	Training Plan
	Electronic Copy
	30 Days
	Standard Distribution*
	Draft - 15

Final - 30

	6.6
	User's Guide
	Electronic Copy
	30 Days
	Standard Distribution*
	Draft - 15

Final - 30

	6.6
	Weekly Activity Report
	Electronic Copy
	Weekly
	Standard Distribution*
	Each Monday for Prior Week

	8
	Contractor Staffing Plan
	Electronic Copy
	15 Days
	Via Contracting Officer
	Upon Receipt by CO

	8
	Employee Resumes
	Electronic Copy or Paper Copy
	15 Days
	Via Contracting Officer
	Upon Receipt by CO

	* Standard Distribution:  1 copy of the transmittal letter without the deliverable to the Contracting Officer (DITCO-Scott (AQSS32)); 1 copy of the transmittal letter with the deliverable to the Primary TM


10.  Security.  This contract provides for application software development, communications/networking, hardware/software installations other than the operating systems, and user training.  All persons performing these types of services under this contract are designated non-critical sensitive, ADP-II positions, and must have a favorably completed National Agency Check with Local Agency Checks and Credit Checks (NACLC) prior to performance.  Required requests for investigation, on each employee not having a current, favorable NACLC, will be submitted by the Facility Security Officer within 15 calendar days after award of the contract.  A copy must be provided to (local DISA Computing Services Security Manager to request interim ADP access.  Contractors shall be allowed to assume duties under this contract with an interim ADP-II authorization.  Contractor personnel who are denied a final authorization shall not be eligible to continue working under this contract, even though they may have been performing duties with an interim authorization.  DISA retains the right to request removal of contractor personnel, regardless of prior clearance or adjudication status, whose actions, while assigned to this contract, clearly conflict with the interests of the Government.  The reason for removal will be fully documented in writing to the Contracting Officer.  When and if such removal occurs, the contractor will within 15 working days assign qualified personnel to any vacancy(ies) thus created.

11.  Government-Furnished Equipment (GFE)/Government-Furnished Information (GFI).  Government-furnished equipment and/or GFI will be provided to the contractor in order to perform specific testing and development as required.  As GFI is obtained, standards, specifications and procedures shall be followed as required.

12.  Other Pertinent Information or Special Considerations.

a.  Packaging and Shipping.  Packaging and marking of all deliverables shall be in accordance with the best commercial practice necessary to ensure safe and timely delivery at destination and shall be in accordance with applicable DISA documentation standards and security requirements. All data and correspondence submitted to the Contracting Officer (KO) and the Task Monitor shall reference: 1) the contract number, 2) The task order number, and 3) the names of the CO and/or TM.


b.  Inspections and Acceptance.  The Customer Service Management Team leads located at DISA Computing Services Operations - Denver, 5775 DTC Boulevard, Suite 350, Greenwood Village, CO  80111, shall perform inspection and acceptance processes of all output, contractor performance, and reports.


c.  Contractor General Knowledge Must Include:
· Veritas Product

· SAN Architecture

· LDAP/PKI

· Clustering

· Load Balancing

· Fail over and backup strategies

· Commercial Best Practices for Help Desk Implementation

· Remedy ARS

· Best Practices for Hiring and Training Help Desk Personnel

· Business Process Reengineering

· ISO 9000 Quality Standards and Industry Best Practices


d.  Contractor Application Software Expertise Must Include:
· Kana 7.X and beyond

· SQL Advanced Server

· Windows 2000 Advanced Server

· Windows 2000 Operating Systems

· WEBSPHERE Application Server


e.  Identification of Possible Follow-on Work.  Extension of contract is dependent upon management vision and availability of funding for fiscal year 2003 and beyond.


f.  Identification of Potential Conflicts of Interest (COI).  Any application software developed by the contractors to support the ESM/CSM efforts is the sole property of DISA Computing Services.  Any attempts for individual contractors to copy or use the original source code as a base for developing an enhanced commercial product for personal profit shall result in the immediate dismissal of that individual from the contract.


g.  Identification of Non-Disclosure Requirements.  All contractor staff in accordance with Federal Government contract guidance shall sign the following document.

13.  Section 508 Accessibility Standards.  The following Section 508 Accessibility Standard(s) (Technical Standards and Functional Performance Criteria) are applicable (if box is checked) to this acquisition.

Technical Standards
 FORMCHECKBOX 
 1194.21 - Software Applications and Operating Systems

 FORMCHECKBOX 
 1194.22 - Web Based Intranet and Internet Information and Applications

 FORMCHECKBOX 
 1194.23 - Telecommunications Products

 FORMCHECKBOX 
 1194.24 - Video and Multimedia Products

 FORMCHECKBOX 
 1194.25 - Self-Contained, Closed Products

 FORMCHECKBOX 
 1194.26 - Desktop and Portable Computers

 FORMCHECKBOX 
 1194.41 - Information, Documentation and Support

The Technical Standards above facilitate the assurance that the maximum technical standards are provided to the Offerors.  Functional Performance Criteria is the minimally acceptable standards to ensure Section 508 compliance.  This block is checked to ensure that the minimally acceptable electronic and information technology (E&IT) products are proposed.

Functional Performance Criteria
 FORMCHECKBOX 
 1194.31 - Functional Performance Criteria

DEFENSE INFORMATION SYSTEMS AGENCY

NONDISCLOSURE AGREEMENT FOR CONTRACTOR EMPLOYEES
I, 
 (print or type name), as an employee of


 (insert name of company), a Contractor acting under contract to the Defense Information Systems Agency (DISA), in administering an unclassified and/or classified system support agree not to disclose to any individual business entity or anyone within 
 (insert name of employee company) or outside of the company who has not signed a nondisclosure agreement for the purposes of performing this contract:  any sensitive, proprietary or source selection information contained in or accessible through my assignment with DISA COMPUTING SERVICES.  Proprietary information/data will be handled in accordance with Government regulations.

I understand that information/data I may be aware of, or possess, as a result of my assignment under this contract may be considered sensitive or proprietary.  The Contractor’s responsibility for proper use and protection from unauthorized disclosure of sensitive, proprietary and source selection information is described in Federal Acquisition Regulation (FAR) section 3.104-5(b).  Pursuant to FAR 3.104-5, I agree not to appropriate such information for my own use or to release or discuss such information for my own use or to release it to or discuss it with third parties unless specifically authorized in writing to do so, as provided above.

This agreement shall continue for a term of five (5) years from the date upon which I last have access to the information therefrom.  Upon expiration of this agreement, I have a continuing obligation not to disclose sensitive, proprietary, or source selection information to any person or legal entity unless that person or legal entity is authorized by the head of the agency or the contracting agency or the contracting officer to receive such information.  I understand violations of this agreement are subject to administrative, civil and criminal sanctions.

THIS STATEMENT CONCERNS A MATTER WITHIN THE JURISDICTION OF AN AGENCY OF THE UNITED STATES AND THE MAKING OF A FALSE, FICTITIOUS, OR FRAUDULENT STATEMENT MAY RENDER THE MAKER SUBJECT TO PROSECUTION UNDER TITLE 18, UNITED STATES CODE, SECTION 1001.

(Signature of Contractor Employee)
Date

(Contractor)
(Employee Telephone No.)

(System)

