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SECTION B Supplies or Services and Prices 

	ITEM NO
	SUPPLIES/SERVICES
	MAX QUANTITY
	UNIT
	UNIT PRICE
	MAX AMOUNT

	0001
	
	1.00
	Each
	$1,055,107.97
	$1,055,107.97

	
	Information Assurance Support Services 

T&M - Customer Service Management (CSM) Support as in accordance with SOW dated 01 June 2001.  Period of performance of this order is from 04 Jun 01 thru 03 Jan 02 as in accordance with Getronics revised proposal dated 30 May 2001 which is incorporated by reference. 

PURCHASE REQUEST NUMBER DHQDEN01MP00023 


	

	
	
TOT MAX PRICE
	$1,055,107.97 

	
	

	

	
	
	


ACCOUNTING AND APPROPRIATION DATA 

	 
	 
	 

	AB: 
	97X4930.5F20 000 C1013 0 068142 2F 255011 
	 

	AMOUNT:  
	MIPR: DHQDEN01MP00023         $1,034,419.57 
	 

	  
	  
	  


‘I ASSURE’ TASK ORDER (TO) 

STATEMENT OF WORK (SOW)
as of 01 June 2001
	Contract Number:
	

	Order Number:
	

	Tracking Number:
	0051

	Previous Order Number
	 


1.  Points of Contact

2.  Order Title:  Customer Service Management (CSM) Support

3.  Background: 

For the past 5 years the emphasis within DISA has been placed on ensuring that DISA provided relevant capabilities to support the warfighter.  The DISA house was built on pillar programs which are all product based.  The service component associated with the products has not matured.  Sustainability, configuration management, logistics supportability, documentation, and integration of the products into the business area have not been given the same attention as the performance of the products themselves.  Examples of products include GCCS, GCSS, EDA, DTS, DMS, NIPRNET, SIPRNET, etc.  In summary, deployment and sustainment of products are not always as effective as they could be.

The empowerment of the desktop by most of the DISA products argues for the capability to see down to the desktop over the last half mile.  However, the products are individually engineered and not collectively assessed as to their impact on networks and infrastructure.  A user of any one of the products is at the mercy of his or her local network manager, the DISN network managers, and the program’s help desk.  There is no single point to address problem resolution or for assessing the health of the program and its network components.  Customers express frustration with DISA help desk service as being inconsistent and multi-pointed.

The lack of a solid service regimen, highlighted by a fragmented help desk structure and management, creates inconsistent treatment of customers and credibility concerns between DISA and its customers.  To overcome this issue, DISA is currently receiving technical support under contract number 

GS34F-3321D (Getronics) which undertakes a customer service management initiative to provide a consistent, assured, reliable, and predictable face to its customers. 

4.  Objectives: 

This task is to continue to provide DISA WESTHEM with professional consulting and information technology services necessary to fully define requirements, plan, implement and operate a Customer Service Management (CSM) solution that will provide integrated Help Desk capabilities to DISA customers through shared call center methodology.  DISA WESTHEM wishes to adapt commercial Best Practices as it establishes state-of-the-art user support capability within the DISA operational community.  The CSM will provide a single point of contact for DISA users to allow support and provide assistance.

The contractor shall support DISA WESTHEM with the technical services necessary to implement a DISA enterprise wide management center using Commercial Best Practices that improves customer service to the DISA user community.  The contractor shall work directly with  DISA WESTHEM contractual and technical points of contact and with functional points of contact within the DISA WESTHEM Headquarters staff, Defense Enterprise Computing Centers (DECCs), DECC Detachments, and Commanders’ in Chief sites.  The contractor shall support DISA WESTHEM with a Three-Phase Concept to be used to establish integrated help desks.    Phases include, Requirements and Planning, Implementation of the Customer Service Management (CSM), and the Operation and Enhancement of integrated Help Desks.   

5.  Scope:
The contractor shall support DISA WESTHEM with the technical services necessary to implement a DISA enterprise wide management center using Commercial Best Practices that improves customer service to the DISA user community.  The contractor shall work directly with  DISA WESTHEM contractual and technical points of contact and with functional points of contact within the Defense Enterprise Computing Centers (DECCs), DECC Detachments, and Commanders’ in Chief sites.  The contractor shall support DISA WESTHEM with a Three-Phase Concept to be used to establish functionally aligned help desks.    The First Phase is the Requirements and Planning Phase, the Second Phase will be Implementation of the Customer Service Management (CSM) and the Third Phase is the Operation and Enhancement of integrated Help Desks. 

The contractor shall comply with the appropriate DoD-approved architectures, programs, standards and guidelines, such as Defense Information Infrastructure (DII) Strategic Technical Guidance (STG), 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: Policy, Planning, Process, Program and Project Management Support

· Task Area 2: Standards, Architecture, Engineering and Integration Support

· Task Area 3: Solution Fielding/Installation and Operations

· Task Area 4: Education, Training and Awareness, Certification and Accreditation and IA support

6.  
Specific Tasks:

6.1  
Phase 1 - Requirements and Planning 

6.1.1
Task 1 - Contract-Level and Task Order Management
6.1.1.1
Subtask 1 - Contract-Level Program Management.  Provide the technical and functional activities at the Contract Level needed for the Program Management of this SOW. Include productivity and management methods such as Quality Assurance, Configuration Management, Work Breakdown Structuring, and Human Engineering at the Contract level. Provide the centralized administrative, clerical, documentation and related functions.

6.1.1.2
Subtask 2- Task Order (TO) Management . Prepare TO Management Plan describing the technical approach, organizational resources, and management controls to be employed to meet the cost, performance, and schedule requirements throughout TO execution. Provide a monthly status report (sample attached) monitoring the quality assurance, configuration management, and security management applied to the TO (as appropriate to the specific nature of the SOW). Provide a weekly report on the status of all on​going tasks that briefly summarizes the effort, technical considerations and progress made during the previous week.

Deliverables:

Management Plan

Contractor Progress, Status and Management Report 

Weekly Activity Report

6.2
Task 2 - Technical Services and Support for Requirements Analysis and Planning for a Customer Service Management (CSM) Help Desks.  The contractor shall provide technical services and support to DISA WESTHEM for detailed requirements analysis and planning for an Customer Service Management integrated Help Desks. 

6.2.1 
Subtask 1 - Requirements Analysis and Planning.  The contractor shall conduct in depth surveys of the current infrastructure.  Services include identifying and documenting current and target architectures, designing system specifications including hardware, software, and network requirements; modeling and forecasting network loads, including network traffic and server resource utilization rates; determining integration requirements for legacy systems, defining desktop, backup, and security needs; and conducting security analyses and recommending standards.  The contractor shall develop a requirements document/proposal describing the target architecture for each site based on known and future requirements and the installed infrastructure.  The proposal shall include the technical solution by site, identifying hardware, software and communication deficiencies and recommendations and timelines for achieving the optimum end-state.  The technical services and support include the following:

6.2.2 
Current Infrastructure/ Processes – The contractor shall assist the Government in the discovery or due diligence phase.  Services include identifying all the scenarios, resources, and processes that will be critical to the transformation or migration process. The contractor shall develop discovery findings document.

6.2.3 
Develop Solution – The contractor shall, based on the requirements document and the discovery findings, assist the Government in developing a technical solution which will 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.

6.2.4
 Transition Plan/Implementation Plan – The contractor shall develop a transition and implementation plan, the goal of which is to ensure continuity of operations.  These plans shall 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)

· Facilitate and enhance coordination with any and all parties through the rigorous development of explicit Service Level Agreements (SLA’s) and Operating Level Agreements (OLA’s).

Deliverables:

Discovery Findings Document




Technical Solution




Transition and implementation Plan

6.2.5
 Management Review – Prior to the Implementation phase of the CSM integrated Help Desk, the contractor shall present to Government management the findings and accomplishments of the requirements and planning phase (Task 1 Technical Solution).  The contractor shall on the Governments approval, continue with Phase II.

6.3
 Phase II - Specific Tasks – Help Desk Implementation
6.3.1
Task 1 - Technical Services and Support for the Integrated Help Desk Implementation.   The contractor shall provide technical services and support to DISA WESTHEM for implementing Customer Management Centers based on Task I Technical Solution.  The technical services and support include the following:

6.3.1.1
Initial Operational Capability – The contractor shall assist the Government in configuring and staging the initial 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.. 

6.3.1.2
Management Review/Guidance – The contractor shall provide the Government with a presentation and demonstration of the Initial Operational Capability, and any recommendations for migration to a fully operational integrated Help Desk. The contractor shall assist the Government in developing an acceptance test document.

6.3.1.3
Full Operational Capability – The contractor shall provide the Government with support for transitioning the Help Desks from their initial operation state to fully integrated, operational Help Desks.  This shall include, but not limited to, engineering support for client/server infrastructure; network infrastructure support; acceptance testing support, and process documentation and instructions.  Rule Sets, the guidance and/or requirements provided by management and technical staff for the reporting of system events "up the chain" to data center directors and DISA WESTHEM Headquarters, will be an optional deliverable and will be at the direction of the Task Monitor.  

Deliverables:

Contractor Progress, Status and Management Report 

Weekly Activity Report

Rule Sets

Architectural Process documentation/Instructions

6.3.1.4    Government Acceptance – The contractor shall report to the Government the results of

acceptance testing, and any recommendations prior to approval for the fully operational

Help Desks. The contractor, on the Governments approval continues with Phase III.

6.4
Phase III - Specific Tasks – Help Desk Operations 

6.4.1
Operations/Refinement – Enhancement of Customer Service Management Help Desks:  The contractor shall provide technical services and support to DISA WESTHEM for the daily operations of the integrated Help Desk. The technical services and support include the following:

6.4.1.1
Operations - The contractor shall assist the Government in supporting the operations of the integrated Help Desks.  Services include, but are not limited to, development of plans, procedures, and tools in support of the Governments mission, defining thresholds, alarms, and rule sets for current and proposed software tool standards, develop optimization plans, fine tune and customize service management tools, maintain and enhance the current IT infrastructure, maintain and enhance the Help Desks.  Recommendations shall include consideration for the end-user with unique applications requirements. 

6.4.1.2
Monitor/Evaluate – The contractor shall assist the Government in monitoring, administrating, and managing the Help Desks.

6.4.1.3
Upgrade/Refine – The contractor shall assist the Government with any new software standard loads, and major standard overlays as part of its normal rollout procedures.  Support will include testing and acceptance prior to any rollout. 

6.4.1.4
Installation/Integration – The contractor shall assist the Government in installing new hardware and/or software associated with Help Desk operation or 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:

Help Desk Requirements Document

Due Diligence Report

Help Desk Technical Solution Design

Transition Plan

Implementation Plan

Help Desk Acceptance Testing Document

6.4.2
Task 2 -  Help Desk Operation and Staffing – If required, the contractor shall assist in recruiting and providing sufficient staff to operate a help desk as described below.

6.4.2.1
Performs all tasks associated with professionally answering telephone calls and giving the caller a high degree of confidence that the inquiry or problem is understood and will be properly handled.  Personnel staffing the help desk will be expected to have experience in a help desk/customer service environment, with exceptional communication and customer service skills.

6.4.2.2    Personnel must possess excellent writing skills and possess the capability to learn and effectively utilize an automated trouble management system.  Personnel will also be expected to work with software tools that will be available to monitor and report computer network status as these functions are integrated. Help desk personnel will not be expected to install, program, or administer any network management tools which are made available in support of help desk operations.  A high percentage of the equipment/systems being monitored will be based on the UNIX or Windows NT environments.

6.4.2.3   The Help Desk must be staffed by a minimum of two persons at all times, 24 hours per day, seven days per week.  An estimated 20% increase in manhours may occasionally be necessary to support an increased help desk workload associated with a special event such as an operational exercise, declaration of war, or other out-of-the-ordinary occurrence.  Additional staffing may be required as increased customer requirements are defined.

6.4.2.4
Customer contact with the help desk will be primarily by unclassified or classified telephone; however, classified or unclassified trouble call input can also be anticipated using fax, electronic messaging capabilities, or direct contact from walk-ins.

6.4.2.5
Contact will be from a diverse, worldwide community of Defense users as additional systems are integrated. During interim operating capability, all calls are expected to be from the local community.

6.4.2.6   The call volume and associated staffing numbers must be ascertained at the time the service is requested.  At minimum, a call volume of 20 - 30 calls per day is expected.  It will be necessary for help desk personnel to monitor and service multiple phone lines concurrently.

6.4.2.7
Contractor personnel must be eligible for a SECRET security clearance and ADP-I authorization. Contractors will be allowed to assume duties under this contract with an interim SECRET security clearance and ADP-I authorization.  Contractor personnel who are denied a final security clearance will not be eligible to continue working under this contract, even though they may have been performing duties with an interim clearance.  Restating the requirement, to begin working under this contract, contractor employees must have been granted at minimum an interim SECRET security clearance and ADP-I authorization

6.4.2.8 WESTHEM reserves the right to approve all proposed staff members based on review of resumes.

Deliverables:

Staffing Plan

7.  Place of Performance:  The place of performance will be primarily at the Contractor's Facility.  Site visits will be conducted, only as directed by the Task Monitor or the CSM Team Leads. Site visits may be conducted to DISA WESTHEM Denver, CO, DISA WESTHEM Headquarters in the National Capitol Region, any  DISA WESTHEM Detachments, or DECCS.
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5
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   8.  Period of Performance:   The period of performance for this effort is 1 June 2001, through 31 December 2001, or 214 calendar days after TO award. An estimated 13,000 hours of support services will be required.  The tasks shall be performed during normal business hours between 0700 and 1700 hours for staff support functions.  Hours of operation at the Help Desk and ESM support will be provided at DECC Detachments, as required. 

9.  Deliverable/Delivery Schedule: All deliverables will be electronically transmitted to the DISA WESTHEM Denver Office.  

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

	6.1.1.2
	Mgmt Plan
	Electronic copy 
	30 days
	
	Standard            Distribution*
	Draft - 15

Final - 30

	6.1.1.2
	Progress, Status Rpt
	Electronic copy
	10 days
	
	Stand Distribution*
	Monthly, on 5th workday

	6.1.1.2
	Weekly Act Rpt
	Electronic copy
	Weekly
	
	Stand Distribution*
	Each Monday for prior week 

	6.2.1
	Discovery Findings Doc
	Electronic copy
	7 Days after site visit
	
	Stand Distribution*
	Seven days after site visit to new customer 

	6.2.3
	Technical Solution
	Electronic copy
	20 Days after site visit
	
	Stand Distribution*
	Draft - 15     Final - 30

	6.2.4
	Transition Imp Plan
	Electronic copy
	  TBD
	
	Stand Distribution*
	Draft - 15

Final - 30

	6.3.1.2
	Contractor Progress, Status,

Mgmt Rpt
	Electronic copy
	Monthly
	
	Stand Distribution*
	Monthly, on 5th workday 

	6. 6.3.12.6.2.
	Weekly Act Rpt
	Electronic copy
	Weekly
	
	Stand Distribution*
	Each Monday, for prior week

	6.3.1.1
	Arch Process Doc/Instr
	Electronic copy
	TBD
	
	Stand Distribution*
	Draft -15

Final -30

	6.3.1.1
	Rule Sets
	Electronic copy
	TBD
	
	Stand Distribution*
	Draft -15

Final -30

	6.4.1.1
	HD Reqmnt
	Electronic copy
	TBD
	
	Stand Distribution*
	Draft - 15

Final - 30

	6.4.1.1
	Due Diligence Rept
	Electronic copy
	TBD
	
	Stand Distribution*
	Draft - 15

Final - 30

	6.4.1.1
	HD Tech Solution Design
	Electronic copy
	TBD
	
	Stand Distribution*
	Draft - 15

Final - 30

	6.4.3
	Transition Plan
	Electronic copy
	TBD
	
	Stand Distribution*
	Draft -15

Final - 30

	6.4.4
	Imp Plan
	Electronic copy
	
	
	Stand Distribution*
	Draft - 15

Final - 30

	6.4.1.3
	HD Acceptance Testing Doc
	Electronic copy
	TBD
	
	Stand Distribution*
	Draft - 15

Final - 30

	6.3.2
	Staffing Plan
	Electronic copy
	TBD
	
	Stand Distribution*
	Draft - 15

Final - 30


Standard Distribution*: 1 copy of the transmittal letter without deliverable to the Contracting Officer (KO/DITCO/DTS6)



   1 copy of the transmittal letter and the deliverable to the Primary TM 

10.  Security: Contractor personnel must be eligible for a SECRET security clearance and ADP-I authorization. Contractors will be allowed to assume duties under this contract with an interim SECRET security clearance and ADP-I authorization.  Contractor personnel who are denied a final security clearance will not be eligible to continue working under this contract, even though they may have been performing duties with an interim clearance.  Restating the requirement, to begin working under this contract, contractor employees must have been granted at minimum an interim SECRET security clearance and ADP-I authorization 

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 will be followed as required.

12.  Packaging, Packing, 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 security requirements. All data and correspondence submitted to the Contracting Officer 9KO) and the Task Monitor shall reference: 1) the contract number, 2) The task order number, 3) the names of the CO and /or TM

13.  Inspection and Acceptance:  Acceptance or non acceptance of all work, performance, and reports shall be performed by the Customer Service Management Team leads located at DISA WESTHEM,  5775 DTC Blvd, Suite 350, Greenwood Village, Colorado 80111.

14.  Other Pertinent Information or Special Considerations: Required expert knowledge of UNIX and NT Operating Systems, Knowledge Management Software Tool,  Remedy Software, knowledge of Commercial Best Practices for Help Desk implementation, and intimate knowledge of hiring and training help desk personnel.


a.  Identification of Potential Conflicts of Interest (COI).  To the best of our knowledge, there is no conflict of interest.


b.  Identification of Non-Disclosure Requirements.    The following will be signed by the contractor in accordance with I-ASSURE contract guidance.

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 WESTHEM.  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)

