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4. Responsibilities of the End-User Organization

4.1  The end-user organization agrees it will;
a) Provide REMEDY software for use by the service provider

b) Provide infrastructure support, including workspace, desks, telephones,
personal computers (PCs), copiers, etc.

€) Describe the process used to ensure end-users know the procedures for
obtaining Help Desk services.

d) Describe the minimum information required (i.e., name, location, telephone
number, equipment, user identification, e-mail address, etc.)

e) Report all faults noticed by customers via the Help Desk.
f) Provide WGSI with a description of the problem and potential mission impact.

8) Ensure Help Desk analysts have same desktop configuration as the majority of
INS users. This will be reviewed twice a year.

h) INS will inform Help Desk of new applications deployed to users in the feld.
3. Conclusion

a) Parties agree that the terms of this agreement will be in effect for the duration
of the Task Order, to be reviewed semi-annuaily,

b) Out of cycle reviews may be proposed by any party. Out of cycle review
changes will not go into effect until 60 calendar days after approval by both
parties.

¢} The terms of this SLA are effective November 1, 1998,

WGSI 10726/98
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Service level and procedures herein have been agreed to by parties represented by the
undersigned.

e

Immigration & Naturalization Service Contracting Officer

s

Immigration & Naturalization Service COTR

B g&m‘- ('j’AA-L

/{mmigration & Naturalization Service End User Representative

: a h){6)
Service Provider Representative Signature (IJ

S#rvic?ﬁmvider (-ictracts Representative signature

WGS] 10726/98
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Attachments:

Attachment A — Average Daily Call Volume

WGSI 10/26/98
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Attachment A — Average Daily Call Volume of Calls Reported to the Help Desk

Period Total Calls Aversge Calls
January 1998 5840 188
February 1998 6235 223
March 1998 7193 232
Apnl 1998 6958 232
May 1998 6004 194
June 1998 7270 242
July 1998 6771 227
August 1998 6535 211
Tatal Calls 52,807
Total Average/Day 219
WGS] 10/26/98
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G. THS BUPALEMENTAL AGREEMENT IS ENTEFED INTO PURBUANT TO AUTHORITY OF:
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E. IMPORTANT: Cormractor K] is not, Dummwmnmmmmm copies 10 the jssuing office.
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1581217/7818D.111C.14C,00 DECREASE OF § 11,292,00

15XB598/815D.3218.1458.00 DECREASE OF % 175,370,00
{continuad)

Em-wmwmmmdmuhm&mmmﬂwimumahm,
remaing unchangad snet in AUl force and effedl,

134, MAME AND TITLE OF SIGNER (TyDe of prot TBA. NAME ANTI TITLE OF CONTRAGTING OFFICER (Topm oF iy
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WANG GOVERMMENT SERVICES, INC
TEMND, SUPPLIES/SEAVICES QUANTITY (LINIT UNIT PRICE AMDUNT
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This modification has changed the obligated amount ffom
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Immigration & Naturalization Sve Immigration & Naturalization Svc
Headquarters Procurwment Headgquarters Procurement Div,

425 I Streat, N.W., Room 2208 425 I Street, N.W., ROOM 2208
Washington, D.C, 20k36 Washington, D.C, 20536

8. NAME AND ACORESE OF CONTRACTOR (No.. B, county, State and 77 Code) TIN: 4TI571110

DY | 94 AMENDMENT OF SOUCITATION NG,
WANG GOVERNMENT BERVICES, INC

7900 WESTPARK DRIVE 96 DATED {SEE ITEM 11)
SUITE 1105 104, MOIHFCATION OF CONTRALT /ORDER NG
MCLEAN, VA 22102-4299 COW-7-C=0013
X | COW-8-P-0181
Attn: | | r {b}{6) ‘] . [1B DATED (BEE mEM 1Y
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11. THIS ITEM QNLY APPLIES TQ AMENDMENTS OF SOLICITATIONS

[ The above numberad solicitation is amended as set farth in harn 14, The Hour and dats specified for raosipt of Ofters [ is axtandad, [] isnot

axtended.
Offers must acknowiedpa receipl of this amendment prior & tha hour and  date specified in the slicitation or as amended, by one of the following methods:

(a} By completing tems 8 and 15, and refurning copies of tha amandment; {b) By acknowledging recsipt of this amendmant on each copy of tha ofler
submitted: or (c) By saparate latigr or telegram which includss a ralerance 1o the solicitetion and arnendenent numibrers. FAILURE OF YOUR
ACKNOWLEDGMENT TO BE REGEVED AT THE PLACE DESIGNATED FOR THE RECEIPT OF OFFERS PRIOR TO THE HOUA AND DATE SPECIFIED MAY
RESULT IN REJECTION QF YOUR OFFER. If by virtus of this amendment You desire to change an offer alreacy subrmitted, such changs may ba made by

telegram or letter, provided each 1elsgram or letter makes raference to the solichation and this amandment, and ik racaived prior to tha opening hour and date
epecified.

12. ACCOLINTING AND APPROPRIATION DLTA (f raquiced)

Net Change §0.00

13. THIS ITEM APPLIES ONLY TO MODIFICATIONS OF CONTRACTS /ORDERS,
IT MODIFIES THE CONTRACT /ORDER NQ. AS DESCRIBED IN ITEM 14.

m A THIS GHANGE ORDEH 13 ISSUED PLURSLIMMT TCH (Bpecity suthaety] THE CHANGES SE™ FORTH 1IN ITEM 14 /RE MADE IN THE
——— CONTRACT ORCER NO, ITEM 104

N THE ABOVE NUMBEREDI CONTRACT/ORDER 15 MODIFIEY 1D HEFLECT THE ADMINISTRATIVE CHBNGES Isuch ax changes in pay:ng slfica, appropnabon datw, wic.)
X SETFORTH IN ITFM 14, PURBUANT 1 THE AUTHDRITY OF AR 43 1EK5(b}.

€. THIS SUPPLEMENTAL AGREEMENT 1S ENTERLCOINTO PURSUANT TO AUTHAORITY OF:

0. DTHERA {Speify type of moditcation and aulhority}

E. IMPCRTANT: Contractor [X] is not, [ is required 1o g n this documani and raturn copies 1o the issuing office,

4. DESCRPTION OF AMENDMENT iIMOOIFICATICN (Qrgarized by UTF gection readings, includiteg sollciabor /contact SLutect matte whes 16asible.|
This modification has increased the obligated amount by $1,389,771,00
from $15,524,169.60 to $16,913,940.60. Tha total obligated amount
indicated on Mcdification 000010 to this contract was in error. The
total amount obligated through modification DCO0L0 was $15,524,1692.60.

{continged)

Excepl as provided heewin, alf terrs and conditions of the dac. ment raferancea | llem 94 or 104, ay hereloloms changed,
remains Jnchanged and in fult ioree sad efect.
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I i (& '
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iSignature of persun auihonzen te Tgn) TSignature of Conracting WMce) ? 7
NEN 7540 01 152-6070 105 STANDARD FORM 30 (REV
PHEVOLE ECITICN UNUSARE F - Prscrlbwd by GSA, FAR 148 GF H) J_m ‘
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NAME OF OFF EHOR OR CONTRACTOR
WANG GOVERNMENT SERVICES, INC

ITEM NCI SUPPLIES 'SEAVICES QUANTITY  JUNIT UMIT FRICE AMOILINT

15 funding: 1 LO $789771.00 $789771.00
1581217/818D,111C.14C.00 § 61,063,00
“1115%8598/818D,3215.148.00 § 175,370.00
~7|15x8598/815d3,3218.918.00 § 553,338.00

e — - s
MR 0O
Accounting:
SEE BELOW
16 D302 PRA 5ID-8-00537 ' 1 [to| $600000.00 $600000, 00

ADP SUPPORT SERVICES
Accounting:
1581217/81D8.3210,19U.00
—————————— The following information applids to alll line items ———od_——___
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11. THIS ITEM QNLY APPLIES TO AMENDMENTS OF SOLICITATIONS _
] The above numberad solicitation ia amanded as set forth in tem 14. The Hour and date spacified for veceipt ot Offars. [} is extandea, [} 18 ot

. axtended.
Offers must acknowledge recaipt of this amendmant priar 10 the hou! and date specified in the solicitation o as amended, by one of the following methods:
(a) By complating tams 8 and 15, and returning copies of the amendment; (o) By acknowledging raceipt of this amendment on sach copy of the offer

submitted; or (c) By separate letter of islagram which includes s relerance to the solicitation and amendmaent numbars. FAILURE OF YOUR
ACKNOWLEOGMENT TO BE RECEIVED AT THE PLACE DESIGNATED FOR THE RECEIPT OF OFFERS PRIOR TO THE HOUR AND DATE SPECIFIED MAY
RESULT IN REJECTKON OF YOUROFFER. ¥ by virtua of this amandman you desire to change an offer already submitted, guch change may be made by

talegram or letter, provided sach imegram or letter makas raferenca to tha solicitation and this amandment, and is received prior to the opening hour and date
specifled.

12. ACCOUNTING AND APPRCPRIATION DATA [f maumrad)]

Increase
Net Change - §493:681.¢
13. THIS ITEM APPLIES OMNLY TQ MODIFICATIONS OF CONTRACTS /ORDERS,
IT MODIFIES THE CONTRACT /ORDER NQ. AS DESCRIBED IN ITEM 14.

O LR THIS GHANGE ORDER IS ISSJED PURSUANT TC: (Specity wuthenty] THE CHANGES SET FORTH INITEM 14 AHE MADE [N THE
B CONTRACT ORDER NG, TEM 104

B THE ABOVE NUMRBFRED CONTRALT/ORDER IS MOGIFIED TO REFLECT THE ACMINISTRATIVE CHANGES [swch as charmges in paying office, appropriator date, stc }
X SET FOATH I (TEM 14, PURSUANT TO THE AL THORTY OF FARA 43.103(b).

C. THIS SPPLE VENTAL AGAEEMENT IS ERTERE D INTO PURELANT TS ALTHORITY OF:

. OTHER (Spec fy lype of modihcation and authonity}

E. IMPORTANT: Contracter Kl isnot, [ is requirad to sign this docurment and retum copies ta the issuing office,

14, DESCRPTION OF AMENDMENT/MOCHFICATION (Oiganizwd by UCF seclion headings, neluding salicitalion {coreac subject mttar whers feasibis.)
THIS MODIFICATION HAS INCRPASED THE OBLYGATED AMOUNT OF THIS OHRDER FROM
$15,030,488,00 TO $16,913,940.60 FOR AN INCREASE OF $ 493,681.60

{continued)

Exoap a5 prgsewd herem, al by and condikons of Ine document eelerenced in Jtem 84 o 104, as herelotore chatged,
remains Lrchanged arrd inlull ke arg affect,
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. av .
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15X8598/81D5, 3218, 045.00 $180.379.44
15X%8598/81D8.3218.135.00 $312,958.16
15x8598/81D8,3215.325.00 $ 344.00

FOB: Destination
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8. IGAUED BY cooe | HUPRO 7. ADARNISTERED Y ( cthier than e ) CODE HAOPRD
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Headquarters Procurement Headquarters Procurement Div.
425 1 Street, N.W., Room 2208 425 I Streaet, N,W,, ROOM 2208
Washington, D.C. 20536 Washington, D.C. 20536
A NAME AND ADDRESE OF CONTRAGTOR iNo., simat, ounty, Sisis and ZF Gode) TIN: 4IIS7ILI0 [ [ 9A. AMENDMENT OF SOUCTTATION NO.
WANG GOVERNMENT SERVICES, INC
7900 WESTPARK DRIVE 06 DATED [9EE ITEM 11)
SUITE 1105 10A. MODIFICATION OF CONTRACT /OROER NO.
MCLEAN, VA 22102-4299 COW-7-C-0013
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11. THIS ITEM ONLY APPLIES TO AMENDMENTS OF SOLICITATIOMS
[ e above numbered solicitation is amendsd as st forth In ltem 14. The Hour and date specified for reosipt of Ofters ] isextendea, [ 310t
OMers must acknowledge recelpt of this amsndmaent prior ta the hour and  dabe spacitied in tha eolkitation or as amendad, by one of the following methods:
{a) By compiating erns B and 15, and radurning copies of the amendment; {b} By acimowiedging raceipt of thiz amandmant on sach copy of the offer
submitted: or (v) By Intter or tedegram which inciudes a refsrence to the sollcitation and amsndment numbaers. FAILURE OF YOUR
ACKNOWLEDGMENT TO BE RECEIVED AT THE PLACE DESIANATER FOR THE REGEIFT OF OFFERS PRIOR TO THE HOLR AND DATE SPECIFIED MAY
RESULT IN REJECTION OF YOUR OFFER. i by virtus of this amendment you desire to change an offer aliready subrnitted, such changes may be made by
1alagram of latter, providad aach talegram or lstter maken reference 1o the sclicitation and this amendment, and is recsivad priot to the opaning hour and date
spacifiad.
12. ACCOUINTING AND APPROPAATION DATA (¥ required)

SEE BELOW : Net Changa$5,215,323.00

13. THIS ITEM APPLIES QNLY TO MODIFICATIONS OF CONTRACTS /ORDERS,
IT MODIFIES THE CONTRACT /ORDER NO. AS DESCRIBED INITEM 14.

(X} | A THIS GHANGGE ORDER 13 ISSUED PURSUANT TCr (3pecily authoelfy) THE CHANGES SET FORTH IN [TEM 14 ARE MADE IN THE
h— CONTRACT ORDER MO. ITEM 10A,

B, THE ABOVE NUMBEWRED CONTRALT /ORDER IS MCIHDFIED TG RERETT THE ADMINISTRATIYVE CHANGES (Such K changes in paying office. appmpriation dae, pe )
X SET FOATHIN ITEM 14, PURSLKNT TD THE AUTHDRATY OF FAR 43.100().

C. THIS SUPPLEMENTAL AGREEMENT iS ENTERED INTC PUASUANT 1O ALTHORITY OF.

[ QTHEA (Spanty rypa of modibication and mabority}

E. IMPORTANT: Contractar [X] isnot,  [[]is requirad to sign this document andratum copies to the ismling offica.

14. DESCRIPTION OF AMEMDMENT /MODIFICATION (Drganired by LIGF saction headings, inciuding solicitation/ centract subjest msttr whera feamible.)
This modification increases the obligated amount from $9,815,165.00 to
$15,030,488.00 for an increase of $5,215,323.00

{contined)

Cucepd 85 provided herein, il berms snd conditions of the documant nebarenced i1 item B or 108 ax e wialonr changed,
réming unc hanged and in full farce and effoct.
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Support
Account ing/Finance
1581217/818D.111B.845.00 3 56,288_00
1581217/818D,1110,14U,00 § 511,552.00
1581217/81SD.121B.845.00 § 82B,710.00
1581217/0818D,131B.845.00 § 243,492,.00
1581217/818D,.151B.845.00 $ 393.378.00
15X8598/818D,151X.14K,00 8 620,782.00
1581217/8\8D.171B.845.00 § 16,384.00
1581217/818D.2218,84%.00 & 16,375.00
1581217 /B1SD,311R8,845.00 § 14,296,00
1581217/818D,. 3218 845,00 § 23,869,00
15X8598/818D.321K. 14K.00 & 1,613.00
15¥8598/8148D,3218,148,.00 $2.274,257.00
15X%X1219/818D.361W,14W_ 00 § 10,485,00
1581217/818D.381B.845.00 5 46,161.00
15X3598/816D, 381K, 14K, 00 § 23,130.00
1581217/818D.531B.845.00 $ 134,551.00

$5,215,323.00
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8, NAME AND ADDRESS OF CONTRACTOR (No., strael, county, State and ZH Code) TIN: ATIS7T1IID 00| oA AMENOMENT OF SOLICTATION NGO,
WANG GOVERNMENT BERVICES, INC
7900 WESTPARK DRIVE 08 DATED [SEE [TEM 11}
SUITE 1105

104, MCOINCATION. CF CONTRAGT /ORDER R,
COW-7-C~0013
X | COw-8-p-0181

MCLERN, VA 22102-4299

Attn: ([ mxe) )

108, DATED (BEE ITEM 13
COOE

| FacHTY CODE 02/12/989

11. THISITEM ONLY APPLIES TO AMENDMENTS OF SOUCITATIONS

L] ™e abovs numbecsd solicitation is amended as sat forih in em 14, The Hour and dute specified for recelpt of Offers [ i extended, [ 800t

oxtended,
Dffers must scimowladgs receipt of this amendment prior to ths hour and datw spacifiad in tha solicitation or as smendad, by one of the following mathods:

{a) By complating Wens B and 15, and rstuming coples of the amesdment; {b) By acknowledging re0slpt of this amandmant an sach copy of the offer
submited; or (o] B;upnmhulroruloqrmnmm Inciudas a referenos 1o the solipitartion and smendment numbers. FAILURE OF YOUR
T TO 8E RECEVED A T!-EPLACEDESBNATEDFOGIT}ERECEPTOFOFFERSPHIDRTOTHEI-MANDDATESPEGFIEDMAY

12 ACCOUNTING AND APFROPRIATION OATA [ reepaln

Net Change
13. THIS ITEM APPLIES ONLY TO MODIFICATIGNS OF CONT, RACTS /ORDERS,

IT MODIFIES THE CONTRACT /ORDER NO. AS DESCRIBED IN ITEM 14.
WMW

B CONTRACT OFIDER NO. ITEM 104,

a. THE ASOVE MUMBERED CONTRACT/ROER |5 MOO!FIED TO REFLEGT THE mmcmsmumminmngm,mm dale, wc}
SETPORH{NFT‘EM“.HJMTDTHEWEFFMQJNM.

C. THiE BUPPLEMENTAL AGREEMENT 13 ENTERED INTC PLFER IANT TO ALITHORITY OF -

D. OTHER (Spacify rype of modication e authoniy}

E. IMPORTANT: Gontractor X] Isnet, [ is requirad to sign this document and retum
14. DESCAFTION OF AMENDMENT /MODIEICATION {Orgunized by UCF swotion  hewsh el P

e, ]

copies to the isguing office.

" 7 DGt IRt i foaalbie |
This modification increases the obligated amount of this order from

$9,700,100.00 to $9,815,165,00 for an increase of §115,065¢. 00

{continued)

Encagd ks provided henein, sl berme and condiliar of iINm Ao ment referenced
Meraimy uchanged and in fuil haros and et

18R NAME AND TITLE OF SMGNER

in harn S ar 104, 44 hetwiclore charped,

(Tyre o prin) 184, NAMRE AMD TITLE OF SONTRACTING OFFICER (Typ® or prot)

- -

Roberf N. Beaty )
198 CONTRALTOR/OFFERQR

15C, BATE SIGNED 17¢6m STAJES OF Ay 10 DATE D
vy .‘ﬁ
Hgnature of pwrson aulhorized 15 tign) A 5

[Segrimbure of Camactirg Offcm)
MEN T540 01 152.8070

PREVIOULIS ECNTION UNUSABLE 3o-108 STANDARD FORM 30 HE&;{!—)

Praeerbhed by GSA, FAR (48 CFR) 53 243




SEF. NO. OF ©XI1C. BEIM © ~ONTD.

---------- The following information appligz to al

POB: Dastination

|

PAGE IDF
A CONTINUATION SHEET | 0 7 e 0.3 COW-8-P-0181 DDOOOS 2 2
MNAME OF OFFEROR OR CONTRACTOR -
| WANG GOVERMMENT 8ERVICES, INC -
ITEM N, 2 MPUES/SEHVICES DLMNTTTY LT LT PRICE ARIOUNT
10 Data entry into AMIS/FIM at NED - 1 LO $45Q00,00 $45000.00
Accounting:
1581217,81NU.1120.009.00
11 ER} NFU—B-OUDSB*// 1 LO $15000.00 $15000.00
Data Entry into AMIS/FIM at NFU
Accounting:
1581217/31NU.112U.009.00
12 D302 PR# SID-B-00504 ~ 1 Lo $55065.00 $55065.00
ADP SUPPORT SERVICES
Accounting:
158121?/818D.3218.8?9-00312,236.00 \ lSIBS!B/BlSD.32iS.348.00 $42,279_00

line item@ ~——o-___

NEN 7540-01 152308 /

Working Copy

——

QPTIONAL FORM 338 ' —
Sponsomd by GI4
FAR (48 CFR) 539,110




AMENDMENT OF SOLICITAT! | ,  JDIFICATION OF CONTRACT racTibeoot T
2. AMEMOMENT /MOTIFICATION WG, 3. EFFECTVE DATE 4. REQUISITION/PURCHASE REQ. NOL. 5. PROUECT NO. (If &pblicabie)
pooQeo7 07/07/%8 ITG-8-00082
& ISSUED Y cooe | HQPRO™ 7. ADMINISTERED BY [F ciher Lhan filem & <oDE | HQFRO
Immigration & Naturalization SvEe Immigration & Naturalization Sve
Headgquarters Procurement Headquarters Procurement Div,
425 I Street, N.W., Roam 2208 425 I Street, N.W., ROCM 2208
Washington, D.C, 20536 Waszhington, D.C. 20536
8. NAME ANE: ADDARSS OF CONTRACTOR (No., street, county, Stele and ZIP Code) TIN; 411571110 P | 9A AMENDMFNT OF BQUCITATION NU.
WANG GOVERNMENT SERVICES, INC
7900 WESTPARK DRIVE B8. DATEL: [SEE ITEM 14
SUITE 1105 t0A MODIFICATION OF CONTRACT /ORDER NO.
MCLEAN, VA 22102-4299 COW-7-C-0013

X COW-3-P-0181

Attn:l l [ (b)(6) ] 0B, DATED {SEE ITEM 13}
DODE

| Facs Ty cope 0D2/12/98

11. THIS ITEM ONLY APPLIES TO AMENDMENTS OF SOLICITATIONS

{T] The above numbered solicitation is emended as set forth in hem 14. Tha Hour and date specified for recaipt of Otfers [ is extendad, [] is 0ot

axtanded.
Ottare must acknowladgs receipt of thie amandrment prior 1o the hour and date spacifiad in the solioitation or as amandad, by one of the following methods:
(a) By completing ltems B and 15, and returning copies of the amendrnant; (b} By atknowledging receipt of this amendment on sach copy of the offer

submitied; or (c) By separate letter or tslegram which incluclsa a raference to the solicitation and amsndment numbers. FAILURE OF YOUR
ACKNOWLEDGMENT 7O BE REGEIVED AT THE PLACE DESIGNATED FOR THE RECEIPT OF OFFERS PRIOR TO THE HOUR AND DATE SPECIFIED MAY
RESULT IN REJECTION OF YOUR OFFER. if by virtue of this amendment you dasirs 1o change an offer already submitted, such change may bs made by
telegram or letter, provided each telegram or letter makas ratarence to the solisitation and this amendment, and is received prior to the opening hour and date
epacified.

12, ACCOLNTING AND APPRCPRIATION DATA M required)

Net Change $0. 01

13. THIS ITEM APPLIES ONLY TO MODIFICATIONS OF CONTRACTS /ORDERS,
IT MOBIFIES THE CONTRACT/ORDER NO. AS DESCRIBED IN ITEM 14.

() | A TS CHANGE ORDERIS )55LED PURSUANT TOx (Specity adhorityl THE CHANGES SET FOHTH IN ITEM 14 ARE 4ADE IM THE
— CONTRACT OROER ND. ITEM 108

B. THE ABCVE NUUMBERED CONTRACT/QRDER IS MODIFIFD TG REFLEGT THE ADMINISTHATIVE CHANGES {such & cherges in paying office, approprialion date, e
X SET FORTH IN ITEM 14, FURSUANT T THE AUTHOR TY OF FAR 43.103(8).

4]

. T=5 SUPPLEMENTAL AGREEMENT IS ENTERED INTO PLIRSANT TO AUTHORITY OF -

D. OTHER {So#cily typo of modification and a.thoriry)

E. IMPORTANT: Contractor (K] tsnot, [Jis réquired to sign this dacument and return copias to the issuing office.

14. DESCRIFTION OF AMENDMENT /MODIFICATION (Crganized by UCF section headings, mcluding solichation conract subjeci matier whers faapibla,)
This modification provides for continued support for the Intelligence
Division,

This medification increases the obligated amount of this order from
$9,668,400.00 to §9,700,100.00 for in increase of 531,700.00

{continued)

Except as providea herwin, all terms and canditiany af tha doc unent teferenced |n Hermn GuA or 10A, a3 hwietofore changed,
‘emains unchanged and In fus ‘ovce and effect,

16A. NAME AND T TLE OF SKGNER Type o¢ print) 18A. NAME AND TITLE OF SONTRACT MG GFFICER (Tysa or pring
Robert N. Bea}t);;t.\
158 CONTRBCTOR/OFFERGA 15C. DATE SIGNED 168, UNIT, IATES ER 16C. DATE SIGNED

Y

NSH 7540.0+-162.BOTD 0-108 STANDARD FORM 30

PROVIOUS EOITON UNUSABLE Prasc ibed by GEA, FAA (88 CFA) 53,347
Working Copy * *

[Signature of person authanzed to wgn)




N

1 T
AMENDMENT OF SOLICITATION, MODIFIGATION OF GONTRACT et o cock T M
2. AMEMOMENT/ICINFICATION NO. 3. EFFECTIVE DATE «. AEGUISITION/FURCHASE REQ. NO, 5. PROECT NO. {f appticabin)
0000086 07/06/98 SID-9-00410
5 ISSUED BY cooE | RQPRO T ADMINISTERED GV [ cAher than em & oooe | AGPRO
Immigration & Naturalization BvC Immjgration & Naturalization Svc
Headquarters Procurement . Headquarters Procurement Div,
425 I Street, N.W., Rocm 2208 425 T Street, N,W.,, ROOM 2208
Washington, D.C. 20536 Washington, D.C. 20536
8. NAME AND ADDAESS OF CONTRACTOR (No., stras, courty, Stats wid ZIP Gode TIN: 411571110 | 29| 9A AMENDMENT OF SOUCITATION NO.
WANG GOVERNMENRT SERVICES, INC
7900 WESTPARK DRIVE 90, DATED (SEE [TEM 11)
SUITE 1105 104 MOOIFICATION OF CONTRACT /ORDER NO.
MCLEAN, VA 22102-4299 COW--7-C-0013
X | COW~-B-P-D181
Attn:l l[ (b)(6} J 108. DATED (SEE [TEM 13}
DODE | Facwry cooe 02/12/98

11. THIS ITEM ONLY APPUES TO AMENDMENTS OF SOLICITATIONS

[J The abava numbered salicitation is arvancied as set forth in fem 14. The Hour and dats specified for recelpi of Offars ] Isextended, [ Exrl’aort:dod,
Offare must acknowlsdge mceipt of this amandment prof to the hour and data specified in the solicitation or as amended, by ans of the following methods:
(a) By completing heme 8 and 13, and returning copies of the amendment; (b) By acknowisdging receipt of this amendmaent on each copy of tha offer
submitted; or {c] By ssparate Istter or telegram which includes a refsrence to the solicitation and amgndment numbas. FAILURE OF YOUR
ACKNOWLEDGMENT TO BE RECENVED AT THE PLACE DESIGNATED FOR THE RECEIPT OF OFFERS PRIOA TC THE HOUR AND DAYTE SPECIFIED MAY
RESULT IN REJECTION OF YOUR OFFER, ¥ by virtus of this amendment you desira to change an after already submiited. such change may be made by
telegram or letter, provided sach telagram or letter makan rafsrence to the solicitation and this amandment, and is received priar to ihe opaning hour and date
specified.
12. ACCOUNTING AND APPROPFRIATION DATA [ requared)

Net Change $|.00000C. 00

13. THIS ITEM APPLIES ONLY TO MODIFICATIONS OF CONTRACTS /ORDERS,
IT MODIFIES THE CONTRACT/ORDER NO. AS DESCRIBED IN ITEM 14.

06 A THIS CHANGE DHDEA IS ISSUED PLURSLANT TO: [Specity auihority) THE CHANGEE SET FORTH IN ITEM 14 ARE MADE 1N THE
1 GCONTRACT SROEA NG, [TEM DA

0 THEABCVE NUMBERED CONTRACT/ORDER IS MODIFIED TO REFLECT THE ADMINISTROTWE CHANGES (much as ahanged in payng office. appropriation date, wic }
X SET FORTH IN TEM 14, FURSUANT TC "HE AUTHORITY OF FAR 43,1 eI

€. THIS SUPPLENENTAL AGREEMENT 13 ENIERED INTD PURSLANT TO ALTHORTY OF

L. OTHER (Spetity "ype of modhcationr and aulhorty]

E. IMPFORTANT: Contractor (K] isnet, [ is raquiced to sign this docurmant and return copies o the Issuing office.

14. QESCAIMTION OF AMENGMENT /MOCIFICATION (Ofguniaed by UCF sechion headings, inl Q vohcllalion/coniract subsjset matter where teacibie.)
This modification increases the obligated amount of this order from
$8,66B,400.00 to $9,668,400.00 for an increase of $1,000,000,00

Acounting/Appropriation Data

1581217/818D.111U,140, 00 $500,000.00
15X8598/818D, 151K, 14K. 00 $125,927.00
15X8598,/818D,3218,1458.00 5369,447,00
15X8598/818D. 381K, 14K _ 00 S 4,626,00

Eucapt a8 provided herein, all tet s and congition o The documenl referenced in e m 9A of 1GA, 31 hifelofore changed,
"emains unck anged and in full forcw ara sifect.

15A. NAME AND TITLE OF SIGNER {Type ar priny 18R NAME ANDIT TLE OF CONTRAGTING OFF.CFR (Type or prot}
Robert N Beaty 2
168 COMTRAL I, OFFEHDR 155 CARTE SIGNED 168, u?frED ¥ 153, DA E IGNED
1
ar
(Sigralune of terson autronized fa sign) Signature of Contraclivg Ciices ; 4 /¢'a_,
NS 7540-01- 82-8070 ey

R OOS t TON UUSABLE 30y STANDARD FORM 30 (REV. 10-83)

Frageribag by GSA, FAR (48 CFA) 832435



N AMENDMENT OF SOLICITATIQ,., MOBIFICATION OF CONTRACT

CONTRACT ID CODE FﬂfE oF
1 i

B MOMEN MO DIFICATION N, 3. EFFECTIVE DATE 4. REQUISITION /PLIRGHASE REQ G, 5. PROJECT NG, (i appiicabie)
- BODO0S 05/15/98& NFU-8-00047
6. 1850UED AY CODE [0}

Immigration & Naturalization Svg
Headguarters Procurement

425 I Street, N.W., Room 2208
Washington, D.C, 20536

7. ADMINISTERED BY [ erbar than em ) CODE l HGFFU
Inmigration & Naturalization gye
Headquarters Procurement piv,

125 1 Btraet, H.W., ROOM 22089
Washington, D.C. 20536

& NAME AND ADDRESS OF CONTRACTOR (No., sirest, courty Suare ared 31
WANG GOVERNMENT SERVICES

7900 WESTPARK DRIVE
SUITE 1105
MCLEAN, VA 22102-4299

Attn{ [ (b){6] |
Co0E

Poooer  TIN: ZIIS7IIID
, INC

' P9 _| BA AMENDMENT OF 8OUG TATION AD.

98. DATED (REE ITEM 1)

104, MODIFICATION DF CONTRACT /ORDER NG,
COW-7-C-0013

X COW-8-P-(181

10B. BATED 1SEE MER 1)

| Facwv cooe

02/12/98

11, THIS ITEM ONLY APPLIES TO AMENDMENTS OF SOLICITATIONS

[] The above numberad solicitation is amanded as aet farth n ttem 14, The
Offare rmust acknowladge recaipt of thig dmendmaent prior 1o the hour and d

(a) By completing Nems 8 and 15, and returning
ACKNOWLED

_spucifisd.

Hour and date specified for fecaipt of Otfars xte
ate specifisd In the solickation or as amended, by ons of the following methogs:

copite of the amendment; b By acknowlsctging receipt of this amendment on each copy of the oiar
submlittad; or g) By separain (stter oy telegram which includes & rafarance to the

MENT T BE RECEIVED AT THE PLACE DESIG

REBULT IN REJECTION OF YOUR OFFER. If by virtue of this a

telegram or letter, provided each talegram or lsttar makes rafe

[J isextendes, [ s L

solicitation and amendmani numbars, FAILURE OF YOUR

NATED FOR THE RECEIPT OF OFFERS PRIDR TO THE HOUR AND DATE SPECIFIED MAY
Mmendmant you desire to changs an ofter akeady submittad, such change may be made by
fence to the solicitation and this amendment, and is recaived prior to the opening haur and date

T2 ACCOLNTING AN APRROPRIATION DATA it required)

Net Change $45,000.00

13. THIS ITEM APP
IT MODIFIES THE CONTRA

LIES ONLY TO MODIF| CATIONS OF CONTRACTS /ORDERS,
CT/ORDER NO. AS DESCRIBED INITEM 14,

{X) | A T8 CHANGE ORDER IS B1IED FLIRSUART To {Spuchy authortty] THE

-

CONTRACT GRDER NG. ITEM 104,

CHANGES SET FORTH /N TEM & ARE MADE IN THE

B. THE ABCWVE NUMBERED CONTRACT/ORDER 1S MODIFIED 1O REFLECT ThHE ADMINISTRATIV

X SET FOATH N TEM 1'4.PURSUWTTOTHEM)THDF|ITYDF FAR £3.103(b).

€ CHANGES [kych an changes in paying office. appropration date, se )

C. THIS SUPPLEMENTAL AGREEMENT 15 ENTEREL INTG PURSLIANT TO ALTHORITY aF:

C. OTHER {Specify iype of modiflerton and autharing

E. IMPORTANT: Contractor K] ig not,

[ is required 1o sign this document and retumn

COPI8s to the issuing office,

From:
To:

$8,623,400,00
$8,668,400.00

for an increase of $45,000, 00

(continued)

© Except &= prosaded reir, Al tavms and conditions of the docw
Temairs Jnehanged ang int., | ‘orew and efect.

ment fe‘rrenced in hem SA4 or 1CA, as hetetofore changed,

154 NAME AND TITLF QF SKNFR (Typ r grint)

TBA. NAME AN TITLE OF CONTRACT.NG OTFICER {Fype ov priv}

Robert N, Beaty

*3B. CONTRAZTOR/OFFERCH

|Zigrature of cerson aulhgrizan 1 sign]

135, NATE SIGNED

168, UNMTED. 5 BMERICA < 18C. Ty SIGNEC
it L -
gy’ ' s
’ 4

__{gnatue of Contaciibg (e "5"’ -}"' e A

NEM 7540-Q1- 1528070
PREVIOUS ECITION, LINUSABLE

Eares STANDARD FORM 30 (REV"T0.43;

Preconibed by GSA. FaR 4 CFRy



FEF. NQ., OF COn, AGCONTD,

MGMT SUPT SVC - CONTRACT PROCURE/ACQ

FOB: Destinationm

SAGE i [
CONTINUATION SHEET COW-7-C=-0013 COW-8-P-0181 000005 2 %
NAME OF GEFEROR OR CONTRAGTOR
WANG GOVERNMENT SERVICES, INC
ITEM NO. SUFPLIES/SERVICES QUANTITY ;LINIT LINIT PRICS II AMOUNT
7 R70701 1 4 $45000.00 §45000,00

MSN 7540-01- 1528067

Working Copy

n

OFTIDNAL FORM 238 (4-a8)
Sponcored oy GSA
FAR (4B CFMy 33 110




NTRACT ID COnF RASE OF  PAGES
AMENDMENT OF SOLICITATION, .ODIFICATION OF CONTRACT | 1 | ‘f
2. AMEMDMENT /RODFICATION NG, 3. EFFECTIVE DATE 4. REQLISITION/PURCHASE REQ. NO. 5. PROJECT NO_ (M apglicabis)
000004 . 05/15/98 8ID-8-00346
8. 1SSUED BV copt | HQPRO 7. ADMINISTERED BY {1 other thar ham &) coosl HOPRD
Imnigration & Naturalization Svc Immigration & Naturalization Sve
Headgquarters Procurement Headgquarters Procurement Div,
425 T 8treet, N_W., Room 2208 425 1 Street, N,W,, ROOM 2208
Washington, D.C, 20536 Washingten, D.C. 20536
8. NAME AN AUDRESS OF CONTRAGTOR [No., strest, coyrly, Slale ana ZIP Cods) TIN: 41157TTI0 | (0| RA AMENDMENT OF SOL CTATION 0.
WANG GOVERNMENT SERVICES, INC
7900 WESTPARK DRIVE . ¥8. DATED (SFF TEM +4)
SUITE 110% 1MMODI_FCAT]CNOFDGNTFMCTIEOF\EERNO.
MCLEAN, VA 22102-4299 COW-7-C=-0013
X COW-8-P-0181
Attn:l | ( (h)(6) J 108, DRTED (SEE ITEM 13)

COOE [ Facirry cope 02/12/98

11. THIS ITEM ONLY APPLIES TO AMENDMENTS OF SOLICITATIONS

] The above numbered solicitation is amended as set forth in hern 14. Tha Hour and date specified for receipt of Offers  [] is extended, [ ] I‘:K"":r‘l ed
Offers must acknowledge recelpt of this amendment prior to tha hour and date sperifiad In the solicitation o as amended, by ona ot the folfowing methods:
(a) By complating Itarma 8 and 15, and returning copies of the amendment; (b) By acknowladging receipt of this amendment on aach copy of the offer
submitted;, or () By separate letier or talagram which includes a refarencs to ths saiicitation and amendmeant numbers. FAILURE OF YOUR -
ACKNOWLEDGMENT TQ BE RECEIVED AT THE PLACE DESIGNATED FORTHE RECEIPT OF OFFERS PRIOR TO THE HOHUR AND DATE SPECIFIED MAY
RESULT IN REJECTION OF YOUR OFFER. # by virtue of this amendment you dasire ta change an offer already submitted, auch change may ba mada by
talegram or letter, provided exch telagram or lattar makes referanca to the solicitation and this amendmant, and is recsived prior to the opening hour and date
spacifiad.

12. ACCOUNTING ANC APPROPRIATION DATA (f requirsd)

Net Change $2,500,000.00

13. THIS ITEM ARPLIES ONLY TO MODIFICATIONS OF CONTRACTS ORDERS,
IT MODIFIES THE CONTRACT/ORDER NO. AS DESCHIBED IN ITEM 14.

4 |A THIZCHAMGE ORDER 15 IS5UED PURSUANT T, (Spavily authomty) THE CHANGES SET FORTH IN ITEM 14 ARE MADE IN |HE
— CONTRACT DRDER NO. ITEM 104,

8. THE ABOVE NUIMBERED CONTRAC™ JORDER 1S MODIFIED TQ REFLECT THE ADMINGSTRATIVE CHANGES lauch 25 changss in paying afice, approprialion dale. etc]
X SET FORATH IN ITEM 14, PURS UANT TO THE ALITHOR™ OF FAR 43,1031k

C. THIS SLIPPLEMENTAL AGREEMENT 13 ENTENFE INTO PLIRSLANT TS AUTHORA TY OF:

0. QTHER {Specity type of modificatian and avdhorhy)

E. IMPORTANT: Contractor XJisnot. [Tis requirad to sign this document And retum copias to the jssuing office.

14.DESCJ-IIPTIQNO‘#MENWENTIMOUFICATION{Olg:lnimdb-‘rucrsmlon Feaddings, Inciuding P 1/oonract aubjecl matier where feasibie.}
This modification changas the obligated amount of this award
From: 56,123,400,00
To: $8,622,400.00
For an increase of $2,500,000.00

Accounting and Apprepriation Data
1581217/815D,111B.845,00 5 56,287.00
1581217/81SD,121B.845.00 $ B28,709.00
1581217/818D.131R,845,00 S 243,492,00
[continued)

Except ax proviged herein, all feims and cond tions of the document referenced n rer 8A o 10A, ax erelcfore changed,
FPAing uneharged and in iU fores and effedr.

1HA SAME ANG TIT.F DF SISNEA {Tyoa ar pr =] 184, NAME AND TITLE OF SONTRAGTING GEFISER {Type or prin

Robert N, Beaty

148, CONTRACTOR /OF FEHDA 18 NATE SGNED

16C. OATE SIGNED
[Signature of serson aUtrorized to sgn|

wiw ) / (LG
[ L] ' -
PREVOUS FOITON NUSAGLE 013 STANDARD FORM 30 (RE - 6%83)

Preaor.ped by GH8, FAR 48 CFR] 243




—

REF. NO. OF DDC. 4 CONTD.

FOB: Destination

PAGE Iu:
CONTINUATION SHEET | 0y 7 c.0013 CoW-8-P-0181 000004 2 2
_NAME OF OFFEAOR OR CONTRACTOR
WANG GOVERNMENT SERVICES, INC
TEM NG, SUPPLIES; SEPVICES | QUANTITY  lunr LINIT 3RICE AMOUNT
1581217/818D.151B.845.00 $ 393,378.00
1581217/B1SD,171B_845.00 S 16,383,.00
1581217/81SD,221AR 845.00 $ 16,.376,00
1581217/818D,3118,845.00 s 4,964.00
15XB598/818D.321K,.14K. 00 5 334.00
15XB59B.8B18Nn,3218.1458.00 § 600,000.00
1581217/815D,321%.14X.00 $ 659,363.00
1581217/818D, 3218 845,00 $ 46,182.00
1581217/818D.531B,845._00 $ 134,552.00
6 To fund Task Qrder COW-B-P-0181 (task 5 1 LO| $2500000,00 $2500000.00

T 3N 7040-01-102-4087

Working Copy

-

OPTIONAL FORM 3ad (3-pe)

Sponsored by G3A
FAF |48 CFF 53,112



Author: Roy T Szales ac HQ-IRM-002

Date: 5/13/98 12:41 PM

*Priority: Normal

TC: Rebert N Beaty at HQ-PRO-001, Glenn W Hall at HQ-IRM-001,
William A Totten at HQ-IRM-001 -

CC: Priscilla A Hunt at HQ-IRM-001, Alan Shelton at HQ-IRM-001, Usha Keene at HQ-IRM-DD1,
Sheilita williams at HQ-IRM-001, Jerry H Russell at HQ-IRM-001,
Cynthia Aki at HQ-IRM-001

Subject: Funding Requisition No: SID-8-00346

BBeaty:

In reviewing the current funding status of Task Orders 1 (Prog Mgt), 2
(Help Deak}, and 5 (FOS}, recommend the $3M shown on the subject
requisition be placed as follows:

Against Delivery Ordexr COW-8-PO061: §$500,000 (For Task Order 2).
Against Delivery Order COW-8-P0181: $2.5M (For Task Order 5}

This permits us to have sufficient funde available for axpected
inveices from Wang during the week of 11-15 May 98.

We also need to push for funding of the EUC Task Order and an
additicnal $3M for Task Qrder 5 in the very near futuxe.

I will provide additional information to all task managers concerning
the estimates to complation for their tasks,

Thanka:

ROY



Memorandum

DATE:  May 12, 1988

TO: Robert Beaty
FROM: Sheilita Williams
RE: Task Crder #5 (COW—?-C{IO'B)

The attached requisition SID-8-00346 in the amount of $3,000,000 is for task order #5.

This funding is for the continuous WANG support Please take the Decessary action to
process this requisition.
If you have any questions, please contact me on 616-7669.

Meait Btlecs

7 Sheilita Williams

958 WV L1 kilgg



.;;l,r..t! {h:)‘;? é’

L&(w"/\_)//{// ‘2 Page 1
7 I, NOMBER
k\ y \f ,)/\ﬁﬁleuwsmon MATERIALS-SUPPLIES-EQUIPMENT S1D-8-00346
2. OATE _
bl' . 04715798 ¢
SEE INSTRUCTIONS ON RLVERSE 3. ACTIITY Stustt
SEE BELOW .
TO: NAME ANO_ADDAESS-PROCUREMENT SECTIGN (ON STOREROOM 6. FADM; WAME AND ADDRESS-REQUISITIONER // [2)
LDGISTICS BRANCH C. ALAN SHELTON A
425 | STREET, NlH RM:2228 SYSTEMS INTEGRATION DIVISION /:_is/
WASHINGTON, DC 20538 425 | STREET, NW POC RM:S640
ASHINGTON, DC 20538 ~ (A8
e . POC: GLENN HALL 202-616-7685 -
DESCRIPTION OF ARTICIS CD5T ALTION
STOCK NUMBER nuanmity | ow |
IMAKE, MDDEL_TYPE, SIZE, COLDR, MFGR. FTC.) UNIT PRICE aMDUNT | cone
L] 7 ] 1 13 1] 12
D30200 ADP SUPPORT SERVICES 1| SR | a000000(00 | 300000000
Just:|#MHSEE ATTACHED DOCUMENTAT |ON®#®#w
Recommended Vendor: WANG GOVERNMENT SERVICHS,
7660 WESTPARK DRIVE DENRS I
MCLEAN, VA 22102 e
. {703) B827-B320 L Az
A = Contact: | B) s I
no= | | [ (hx = Fat
¢L= 7‘7‘?"5/6 (."lf’(/{-hf— 5 ) Mo
[ o A e
il =T o B
= Contract: COW-7-C-D013 -
=" [t - .
ol —
Lt >=
= =
<
L= . : :
- G104 NO: 1581217/81SD.111B.845.00 5?3.287.00
G104 NO: 1581217/81SD.121B.846 .00 5&28.709.00
G104 NO: 1581217/81SD.131B.845.00 $243.492.00
G104 NO: 1581217/81SD.151B.845 .00 $393,378.00
G104 ND: 1581217/81SD.171R.845.00 $16,383/.00 :
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r_l_ CERTI}Y THAT THE ABOVE BATICLES-COLUMNS 5, 9 AND 12 - HAVE BEEN RECEIVED.

1. NUMBER
REQUISITION=-MATERIALS-SUPPLIES-EQUIPMENT S1D-8-00346
1. DATE
04/15/98
SEE INSTRUCTIONS DN REVERSE 3. ACTIVTY Srumol
|SEE BELOW
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DESCAIPTIGN OF ARTICLE COST ACTION
STOCK NUMBER ouARTITY | UNIT :
{MAKE, MUDEL, TYPE, $1ZE, COLOR, MFER., ETC) UMIT PRICE AMDUNT CODE_|
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_j
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J
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RESULT IN REJECTHON OF YOUR OFFER. If by virtue of this amendment you desins 1o change an offer aiready submittad, such changa may be macde by
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17, ACCOUN TING ANE APPROPRIATION DATA {If required)

Net Change $0.00

13. THIS ITEM APPLIES ONLY TO MODIFICATIONS OF CONTRACTS /ORDERS,
IT MODIFIES THE CONTRACT /ORDER NO. AS DESCRIBED IN ITEM 14,
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— CONTRACT ORDER NL». ITEM 104,
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C. THIS SUPPLEMENTAL AGREEMENT |5 ENTTREDINTS PURALANT TG ALITHORITY OF:
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E. IMPORTANT: Contracter &] isnot, [] is requicad 1o sign this documeant and resurn copios o the issuling office.
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{continued)
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* AMENDMENT OF SOUICITATION/b. .. OIFICATION OF CONTRACT

1.¢ ACT D CODE
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2. AMEMDMENT JMOCIFICATION NO. 3, EFFEGTIVE CATE 4. REQUISITON; PURCHASE REQ. NO. 5. FROJECT NO. (f mpplicabie)
000002 03/06/98 DSD-B8-00067
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Tmmigration & Naturallization Svc
Headquarters Procurement
425 1 Strast, N,W,, Room 2208

Immigration & Naturalization Svc
Headguarters Procurament Div,
425 I Street, N.W., ROOM 220B
20536

BA AMENDWMENT OF SOLIGITATION NO.

9. DATED {SEE ITEM 11)

COW-7-C-0013
X | COw-8-P-0181

104, MODAFICATION OF CONTRACT /ORDIER NO.

198, DATED [SEE ITEM 1)
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O isaxtenced, [JF

axtanded,

Otiers must acknowledgs receipt of this amendment prior 1o the bour and dmde specified in the solicitation or as amended, by one of the following mathoda:
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IT MODIFIES THE CONTRACT /ORDER NO. AS DESCRIBED INITEM 14,

L]

CONTRACT TROER MO. ITEM 104
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X SET FOATH IN ITEM 14, PURSUANT TO THE AUTHORITY OF FAR 43,103(b).
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C. THIS SUPPLEMENTAL AGREEMENT IS ENTERED #iTO PURSUANT TO AUTHORTY OF:
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E. IMPORTANT: Contractor [X] is not,
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{continued)
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, . AMENDMENT OF SOLICITATION/h _JIFICATION OF CONTRACT ;
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aubmittad; or [¢) By ssparate latier or telegram which inciudes a refsrence to the solicitation and amendment numbars. FAILURE OF YOUR
ACKNOWLEDGMENT TO BE RECEIVED AT THE PLACE DESIGNATED FOR THE RECEIPT OF OFFERS PRIOR TO THE HOUR AND DATE SPECIFIED MAY
RESLLT IN REJECTION OF YOUR OFFER. I by virtus of thls amendmam you desire to changs &n offer alresdy submitted, such changa may ba madas by
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spacilied.

12. ACCOLINTING AND APPRCIPFRATION DATA [If required)
Sea Block 14

Increase $76700,0D

13. THIS ITEM APPLIES ONLY TO MODIFICATIONS OF CONTRACTS /ORDERS,
- IT MODIFIES THE CONTRACT /ORDER NQ. AS DESCRIBED IN ITEM 14,

m A. THIS CHANGE ORDER |9 {SSUED PURSUANT TO: (Spaxily duthorty) THE CHANGES SET FORTH IN ITEM 14 ARE MADE IN THE
—— CONTRACT ORDER NOQ. ITEM 104

8. THE ABOVE NUMBERED CONTRACT /QRDER 18 MODIFIED TO REFLECT THE ADMINISTRATIVE CHANGES {such ax changes in paying eifice, appropision date, sic.)
x SET FORTH IN ITEM 14, PURSUANT TO THE AUTHORITY OF FAR 43.103(0),

C. THIS SUPPLEMENTAL AGREEMENT 1S ENTERED INTO PLIRSUANT TO AUTHORITY OF:
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{continued)
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i . i PAGE OF PAGER
ORDER FOR SUPPLIES OR SERVICES
IMPORTANT: Mark afl packeges and papsrs with contract and/or order numbers. 1 2
1. DATE OF OFDER 2. CONTRACT NO. {f arry} 8. SHIP TO:
02/12/98 - COW-7-C~0013 ‘. NAME OF COMSIGNEE
2, DADER NO. 4. FECILNSITION | REFERENGE NO, U.8. IMMIG. & NATZ. SERVICE
COW-8-P-018B1 8ID-8-00133 b, STREET ADDPESS
5. 13SUING CFFICE [Address corespondence o) RECEIVING UNIT, ROOM LL-264
Immigration & Naturalization Svc 425 I STREET NW § .
Headguarters Procurement c. oY 0. 9IATE | o ZPCO0E
425 I Streat, N.W., Room 2208 WASHINGTON D Do 205136
washington, D,C, 20536 T EHIP VIR,
7.TO:
& HAME OF COMTRACTOR &. TYPE OF ORDER

WANG GQVERNMENT SERVICES, INC

b. COMPANY NAME

7900 WESTPARK DRIVE

D a PURCHASE

REF ERENCE YOUR:

E} b. DELIVERY

Exupf:tm:lllln Inli:::.l:m:mlhr
e.ﬂﬂ|m TR, :Jnry b.\tﬁd
SUITE 1105 to wiructions condained an this dde
= BTR " oy of thin formn and b bsued subject
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126.&.5‘:%‘: {on 14, GOVERNMENT B/L NO. 18 DEOI:'ﬁmF.o.a.(g-m:]n 18, CXICOUNT TERMS
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Funding and Accounting Inforsation
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SUPPLEMEMNTAL INVOICING INFORMATION

K desirad , this order (of & copy therof) may be used by tha  Contractor aa the Coniractor's involce, instead of a separats involos, provide the
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paparate itemn on tha invalcs. Whare shipping coats sxoasd $10 {sxcapt tar parcel post), the biiling must be aupported by a bill of lading or recsipl. When
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i
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TEM NOQ. SUPPLIES OF SERVICES UNIT REJEGTED REASON FOR REJECTIDN i
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Task Order and Service Level Agreement 5 -- Field Operations Support J

Part I. Task Order

Contract Number/Task Order Number: COW-7-C-0013/FOS98-005

Date of the Order: 10/16/97

1. Scope

The purpose of the Field Operations Support and Hardware Maintenance (FOS/HM)
contract is to provide help desk and user support services, operations and technical
support services, and maintenance services for INS Federal Information Processing (FIP)
resources worldwide. The INS requires end-to-end support across the INS’ information
technology (IT) infrastructure that includes wide area networks (WANs), local area
networks (LANSs), communications equipment, mainframes, minicomputers and other mid-
tier (client server) platforms, workstations and associated peripherals.

1.1 Background

FOS/HM services are managed through a system of geographical theaters implemented by
the SID. Theater management will use matrix resources to quickly and effectively respond
to INS needs and priorities. INS Theater managers will assess operational requirements
within their Theaters and direct/redirect FOS/HM contract IT resources to meet user
needs. Under this organization, each site will receive sufficient FOS/HM services to take
care of its workload and needs, regardless of the site’s size or geographical location,

The mitial ratio of “Users to Support Personnel” for FOS/HM is planned to be 1:100
using 25,000 as the estimated total number of INS personnel to calculate the support

ratio. By FY99, the support ratio is planned to be 1:44. Figure 1-1 shows the current 45
FOS/HM theaters. Attachment A, to Task Order 1, lists the sites within each theater. The
actual configuration of these theaters may change in response to unforeseen events or in
response to recommendations made by the contractor and accepted by the Government.

Immigration & Naturallzation Service 1



Figure 1-1: FOS/HM Theaters (Current)

1.2 Objectives

The purpose of this Task Order is to establish on site contractor support for the seamless
integration of services and the administration of the FOS portion of FOS/HM. When a
particular site needs assistance that exceeds the service the help desk can provide by
telephone, the Theater Manager will deploy the appropriate number and skill mix of
FOS/HM contractors deployed to that site. The INS FOS/HM Site Manager will
coordinate support activities with the Theater Manager and will arrange for facility access.

Theater Managers ar¢ kept abreast of enterprise management issues through ongoing
dialogues with SID Customer Service Representatives (CSRs) and SID functional
managers. If a situation warrants, the Director, User Services Branch, can direct their
assistance outside their designated theater or their participation in other enterprise
managetment initiatives. This is a dynamic management approach that empowers field
personnel to effectively manage their IT responsibilities,

2. Rcelerences

Documentation for Waork under this Task Order was obtained from Contract COW-7-C-
0013 Section C.1.2 as well as Section | Attachment 1.

3. Requirements
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The contractor shall provide all necessary supervision, management, technical, and
administrative support to accomplish this task specified under this contract. The
contractor shall provide a single senior member of its corporate staff as Project Manager
(PM) to serve as the focal point for management of the services provided under this task.

The primary responsibility of the PM is to act as liaison between the contractor and the
Government in the conduct of the field office support effort related to this contract. The
PM shall be at a sufficient organizational technical and contractual level of authority within
the contractor’s organization to ensure full access to corporate personnel commitment of
resources which may be necessary in the performance of this contract, and in the technical
and contractual resolution of all issues which pertain to that performance.

The Government will separately order program management and administrative support
for the contractor’s overall management of the contract. The contractor shall provide the
following, but not limited to, the Field Operations Support as defined in contract Section
- C.1.2

Task 1 - Information Technology Support Services for INS Field Offices

The contractor shall provide onsite operations support and technical support to INS Field
Offices worldwide, as well as the centralized systems at INS Headquarters, to assist INS
in providing a secure, effective, responsive environment for development, implementation,
processing, and maintenance of information systems.

The contractor will ensure continual coordination between the staffs working on all task
orders - for example, although there are separate task orders for Help Desk, for Second
Tier End User Support and Assistance, and for Network Control Center (NCC)
management, the day-by-day operations of these tasks requires continual, seamless
communication and information-sharing among the staffs working on these task orders.
On the Government side, the INS will conduct its overall project management through the
institution of 2 FOS/HM Board of Directors, as described in the FOS/HM Board Charter,
which is available to the contractor.

INS Field Office support shall be deployed to the geographic theaters allowing for
approximately a 1:100 ratio of support personnel to INS effective users for the base year
only and 1:44 thereafter. These ratios are provided for information only. The Government
may at its option, increase or decrease these ratios, at selected sites, by increasing or
decreasing contract staffing levels throughout the period of performance to ensure
adequate levels of user support. Support theaters allow for more responsive service calls
and effective follow-up. The contractor shall support implementation of support theaters
and recommend how best to achieve its goals. The contractor may be tasked to deploy
personnel to these or any new INS sites. The Government wiil give the contractor 90
days notice of where contractor support will be required.
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Subtask i-1 - Systems Management Support. (Contract Section C.4.1) The
contractor shall provide an enterprisc-level, centralized, integrated approach to system
management that maintains the operations, availability, and performance of hardware,
software, and communications components of the INS WANs and LANs. The contract
shall perform the following: network administration, system fault management, system
performance management, system configuration management, and network security
management. The contractor shali recommend other tools to optimize network
performance and to provide the necessary look-down capability and traffic analysis
capability to support system performance and availability requirements.

Subtask 1-2 - Site Relocation, Installations, and Integration (Contract Section
C.4.6) The contractor shall assist the INS in preparing and installing new sites, relocating
sites, de-installing sites, and integrating systems at field sites, as required by the
Government. Support may include site surveys, site preparation, and equipment and
software installation, de-installation, integration services, and inventory updating.

Subtask 1-3 - Documentation (Contract Section C.4.11) The contractor shall be
responsible for providing, developing, maintaining, updating, storing, and distributing the
following documentation:

» Existing procedures manuals and related documentation concerning functions
performed and services provided under this contract

e New procedures manuals and related documentation, as directed by the Government,
to provide comprehensive documentation for functions/services provided under this
contract. The contractor shall identify and recommend for Government approval
topics that require documentation

» Current editions of ail documentation pertaining to COTS software applications and
hardware in use within INS

» Bulletins, newsletters, and other written documentation to inform users about Help
Desk operations and other matters pertaining to ADP operations and related support

* SDLC documentation updates for custom software

Subtask 1-4 - Technical Support (Contract Section C,4.12) The contractor shall
provide technical assistance to support operating systems, DBMSs, and commercial
software applications, including the following:

¢ Interact and perform liaison with both INS and contractor system program
managers in support of operational INS application systems and developmental
INS application systems.

¢ Enhance, update, and maintain system documentation, to include reproduction and
distribution to INS users.

= Receive, validate, store, and retrieve processing data.

= Monitor and tune the INS” DBMS and operating systems, assist in the software
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development process, and provide state-of-the-art solutions to user requirements.

s Participate with INS system program managers in special studies, reviews, and
assessments of system characteristics and future requirements for en-
hancement/revision.

o Install, maintain, support, and update operating system software, DBMS system
products, and commercial software products.

» Perform on-site support to users following new installations, upgrades, or
modifications of their hardware or software systems, until users are fully
operational under the new or modified systems.

¢ Provide imaging support.
¢ Develop and participate in the development of new or enhanced support services.

e Improve the ADP interface between INS and other Federal agencies, e.g.,
reporting problems with shared information systems managed by INS or another
agency.

¢ Provide audit analysis support for file record storage efficiencies, accuracy, and
reconciliation with automated records to include management analyst and junior
analyst support.

e Perform platform-to-platform or application-to-application data conversion.

4. Work Schedule, Period of Performance, Required Completion Date

The Government requires performance to begin upon issuance of this Task Order.

5. Place of Delivery or Performance

Work under this Task Order shall be performed at INS Headquarters’ offices, the INS
Theaters, and the various geographical field offices described in contract Section C.1.2,

In addition to these field offices, work will also be performed at land, sea, and air ports of
entry (POEs), Border Patrol Stations, Files Control Offices (FCOs), and Sector Offices.
INS foreign and domestic locations are depicted in contract Section J, Attachment 1.

G, Deliverables

The contractor shall submit the following reports:
e The Weekly Activity Report (WAR) on all field office technical support activities

» A Monthly Summary of the WARSs.
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7. Security Requirements

Security requirements are described in Section H of the contract. All personnel assigned to
the task must have an approved INS employment waiver or suitability determination
granted by the INS Security Office before work can begin.

8. Other Direct Costs

The use of other directs costs, such as Travel and Overtime, must be requested by the
Contractor site manager and the INS site manager with the approval of the INS
Task/Program Manager, and can be authonized only by the Contracting Officer’s
Technical Representative (COTR).
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4.
4.1

Rods

rvice Lev ment

Contract Number/Task Order Number: COW-7-C-0013/FOS98-005

Introduction and Summary of Work Covered by SLA

The purpose of this Service Level Agreement (SLA) is to state the relationship
between the service provider and the end-user organizations and to establish
performance incentives. It specifies the services and commitments of the
Contractor as well as the expectations and obligations of the end-user
organization. Nothing in this SLA shall be construed as being external to the scope
of the contract. :

This SLA will be reviewed by both parties at a time to be designated by the COTR,
at least 90 days following contract award. At that time, the contractor will have
had time to analyze and make rectmmendations for the future operation of the
field office support and, based on the analysis and recommendations, both parties
may wish to propose changes in the SLA to make it a more effective tool to
measure and manage performance standards. The new SLA will go into effect 90
days following acceptance of the revision.

Organizations Involved

(1) Service Provider: Contractor Name

a) POC Names
b) Location
¢) Telephone numbers/Fax numbers

(2)  End User Organization Points of Contact.

a) POC Names: Glenn Hall, FOS,
b) Phone Numbers: (202) 616-7685

Responsibilities of Service Provider (Contractor)

The service provider agrees it will:
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4.2 Perfbrmauce Incentives

This SLA Task Order may include performance incentives. The table below is provided
for the Contractor who is encouraged to provide measures. All measures are subject to
negotiation.

(b}(1) |
- I.Reqﬂrululi. . |Sinndard Hoﬂurﬁm‘em Smln:e. . Prrformance Factor [Calculstions
Interval
Employe Maximum statting Minirum Quarterly Invoices, _ﬂ’- .'{).J% lolal value of] Performance = Aclusl
Staffing of qualificd average slaffing Government [insdividual task ovder amployee staffing
employees rats o ] roviewof  {{of exch measured a the individual
L T +/- 5% variance task order level. Example:
maintained at all ports,
. vecords, and Acrasl staffing rate = H0%,
Limes per L task
individual l.ask mspestion valuc = $100.000,
order and service 5% ¥ $100,000 =
level agreement $5,000 pert: it
addexd 10 final invoice for
jtask
5. Responsibilities of the End-User Organization

5.1  The end-user organization agrees it will:

1. Provide infrastructure support, including workspace, desks, telephones,
personal computers (PCs), copiers, supplies, etc.

2. Provide timely review of products, clear technical direction; and timely formal
acceptance of implementation milestones.

6. Signatures of the Government and the Contractor’s Authorized
Representative
a. Parties agree that the terms of this agresment will be in effect for the

duration of the Task Order, to be reviewed quarterly.

b. The parties agree to the following mechanism for initiating an out-of-cycle
SLA review: the Government reserves the right, to be negotiated at the
time of Task Order issuance. The Contractor may propose an out-of-cycle
review.

Scrvice level and procedures established herein have been agreed to by parties represented
by the undersigned.
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Immigration & Naturalization Service Contracting Officer

Immigration & Naturalization Service COTR

Immigration & Naturalization Service End User Representative

Service Provider Representative Signature

Service Provider Contract Representative Signature

Attachments A: WANG GOVERNMENT SERVICE RESPONSE
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Attachment A

WANG GOVERNMENT SERVICES RESPONSE
Task Order and Service Level Agreement 5 -- Field Operations Support
Contract Number/Task Order Number: COW-7-C-0013/FOS98-005
Date of Order: 12/17/97

PARTI1. TASK ORDER

3. Reguirements

Task 1 - Information Technology Support Services for INS Field Offices

Wang Government Services Inc. (WGSI) will meet the requirements for field office
support. The Field Operations Support (FOS) Project Manager which is part of Task
Order 1: Program Management i3 the focal point for all FOS activities. The FOS Project
Manager is tasked with providing seamless support between support supplied under
separate task orders and this task. Support for foreign offices wilt be limited to trave
from INS offices located within the borders of the United States.

Theater Concept: Wang Government Services, Inc. (WGSI) understands that the
Immigration and Naturalization Service (INS) is planning to implement the Field
Operations Support (FOS) services using a Theater Management concept. WGSI
understands this concept was developed using geographic areas to develop the actual
theaters. Within these theaters it is WGSI’s understanding that the INS has an initial
operating ratio of ] support person for every 100 users.

Operational Areas: WGSI plans to implement the FOS program using operational areas.
These operational areas will encompass multiple theaters while maintaining to the greatest
extent possible the integrity of the existing INS orgarizational structure. The FOS
operational areas are shown in Figure 1. Based on interviewing the Systems Integration
Division management, the incumbent workforce, and INS field management, WGSI shares
the belief held by INS management that the ratio of support staff to user poputation should
be higher. There are several factors that bring WGSI to this conclusion: A contractor
support workforce, particularly at the Service Centers, that requires support and are not
in¢luded in the user side of the ratio; growing workforce, which requires more support and
training than a stable workforce; and the INS’s inttiative on he deployment of basic office
automation and INS developed applications.
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|  INS-FOS OPS AREAS

Fipure 1

Service Requirements: There are three basic types of service that are required under this
task order. The first type is for the day to day operational support of the INS field offices,
this will include LAN management, or any other type of support requested that will be
handled on a regular basis. The second type of support is the handling of trouble calls for
the field users. These calls could be generated by the INS Help Desk or the users calling
the support staff directly without the benefit of the INS Help Desk initiating a trouble call.
This support encompasses a wide range of services from printing problems, hardware
maintenance, software or supporting INS specific applications. The third type of service
required by the field can best be described as project support. Projects can be classified as
support that requires planning, exceeds the available resources in an acceptable time
frame, or is of long duration and requires dedicated support. An example of this could be
a site relocation, sofiware upgrades, or support for an organization like the WIN/AFIS
project in San Diego that has dedicated staff

Organizational Structure: WGSI is proposing an organizational structure that takes
into account both the various types of service required under this task order and the
theater management concept. At the top of the FOS task order organization is the project
manager. The project manager has overall responsibility for the FOS operations, and is
the liaison between the WGSI and the INS program manager in the operations of this task.

Below the project manager are three regional managers, who have responsibility for the
FOS activities in their respective regions. WGSI intends to place these regional managers
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1
in; Laguna Niguel, CA at the Western Regional Office, El Paso, TX at the District Officef
for the Central Region, and New York, NY also at the District Office for the Eastemn
Region. While only the western region’s manager is located at the regional office, WGSI
believes the placement of the central and eastern regional managers at the Ei Paso and
New York District Offices, respectively, places the responsibility at critical sites within
these regions. These regional managers are being proposed as Technical Managers
{Operations).

Each region is subsequently divided into two operational areas which will have a manager
responsible for activities in those operational areas. The regional manager will act as the
operational manager for one portion of the region  The other sites with operational
managers are the Nebraska Service Center, the Miami District Office, and the Los Angeles
District Office. Operational managers will work with the INS theater managers to stay
apprised of support requirements within the theaters to maintain adequate support for the
theater, or to request additional resources as needed. The operational managers are also
tasked to work with the theater managers and the individual sites to develop a rotation of
support staff within a theater to regularly visit all sites within the theater to ensure support
is supplied to those sites without dedicated staff. The operational managers are also being
proposed as Technical Managers {Operations).

Within each operational area, WGSI is proposing a technical manager (operations) for
specific sites that are of sufficient size or complexity to require dedicated management
support. These sites include the San Diego Border Patrol Sector and the WIN/AFIS
project; the Chicago District Office and the Texas Service Center; and Vermont Service
Center and INS Headquarters in Washington, DC. These technical managers (operations)
will have responsibility for managing queues of trouble tickets, ensuring that support
requests are documented and tracked, and that the required reports are completed. These
technical managers (operations) will work with other technical managers (operations)
managers to provide the required support throughout the theaters.

Smaller sites will have individuals designated as site leaders. Site leaders will report to the
operational managers to maintain the required support for the staffed sites and the remote
locations. Site leaders and the base workforce are tasked with the responsibility of -
providing the requested support to the INS field sites. Each site is required to provide a
weekly report on activities that occurred during the week. This report of all activities will
be forwarded to the INS site manager and the WGSI operational manager for inclusion
into the operational area report. Operational area reports will be part of the regional
report and those reports will be part of the weckly report to the INS Headquarters
program managernent.

Travel Requirements: This management orgamzation will necessitate extensive travel at
the theater level for service requirements and at the operational and regional area levels to
ensure that the suppart required 1s being supplicd. Travel required by the Program
Manager, Project Manager and the Quality Assurance Manager are part of Task QOrder |
Program Management.

Immigration & Naturatization Service 12



Incumbent Staffing: Tt i8 WGSI's approach to hire the incumbent staff at their current
salary, job category, and duty location to the greatest extent possible within the CLIN and
organizational structure of the FOS/HM contract. WGSI is also attempting to maintain
and expand the pipeline of applicants that existed under previous contractor. The
advantage of thig approach is that it allows INS to maintain the incumbent workforce, and
the applicants currently in the security pipeline. The disadvantage to this approach is that
is requires the existing staff to receive a waiver of qualifications to perform their duties
under the FOS/HM contract, if they do not meet the requirements of the new contract.

WGST recognizes the INS objective of upgrading the skills of the field contract workforce.
In addition, WGSI also recognizes the necessity to evolve field expertise as the field
architecture evolves. Training is 2 critical component of all employees, including
management. WGSI will work closely with INS program management to plan and
execute a comprehensive training program.

Waiver of Qualification: WGSI will provide to the INS by 19 December 1997 a listing
of incumbent staff retained by WGSI that require waivers of qualifications, and within 15
days of a pipeline employee’s start date if they require a waiver of qualifications. WGSI
will provide the request for waivers on incumbent staff on 19 December as we will know
by that date which personnel accepted our offer of employment. By 31 January 1998
WGSI will provide an Individual Development Plan (IDP) for each incumbent employee
that required a waiver (see attached form). This IDP will be included as part of the
employee’s Performance Management Plan (PMP). An employee PMP is part of WGSI’s
palicy to continually improve the qualifications and skills of its employees. To ensure that
the employees are making progress on their IDP and PMP, it will be part of each
manager’s PMP to ensurc that employecs of that manager are making measurable
progress. There will be a semt-annual review of the IDPs with reports back to the INS
program management office on progress to date. It is WGSI‘s assumption that waivers of
qualifications are limited to one year in duration, and can be renewed on the basis of
significant progress towards gaining the required certifications of the position, and
maintaining acceptable performance on the job. For positions requiring a degree or
experience that can not be completed within the first year, WGSI assumes that a
continuing waiver of qualifications will be granted as long as job performance is
maintained at an acceptable level.

In accordance with Contract COW-7-C-0013, the following personnel are required to
have technical certifications:

C6.14 Telecommunications Specialist/ LAN Manager
Cel.12 LAN Integrator/ILAN Technician
Ce6.1.14 Computer Systems Technician

C.6,1.30 Certified Network Engincer (CNE).

Jobs C.6.1.4 and C.6.1,30 requirce the individuals performing the jobs to be certified

Immigration & Naturalization Service 13



network technicians. The telecommunications specialist/LAN manager shall possess both
the Certified Network Administrator (CNA) and the Certified Network Engineer (CNE)
certificates. The CNE must possess the Certified Network Engineer (CNE) certificate.
The other two jobs require individual to possess certifications of technical training in their
fields. The LAN Integratar/Technician is required to have a manufacturer’s certification.

There are approximately 45 individuals listed in these job categories who do not meet the
certification qualifications. These individuals can obtain these certifications with 6-12
months. The attached documentation provides the structure to facilitate the certification
process. Specific resource information is provided to realize the individual action plans.

Staffing and Recruiting: The WGSI FOS project manager will work with the INS
program management staff to define the additional support required to reach and maintain
correct staffing levels and when possible, staff potential growth positions for technical
manager {operations) at facilities located in Seattle, Laguna Niguel, CA, Dallas Southemn
Regional Office, Twin Cities, Burlington ERO, and the Buffalo District Office. Once
staffing levels and locations have been defined, WGSI will recruit using the following
procedure:

*+  WGSI program management notifies the recruiters of openings on the program
which will including contract requirements and position specific needs. Based on
this information, the recruiters begin to source candidates.

» Upon receipt of resumes, the recruiter screens candidates and forwards acceptabie
candidates to the appropriate manager for review and interview,

= The manager interview and selects candidate. If neccssary the INS site
representative can interview, but at a minimum will see the applicant resume for
approval.

» Once a preferred candidate is selected, a copy of the resume will be forwarded to
the INS COTR to ensure that the applicant meets the specific requirements for the
position. If after an exhaustive search no candidates can be found that match the
qualifications a waiver of qualifications will be requested for the best possible
candidate

» Upon INS approval, the manager works with the Recruiter to develop an offer
letter which includes any specific terms, conditions, salary, and title. The Recruiter
drafts the offer letter and sends it to HR Generalist.

e The HR Generalist reviews the offer letter and ensures that the following are
consistent: DOI. Wage Determinations for geographic area, grade and job code
assignment; and salary relationship with peer group.

® The HR Generalist informs Recruiter if offer letter necds changes or if the offer is
approved.

s Once any changes are made or approval is received, the recruiter sends the
preferred candidate the appropriate employment paperwork (pre-made HR
package, and security paperwork for INS). In addition to the offer letter and
employment paperwork, a self-addressed Federal Express envelope is enclosed and
addressed to the HR Generalist.
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o The candidate receives the package and accepts the offer, All paperwork is
returned to HR.

e HR notifies the recruiter and benefits via e-mail thai the paperwork has been
received and offer accepted. The HR department provides the program office with
a copy of the application; offer letter; resume; and emergency contact form.

# The HR Generalist forwards the Secunty paperwork to the WGSI Security Group
for vouchering,

s Once the vouchering process 1s cleared the security paperwork is sent to the
FOS/HM COTR for funding of the security clearance.

o Once the WGSI security representative is notified by the INS security office that a
waiver to work has boen granted, they will notify the recruiter, a pre-determined
member of program management personnel, and HR via e-mail.

¢ The recruiter works with the manager and the candidate and the INS field office to
determine a start date. This is communicated to the HR Generalist via e-mail.

* HR processes the employee profile (EP) and initiates the payroll process upon the
individual’s start date.

» HR notifies the pre-determined member of program management staff and the
recruiter as to the individual’s emplayee number and first payday.

Coatingency Planning: WGSI will refine its existing Contingency Plan and submit it to
INS for review and approval on January 5, 1998

Employee Retention: WGSI realizes that retaining outstanding performers is as
important as finding good candidates to both the INS and WGSI. We believe that
retention of staff is based on tangible and intangible benefits. WGST personnel policies are
designed to contribute to the retention of employees, a few of these incentives are: a spot
bonus program, raises based on performance, and training for staff’

Quality Assurance: WGSI intends to form a Quality Management Team to identify and
recommend measures to the Program Manager which correct problems or deficiencies
identified in support of the INS/FOS HM contract and, to institute changes designed to
meet or exceed both the customer’s and WGSI's service level expectations. The team wil
meet regularly and focuses on deficiencies, recommendations, and suggested
improvements obtained from customer surveys, field technical managers, support
personnel, and others. This information is appiied to procedures, standards, policies, and
management actions in a bottom-to-top manner for all aspects of contract execution. The
QC team is composed of the Program Manager, Project and Technical Managers, and
others who are involved in the day-to-day delivery of services to the INS under this
contract. INS personnel are encouraged to attend. The Program Manager, or designee,
ensures that the team identifies the problems in a non-threatening manner and reduces
them to clear issues for resolution,

Subtask 1-1 - Systems Management Support. (Contract Section C.4.1) WGSI will
provide sysiems management support under this task order. This support will be
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perfarmed in conjunction with the NCC operations and the INS LAN management group
to provide seamless and integrated support for the INS.

Subtask 1-2 - Site Relocation, Installations, and Integration (Contract Section
C.4.6) WGSI will meet the requirements for this subtask. As previously stated work
performed under this subtask can best be described as either project support, or a trouble
call depending on the scope of the relocation, installation, or integration. For small efforts
of this type, regardless of how the service is requested, a Help Desk trouble ticket will be
generated to provide a method of tracking the support and the completion dates. This will
provide the INS with a measuring tool for support requirements in the field. While small
projects do not require extensive planning, every effort will be taken to insure that the
operating environment is not adversely affected by changes, and that the required tracking
of things such as inventory changes are followed up on. A site relocation, installation and
integration that is of a sufficiently large nature will be considered a project. Projects will
be tracked separately by the site leader, and operational manager. WGSI does not need to
be the primary responsible organization for it to be tracked as a project. On-going
projects will be reported on a weekly and monthly basis as part of the standard reports.
WGSI is aware that the role of a support organization ts to maintain and enhance the
abilities of the users to perform their day to day jobs. To this end WGSI will pian for site
relocation, installation and integration projects to first maintain user operability, next to
meet any required time frames and third to minimize the need for any overtime,

Subtask 1-3 - Documentation (Contract Section C.4.11}) WGSI will meet the
governuments stated requirements for documentation. WGSI will review the existing
documentation for functions performed under this task order and will provide to the INS
by 28 February 1998 recommendations for updates and additional documentation with a
plan for updating this information including timeframes. This will include any SDLC
documentation for custom software that is specifically requested by the INS. WGSI
realizes that site specific documentation gould exist and will need to be updated, but will
recommend to the INS that a more standardized approach to documentation be pursued
where possible. Any requests for the development of new documentation at either the
sitg, regional, or headquarters level will be evaluated as a project and a level of effort
needed to perfarm the project will be presented to INS management before development
of new documentation will be undertaken.

Site leads will keep copies of all procedural, COTS and SDLC documentation that is
provided or produced under this task order. Upon request by the INS personnel, this
documentation can be reproduced and distributed to the users. Site leads will also be
responsible for recetving from the SID CSRs, site management, and FOS/HM
management any bulletins, newsletters and other documentation to inform users about
ADP operations and related support. Distribution of these materials will only occur after
site management has granted approval

Subtask 1-4 - Technical Support (Contract Section C.4.12) WGS] will meet the
requirements of this subtask. The support areas described in this section span all three
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types of services required under this task. Day to day operational support activities will ¥
be coordinated with site management and theater managers. Trouble calls will be
tracked using the Remedy system at the INS Help Desk. Project type support will be
handled as previously explained. It is WGSI’s intent to staff theaters with a mix of labor
categories that will be able to support a majority of the requirements of a theater. If
specific needs are not met by theater resources, a request will be made to the operational
area manager to provide support. If the necessary support can not be found within the

. operational area, it will be brought to the attention of the regional manager. Ifthe
support still does not exist, it will be brought to the FOS project manager to find the
resource either within the whole task or contract. Using the existing staff as a baseline
for support, WGSI will work with the INS program manager and the individual regions
and theaters to develop the appropriate staffing mix for the FOS task. This will be an
on-going process, as the needs and the requirements for support change, the staffing mix
will have to be reviewed. Training of the existing staff to meet the changing
requirements will be WGSI’s first choice to meet the new requirements, but WGST will
work with the INS to have the appropriate workforce in place.

PROPOSED STAFFING: An estimated staffing for this task order is listed in the cost
proposal. It is the intent of WGSI to work with the INS to define the specific staffing
requirements for the field office support.

4. Work Schedule, Period of Performance, Reguired Completion Date

The period of performance for this task order is | November 1997 through 30 September
1968,

5. Place of Delivery or Performance
WGSI expects the work to be performed at INS locations.

6. Deliverables

WGSI agrees to provide the INS with the deliverables listed in this task order. In addition
to the stated

7. Security Requirements

WGSI will meet the governments stated security requirements.

3. Other Direct Costs

The use of other directs costs, such as Travel and Overtime, must be requested by the
Contractor site manager and the INS site manager with the approval of the NS
Task/Program Manager, and can be authorized only by the Contracting Officer's
Technical Representative (COTR).
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PART II. SERVICE LEVEL AGREEMENT

1.

4.2

Contract Number/Task Order Number: COW-7-C-0013/FOS98-005

Introduction and Summary of Work Covered by SLA

The purpose of this Service Level Agreement (SLA) is to state the relationship
between the service provider and the end-user organizations and to establish
performance incentives, It specifies the services and commitments of the
Contractor as well as the expectations and obligations of the end-user
orgamzation. Nothing in this SLA shall be construed as being external to the scope
of the contract.

This SLA will be reviewed by both parties at a time to be designated by the COTR,
at least 90 days following task order acceptance. At that time, the contractor witl
have had time to analyze and make recommendations for the future operation of
the field office support, and based on the analysis and recommendations, both
parties may wish to propose changes in the SLA to make it a more effective tool to
measure and manage performance standards. The new SLA will go into effect the
first day of the second calendar month following acceptance of this Task Order
revision, or at a mutually agreeable date. (March 1, 1998)

Organizations Involved

(1) Service Provider: Contractor Name

a) | | Project Manager FOS

b) 7900 Westpark Drive, Suite LLG21 ( )6y |
¢) McLean, VA 22102

d) (703)827-30%96

(2)  End User Organization Points of Contact:

a) POC Names: Glenn Hall, FOS,
b) Phone Numbers: (202) 616-7685

Responsibilities of Service Provider (Contractor)

The service provider agrees it will:

Performance Incentives

Immigration & Naturslization Service 18



This SLA Task Order may include performance incentives. The table below is provided
for the Contractor who is encouraged to provide measures. All measures are subject to
negotiation.

I. WGSI requests that activation of performance measurements not begin until 90
days after the official acceptance of this Task Order, WGSI proposes to use
this 90 day period as follows: 30 days to conduct anatysis, 30 days to
document and submit results to the INS for review, and 30 days to negotiate
and obtain the INS’ concurrence.

Intervad

S. Responsibilities of the End-User Organization
5.1  The end-user organization agrees it will:

1. Provide infrastructure support, including workspace, desks, telephones,
personal computers (PCs), copiers, supplies, etc.

2. Provide timely review of products; clear technical direction; and timely formal
acceptance of implementation milestones.

3. Work with the contractor to develop site specific staffing and support
requirements.

4 Provide Government vehicles as available for transportation of personnel and
Government Furnished Equipment.

immigration & Naturalization Service : 18



6. Signatares of the Government and the Contractor’s Authorized
Representative

a Partics agree that the terms of this agreement will be in effect for the
duration of the Task Order, to be reviewed quarterly.

b. The parties agree to the following mechanism for initiating an out-of-cycle
SLA review: the Government and the Contractor may propose an out-of-
cycle review.

Service level and procedures established herein have been agreed to by parties
represented by the undersigned.

Immigration & Naturalization Service Contracting Officer

Immigration & Naturalization Service COTR

Immigration & Naturalization Service End User Representative

ervice Provider ﬁepmsentative Signature

(texe) ]

ervice Provider Representative Signature

Attachment 1:

Task Order Costing Data Spreadsheet (17 Pages)
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-U.S. Department of Justice

Immigration and Naturalization Service

425 | Street, N.W,
Washington, D C 20535

Sr. Contracts Administrator 661 1€ 93g
Wang Govemment Services, Inc.

79800 Westpark Drive
McLean, VA 22102-4299

Dear

This is to confirm the status of Task Order 5 - Field Office Support - under contract COW-7-C-
0013. This task order has been negotiated and agreed to by the INS and Wang Govemment
Services, inc. The estimated total price for this task is $25, 041,391.00 and the period of
performance will be from November 1, 1887 through September 30, 1998.

I would like to thank you for your effarts and cooperation in negotiating this task. An executed
task order for task 5 should be executed and forwarded to you the first week of Janua ry.

Robert N. Beaty
Contracting Officer



S 3 FACT 1D GOOZ F'AfE oF P»fes
AMENDMENT OF SOLICITATION/ E'Obl FICATION OF CONTRACT . |

2. AMEMOMENT /MODIFICATION NO. 3. EFFEGTIVE DATE 4. AEQUISITION /PURCHASE REQ. NO, 5. PROJECT NO. (it appikcatie)
t 000007 09/28/98 SID-8-00674 -

8. I9SUED By s CODE m 7. ADMINIFFERED BY {If cttrer than flem 8) CDOOE | HQ[’RD
Immigration & NWaturalization SvVE Immigration & Naturalization Sve
Headgquarters Procuremant Headgquarters Procurement Div,

425 1 Street, N.W., Room 2208 435 I Street, N.W., ROOM 2208
Washington, D.C. 20536 Washington, D.C, 20536

8. NAME AND ADDRIE 55 OF GONTRACTOR (Mo, sifeer, county, State and ZIP Coode) TIN: 4T157111I0 (00 | 24 AMENDMENT OF SOUGITATION NO.

WANG GOVERNMENT SERVICES, INC .
7900 WESTPARK DRIVE 96, DATED [BEEITEM 1%

SUITE 1105 108, MODIFICATICN OF CONTRACT FORDER NGO
MCLEAN, VA 22102-4299 COW-7-C-0011

X | COW-B-P-0061

acen] |

100, DATED (SEE [TEM 13

CODE T Faciy cone 12/09/97
11. THIS ITEM ONLY APPLIES TO AMENDMENTS OF SOLICITATIONS
[C] The above numbered salicitation is amended as et forth in item 14, The Hour and date specifiad for receiptol Oers [ is extendad, Is not

extendac.
Offers must acknowledge recaipt of this amendmant prier to tha hour and  date specified in the sciicitation or as amended, by one of the following methods:

{a) By completing taims 8 and 15, and returning copies of the amendment; (b} By ackmowledging receipt of this amendment on sach copy of the offer
submitied; or {c) By saparate |ettar or talagram which includes a refarence to the soliciiation and amendment numbers. FAILURE OF YOUR
ACKNOWLEQGMENT TO BE RECEIVED AT THE PLACE DESIGNATED FOR THE RECEIPT OF OFFERS PRIOR TO THE HOUR AND DATE SPECIFIED MAY
RESULT IN REJECTION OF YOUR OFFER. I by virtua of this ameandment you desire 1o changs an offer aiready submitted, such changs may be made by
teingram or letter, provided sach talegram or letter makes refersnce 1o the aolicitation and this amendment, and is recaivext prior to the opaning hour and date
specitiad.
12, ACCOUMTING AN D APPROPRIATION DATA Pf moulrsd)

15X8598/818D, 3215,.608.00

Decrease $97900.00

13. THIS ITEM APPUES ONLY TO MODIFICATIONS OF CONTRACTS /ORDERS,
IT MODIFIES THE CONTRACT /ORDER NO. AS DESCRIBED IN ITEM 14.

(X} |A TS CRANGE OROER I3 IS5UED FUHSUANT TO: (SpecHy authority] THE CHAMGES SET FORTH W ITEM 14 ARE MACE IN THE
— CONTRACT DROEH MO. ITEM 104,

THE ABVE NLUMBERED CONTRACT /OROER (S MODIFIED TG REFLECT THE ADM:N STAATIVE CHANGES {auch & changes in paying ofice, approohalion date, etc.)
X SET FOAT 8 ITEM 14, PURSUANT T THE AUTHORITY OF FAR 43.103(0].

C. T3 SURFLEMENTAL AGREFMENT '3 ENTERED INTO PURSLIANT TO ALTMORITY (¥

© OTHER (Srwciy type of modification and authonity)

E. IMPORTANT: Conteactor [K] isnet, [ is required to sign this dotument and ieturn capies to tha issuing otfice.

14, DESCHIP TION OF AMENDMENT /MOCIFICATICN [Crga- sed by UGF section  nesd-rge, inchuding solicilat o~/ contrad su'sact matar whers feaslbis ]
List of Changes For Line item number 7:
' THSIc S q
Total Obligated Amount changed from $350,000 to $252,100,
resulting in a decrease of $-97,900.

The decrease applies to account/appropriation;
15X859%8/81SD.3215.685.00

Total Amount changed from $350,000 to 252,100,
resulting in a decrease of $-97,900,

(cont inued)

Futnpt a5 o ovided Fein, all lerrrs and condiions of the aocument (afarenced o ilem 08 or 104, ns herptofore changsd,
remains uichanged and in lull ferce and effect.

T4 NAME &%D TITLE OF SIGNER

(Type or 27n] 124, NAME AND TIT.F OF CONTRACTING OFFICER [Ty pe of prn)

Robert N, Beaty

19 LN FRAZ TOR/OFF EADRA

1
150, DATE SIGNED 148 W-ﬂes AMERICA 7 ’%4 18C. DATE SIGH
8y /L / ;
iy of person aufenzed (o siga} Ik

. [Signalune of Contractng EMicer) 7 z_jb_’_ ¥
HMEM THAL O 152.500 : - ‘ul. " U T
PHEVIOLU EDITION LNUSABLE e STANDAHD FORM 30 R'Ev’ Tﬂ*ﬂa,]

Prescribed by GSA, FAR {48 DFF) 59,243
Working Copy
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REF. WO. OF DOC. BEI\I:B CONTE.

NI

PAGF Inﬂ
CONTINUATION SHEET | oy 7.0 0013  COW-8-P-0061 000007 2 2
NAME OF OFFERSHA AR CONTRACTOR
WANG GOVERNMENRT SERVICEE, INC
TTEM MO SUPPLIES/SERVICES CLANTITY UMIT PRICE AMOUNT

i

This Modification Has Changed The CObligatad Amcunt
From $5,693,369.00 To $5,595,469,00
For A Net Decrease of $97,9200.00

This Modification Has Changed The Total Amgunt
From 55,693,369.00 To £5,595,459.00
For A Net Decrease of $97,%00.00

WSk a0 0f CEP-MKT

Working Copy
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1 RACTID CODE F'ing OF ’Rf‘:s
|

AMENDMENT OF SDUC!TATION;"MODIFICATION OF CONTRACT

2. AMEMOML T/ MODIFICATION NO. -EFFECIVE CATE 4. AEQUISITION/ PUHCHASE REQ. ND. 5. PROEGT NO, {f Apphicabiaj
000006 09/28/98 SID-B8-00595.

. 135LED BY conE | HUPRO 7. ADMINISTERED BY ) other tran ltem &) mog‘ HOPRO
Immigration & Waturalization BveE Impigration & Naturalization 8Sve
Headquartere Procurement Headquarters Procurement Div.

425 I Street, N.W., Room 2208 425 1 Street, N.W., RDOM 2208
Washington, D.C, 20536 Washington, D,C. 20536
8. NAME AN ADYIRESS OF CONTRACTOR No., strewd, courty, Slale and ZIP' Codn) TN 411571 (0| BA AMENDMENT OF SOLICITATION NO.
WANG GOVERNMENT SERVICEB, INC
7900 WESTPARK DRIVE £8. DATED {SEE TEM 1)
SUITE 1105 10A. MODIFICATION OF CONTRACT /ORDER ND.
MCLEAN, VA 22102-4299 COW-7-C-0013

X COwW-B-P-0061

Attn: I I ﬁh)(ﬁ) ] 10B. DATED (SEE [TEM 13

COUE | Facwity cooe 12/09/97
11, THIS ITEM ONLY APPLIES TQO AMENDMENTS OF SOLICITATIONS

[ 7he abave numbersd solicitation is amended as set forth in kem 14. The Hour and date spacified for receiptof Olers ] is extendsd, [ ] E’,’J;':md_

OHers must acknowledge recsipt of this amendment prior to the hour and date spacified in the sollcitation or as amended, by one of the following methods:
{a) By completing ftarma B and 15, and returning copies of the amendmaent; (b) By acknowledging receipt of this amendment on each copy of the offer
submitied: or () By eaparate letier or talagram which inclutes & referance to the solicitation and amendment numbers, FAILURE OF YOUR
ACKNOWLEDGMENT TO BE AECENVED AT THE PLACE DESIGNATED FOR THE RECEIRT OF OFFERS PRIOR TO THE HOUR AND DATE SPECIFIED MAY
RESULT IN REJECTION OF YOUR OFFER. #f by virtus of this amendment you desine 1o change an offer aiready submittad, such change may be made by

talagram or letter, pravidad sach taisgram of letter makas refarence to the solicitation and thie amendment, antt is raceived prior to the opaning hour and data
spagified

12, ACCOUNTING AND APPRCPARIATION DWTA [f requited)

SEE BELOW Incraase $740000.00"

13. THIS ITEM APPLIES ONLY TQ MODIFICATIONS OF CONTRACTS/ORDERS,
IT MODIFIES THE CONTRACT /ORDER ND. AS DESCRIBED IN ITEM 14.

(X | A THIRCHANGE OHDER IS ISSUEG PLRSUANT TO: (Specify authority] THE CHANGES SET FORTH IN ITEM 14 ARE MADE M THF
— CONTRAGT ORCEA NO. ITEM 1DA.

8. THE &BOWE MUMBERED CONTRACT/ORDER |S MODIFIED TG REFLECT THE ADMINISTRATIVE CHANGES {kuch a3 changes in paying office. approprialion date, et |
X SLTFFORTH M TEM 14, PLURSUANT T0 THE AUTHORTY OF FAR 43,1 D).

C. THi SUPPLEMENTAL AAREEMENT 18 ENTERED INTO PLRSLIANT T AUITHORITY O -

0 BIHER (Specily type of modiiesllon ara aumonty

E. IMPOATANT: Contractor [X] isnot, [ 1s requirad to sign this document and raturn c£opias to ths issuing offics.

14- DESCAIF "I0N CF AMENOMENT MODIFICATION (Drganized by LICF saction headings, inciiding solichat o jconlrect SLiyect maltar whotd Teatible.;
NOTE: THIS FUNDING WAS TRANSFERRED FROM ORDER COW-3-P-0181

This Modification Has Changed The Obligated Amount
From $4,953,369,00 T¢ $§5,693,369.00
For A Net Increase of $740,600.00

This Modification Has Changed The Total Amgunt (L
From $4,951,369.00 To 85,693,369.00 ‘:‘.\-
For A Net Increase of §740,000.00 b \7/
(continued)
Extépt as provided netein, all grms and conditions of the documen feferencea in kM A ot 10A, as harato'oia changed, K
fAMAng urchanged and in fuli force and #Tesl.
154, NAVW- AND TITLE OF SIGNEA {1ype or prin) 164 MAME AND TTLE OF CONT KAGTING DFFICER {Type or pnnty

Rober};ﬂ. Beaty

/ P
*trd. CONIHACTEIH O FEROR 15C. DATE SIGNED 186, Wm ABC, DATE SIGNED
. Vi

{ignaure of persar authorized to signf I1Signalue of Comracting C!i:m}
NENTSAD LY R80T 30105 T
A AN s Mg
PHEVIOLST 1w 10N U UISABLE §Lmu2&§g.’§8m‘a%?ég%‘? LH )

t



1581217/8158D.111C,14€,00
15XB598/815D.3218.148.00
15XB598/818D.3218.918,00

FOB: Deatination

$ 11,292.00
$ 175,370,00
% 551,338.00

"REF. NO. OF DOR, a" INTD. ; PAGE  [OF
CONTINUATIONSHEET | oy 7 ¢ 0013 cOW-8-P-0051 _ 00D0OS 2 2
MAME OF <.FFERCRA DA CONTRAZTOR
WANG GOVERNMENT SERVICES, INC
TEM N AUPFLIER/BERVICES OUANTITY  LINIT LUNIT PRIGE AMOLNT
10 Account ing 1 LO $740000.00 $740000.00

MEM PG O 187 B

OPTIONAL FORM B38 T/-88)
Spongored by G2A
FAR (4B ZFA) 53.110
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SEP 3@ 'S8 27:35 FR WANG GOUERMENT SERU. 733 €27 35> [J 220231435358 e
—
) 1.00N. &0T (DEODE c OF FadFe
AMENDMENT OF SOLICITATION/MODIFICATION OF CONTRACT T
2. AMEIRIENT /MGDIFIGATION NO. 3. EFFECTE DATE 4, REQUISITION/PURCHASE REG, MD. 5 FAGJECT NO, I appiicatic)
000005 See Block 1&C SID-8-00507 r
AL SSLED BY EODE ¥, ACIMINIETERED BV [t ona+ usn Ren B cODE HOUPRO
Immigration & Naturalization SUC Imnigration & Naturalization Sve
Headgquarters Procurement Headquarters Procurement Div,
425 I Street, N.W,, Room 2208 425 T Street, N.W., ROOM 2208
Washington, D,C. 20538 Washington, D, Q. 20536
B MAME AMD ADDAESS OF CONTRACTOR (No., irest. COunty, St and ZIF Code} MR- 4TIS71110 [0 ] 95 AMENTMENT OF SOLCITATION HO-
WANG GOVERNMENT SERVICES, INC
7900 WESTPARK DRIVE . ATED (MW TE2a 11)
SUTITE 1105 10, MOOIFIOATION OF CONTRALT/ORDER NG,
MCLEAN, VA 22102-4299 COW-7-C-0013
X COWN-8-P-0081
Aten: ( @)\ ) D AR TS
[ | FacaTY COCE 12/09/97
11. THIS ITTEMON ES TO AMENDMENTS OF SOLICITATION
] The above numbered soficitation is amended as st forth in kam 14. The MHour and date specified for reosipt of Offers is not

D isextended, [ extended.

Oifars must acknawlsdge receipt of this amandment prior w0 the hour and Sate apecified in e solicitation or as amanded, by one of the following mathoda:

() By completing tems 8 and 15, and returming copies of the amendment: {b) By acknowiedging receipt of this amendment on sach copy of the offer
submitted: or [c) z quah lettar or telegret which inciudes 2 rederence 1o the solicitation and amendment numoens. FAILURE OF YOUR

O BE RECEVED AT THE PLACE DESIGNATED FOR THE RECEPT OF OFFERS PRIOR TO THE HOUR AN DATE SPECIFIED MAY
RESULT IN REJECTION QF YOLIR OFFERL If by virtue of thix amandmant you dasire to change an offer already subenitted, such change may be made by
teiegramn of ISR, pIovidad aach selegram or lntler makes referancs 1 the colicitalion and this Amendment, and i raceived prior 1o the opening hour anda date

specified.
12. ADCOUNTING ANDF APPREPELATION DATA, ( requsredh
Net Change $0.00
13. THIS ITEM APPLIES ONLY TO MODIFICATIONS OF CONTRACTS/QRDERS,
IT MODIFIES THE CONTRACT /QRDER NQ, AS DESCRIBED IN ITEM 14,
DG A THS CHANGE DRDRRIS (SSUED PLRSUANT TO: [S0ecky authedy) THE CHANGES SET FORTH INTEM 14 ARE MADE i THE
=1  CONTRACT ORCEM NCL TEM 104,
8. THE AGOVE NUMBERED CONTRACT /OMDEA L MOCWRAED TO REFLECT THE ADMNZTRATIVE CHANGE'S [Juth &8 thangs in paying office, appropriafion debe, s
WET FOFTTH IN (TG 2.0, PLESLUANT YO THE AL THOMTY OF FAR 4. 1030},
€. THIS SLPPLEMENTAL AGPEEMENT & ENTERED INTC PURELIANT TC SLTHOMTY Ot
X | Agreement of the Parties
. CTHER Specily ype of mosifiomicn and aurnanry)
E. WPORTANT: Contractor [Jisnot, K] isrequired to sign this documant and refurn 3 copies to the issuing oifice,
14, CESCINIMTICN OF AMERORENT /MODICICATION (Organizd by LICF bettion Pasting. inthetling sohcibaion foomirec subject malter wivrs easibls. )
The period of performance of this tack order is extendad from September
30, 1998 through October 31, 1998. Option year one rates shall apply
te the pariod of the extencion,
Extagl 4 previded hermin, all weame and condiinny oF I SOCUMEN it mtnd in fern BA of T0A, 2t hertiodorg changed,
SR UNNNGSS 4 in ful farce and rifect
1%k, NAnE ANC TITLE OF SENER {Type or pring 154, NAME AnD TITLE OF CONTRADTING OFFICER Typeor arng
] (b){&)
Sr. Contracts Administrator Robert” 2
158 CONTRACTOR/QFT FROR . -J T5C GATE SIGNED e U ﬂ) M 18C. DATE SIGNED
' Sy ¥ prson Shetzed fa signlt 9/30/98 Fignsue of Comrarng Omiow] ?/{a/_ .
‘NEN 754001+ 1 S-B0TD [T
STANDQR& ':.ORE.M w:‘i‘p !HEV. 10-83)

Working Copy



TRAC™ ID CODE PAGE  OF p‘fEs
1

AMENDMENT OF SOLICITATION; :JDIFICATION OF CONTRACT

7 AMERIDMENT; MODIFICATION NO. 3. EFFECTIVE DATE 4. AEGUASITION /PURGHASE REQ. NO. 5. PROJECT NO. [ applicabh}
000004 08/12/98 SID-B-00507
5 ISSUED BY cooe | HOPRD T. ADWGNIBTERED BY [If oty ha ltern B] CODE ‘
Immigration & Natyralization Sve Immigration & Naturalization Svc
Headguarters Procuremsnt Headguarters Procurement Div.
125 I Street, NK.W., Room 2208 425 I Street, N.W., ROOM 2208
Wwashington, P,C., 20536 Washington, D.C. 20536
& NAME AND ADDRESS OF CONTRACTOR {No.. sireet, courty, Sde and 2P Codel  TAN: 411571110 79| A AMENCMENT OF SOUGITATION NO,
WANG GOVERMMENT SERVICES, INC
7900 WEETPARK DRIVE 98. DATED {SEE (TEM 11)
SUITE 11405 10A. MODIFICATION OF CONTRACST FORDER NO.
MCLEAN, VA 22102-4299 COM-7-C~0013
X | COW-8-P-0061
Attn: @]_,] 108, DATED [SEE ITEM 13}
CODE | FacuTy oone 12/09,/97

11._THIS ITEM ONLY APPLIES TO AMENDMENTS OF SOLICITATIONS

[C] The ahove numbered solicitation is amandad as sat forth In ftem 14. The Hour and date spacified for receiptof Otters  [] isextended, [} 59’3:{‘”“
Offers must acknowledge receipt of this amandmant grior to the hour and date spacifled In the soliciiation or a3 amended. by one of ths following methods:
{a) By complating hems 8 and 15, and returning ______ coples of the amendment; (b} By ackaowledging receipt of thia amendmant on each capy of the offer
submittad: or {¢) By asparats lartar oc talagram which includes a refersnce to the solicitation and amendmant numbers. FAILURE OF YOUR
ACKNOWLEDGMENT TO BE REGEIVED AT THE PLACE DESIBNATED FOR THE RECEIRT OF OFFERS PRIOR TO THE HOUR AND DATE SPECIFIED MAY
RESLLT IN REJECTION OF YOUR OFFER. ¥ bry virtue of this amendmant you desirs to change an offer airsady submitted, such change may bs mada by
tatagram of [etter, provided sach telegram or letter makes refarsnoe to the solicitation and this amandmeant, and is recaived priof to the opsning hour and date
spacified,

12. ACCOUNTING AND APPROPPIATION DATA {if reduined]

15X8558/818D,3218,148,00 InCcrease $1028369.00

13. THIS ITEM APPLIES ONLY TO MODIFICATIONS OF CONTRACTS /ORDERS,
IT MODIFIES THE CONTRACT /ORDER NO. AS DESCRIBED IN ITEM 14.

) |~ THIS CHANGE DROER 1S ISSUED PURSUANT T {(Specily authorty) THE CHANGES SET FORTH IN [TEM 14 ARE MADE IN THE
— CONTAACT ORDER NO. ITEM 108

B, THE ABCWE NUMBERED CONTRACT ORGER IS MODHFIED TC: REFLECT THE ADMINISTRATIVE CHANGES @uch mx changes in paying office, approprialion date, stc.}
X SET FORTY INITEM 14, PURSUANT TG THE AUTHORITY OF FAR 42,1020},

C. THIS SUPPLEMENTAL AGREEMENT IS ENTEREDHINTO PURSUANT TO ALTHOMTY OF :

©. OTHER [Spe<ify type «f mexdificatiar and auihonty)

E. IMPOHATANT: Contractor [X] fanot, [ is required to sign this document and return coping to tha jaguing offics.

4. EES(:FP‘MOFMENDMENT;MOBFIMTDN{C d by LICF seciion , including solicitabion olmct rrusthes wivere ho st )
This Modification Has Changed The 0b11gated Amount
From $3,925,000,00 To $4,953,36%,00
For A Net Increase of $1,028,36%,00

{continued)

* Exerpr as fhewioad rasrnn, Al Sarms and conditices of the acurmarn refemsnced in bem B4 ar 104, as hermotara changed,
remaing unzhasges ana in ot farce and oftest.

158 NAME AND T-TLE OF SIGNER {Type or orint 164, NAME AND TITLE OF CONTRACTING OFFIZER {Type or prin)

Robert W, Beaty

A0, CON WS TORCFFEACA 150, DATE SIGNED 1658, UNITEL :sTATIES GW / 18, DATE SGNED
oy 2 fel %y

{Fgrature o person auihonized 1o sign) ' (Signuturz of Cankracting ONica}
NEN 7840 Q1 152 807D ' 30108

PREVIOUS EDITION UNUSAALE STANDARD FORM 30 (R

Prezcribod by GSA, FAA (48 GFF) & zua 4

Working Copy



HEF NO. OF 0OC E ONTD. PAGE ] oF

CONTINUATION SHEET | oy 4 _c_g013  COW-8-P-0061 000004 | 2

HAME OF OFFEROR OF CONTRACTCA ] .
WANG GOVERNMENT SERVICEE, INC

ITEM NO. SPPLIER/ SERVICES QUANTITY  LINIT LiNT PRICE AMOLNT
1 Tagk one Projact Management 1 LO $858369.00 $858369.00
9 Task 2 - Help Desk 1 LD| $170000.00 $170000.00

—————————— The following information appligs to all line items ——-ducem——-

FOB: Destination

WEEY FD40-01 152.8057

COPTIONAL FORMITIE #HN8)
Working Copy Swencored by GRA
FAR {aR CFF) 533.1 10




4

A ITRACT IO COGE PAgE OF PAgEs
AMENDMENT OF SOLICITATIOL., MODIFICATION OF CONTRACT |

2, AMEMOMENT INOIFICATION MO, 3, EFFECTIVE DATE 4. FEQUISITION /PURCHASE AECH NO. 5 PRCLIECT NO. {1 applicabie)
* DDOOO2 05/15/98 SID-8-00346
8. 155UED BY cone | AQPRD 7. AUMIMISTERET EY {f athar ihan fiem 8) mDEI HOPRO
Immigration & Naturalization Svc Immigration & Naturalization Sv¢
Headquarters Procurement Haadquarters Procurement Div,
425 I Street, N.W., Room 2208 425 I Street, N.W., ROOM 2208
Washington, D.C, 20536 Washington, D.C, 20536
. NAME AN ADDRESS OF CONTHACTOR (No., sireet, county, State ana ZIP Gode) TIN: 411571110 [0 [ 9 AMENCMENT OF SOLICITATION NG,
WANG GOVERNMENT SERVICES, INC
7900 WESTPARK DRIVE BB OATED {SEE fTEM 11}
SUITE 1105 104, MO DIFIGATION OF CONTRACT /ORCER NO.
MCLEAN, VA 22102-4299 COW-7-C-0013

X | COw-g-P-0061

Attn: I I | (h){ﬁ] I 158, DATED {SEE ITEM 13
COOE

| Facwry cons 12/09/97

11. THIS ITEM ONLY APPLUIES TO AMENDMENTS OF SOLICITATIONS
[] The above numbered solicitation is amended as sst forth in e 14. Tha Hour and date specifiad for receiptof Offers  [] isextended, [ e",‘f)“?r}ded
Ofters must acknowledge receipt of this amendrmant prior to tha hour and  date apacifiad in the solicitation or a2 amendaa, by ane of the following mathade: '
(a) By completing ltema 8 and 15, and returning coples of tha smendment; (b) By acknowladging receipt of this ameandmaent on aach copy of the atfar
submiited; or (¢} By saparats \atter ar telegrarn which includes a rafarencs to the solicitation and amandmant nurnbars. FAILURE OF YOUR
ACKNOWLEDGMENT TO BE RECEIVED AT THE PLACE DESIGNATED FOR THE RECEIFT OF OFFERS PRIOR TO THE HOUR AND DATE SPEGIFIED MAY
RESLILT IN REJECTION OF YOLIR OFFER. K by virtuo of this amendment you desire to change an offer already submitted, such change may be mada by

talagram or |atter, provided each telegram or latter makes referance to the aolicitation and thia amendmaent, and is received prior to the opsning hour and date
agacified.

12. ACCOUNTING AND APPROPRIATION DATA (Il rrquired)
SEE BELOW

Increase £500000.00

13. THIS ITEM APPLIES ONLY TO MODIFICATIONS OF CONTRACTS /ORDERS,
IT MODIFIES THE CONTRACT /ORDER NO. AS DESCRIBED iN ITEM 14.

o |A TS CHARMGE OROER IS ISSUED PUASUANT TO: (SpecHy autharity) THE CHAMGES SET FORTH IN-TEM 14 ARE MADE N 1HE
— COMTRACT OADER 4O, ITEM 108,

B. THE ABOVE NUMBERED CONTRACT (ORGERA |3 MODIFIED TOREFLECT THE ADMINISTRATIVE CHANGES [such ax changes. in paying cifive, appropnation cale, #lc)
X SE T FORTH IN TTEM 1a, PURSJANT TO THE ALITHCFFTY OF FAR 43, 1G3{h).

. THIS SUPMEMENTA. AGREEMENT I8 ENTERED INTC PLRSLANT TC AUTHORITY 0F:

. OTHER [Specty type of modification and wrmority)

E. IMPORTANT: Contracter [X] isnot, ] is required to sign this document and raturn copies to the issuing office.

14, DESTRIPTION OF AMENDMEN 1/ MJDFICATION [Organiped by LCF section headings, including solicitalion /contrasd subjec matter whene feasibile.)
This modification makes the following changes to D,0, COW-8-P-0061

1. Change the Requisition/Purchase Reqg No. (Block 4) of Modification
Q0002 from SDI-B-00348 to SID-B-00348,

2. This Modification Has Changed The Obligated Amount
From $3,425,000.00 To $3,925,000,00
For A Net Increasze of $500,000.00

(continued)

Excap! as provided bere n, all terms and conditions of lhe document referemced in ikem $A or 104, as heretola e changed,
rems ~= unchangad ana in tuf farce and eltert.

154. NAME AND T|TLE OF SiGNER {Type ar peinty 160, NAME ANC TITLE OF CONTRACTING OFFIGER Type &1 prinl)
Robert N, Beaty 7
' 5B, GONTRACTDR, CFFERCH 1455, DATE SXENED 16H. UKITE] ﬁlEmﬁﬁ =8C, a1k IKENED
] o
- A N ;
[Signature of paraon muthorized Io sign) {Sgrature of Ci g Oficer) S/ ff
NEN 7540-01.132-8077 30-108 ANDARD FOR -
PREVICOLS ELITION LIMNLISAELE v §1Jn.1crim oy BSA, Fg [mh'?:}gl)n ggv 10

Working Copy



—— REF NO OF DM TONTC. T PAGE JoF
CONTINUATION SHEET |  ~oy 5 _c_po13  COW-8-P-0061 000003 2 2
WAME OF OF F CIOA Of CONTRASTDMR
WANG GOVERNMENT SERVICES, INC
|
ITEM NC. SUPPLIES/SERVICES : CRUANTITY [T UNIT PRICE AMOUNT
8 To fund Task Order COW-B-P-0061 (Task 2) 1 LO £500000,00 $500000,00

Punding Information for this
Reguisition is as follows:

Destination

FOB:

;1581217/B1SD.111B.B845.00 § 56,287.00
1581217/818D.121B,845,00 3 B828,709,00
1581217/818D,131B,845,00 § 243.492.00
1581217,A1SD.1518.845.00 $ 393,378.00
1581217.818D.1718.845,00 $ 16,383.00
1581217/818Dp,2218,.845,00 § 16,376.00
1581217/818D.311B.845,00 5 4,964_00
15X8598/815D. 321K.14K.00 3 334.00
15XB598/818D,.3218.148,00 § &00,000.00
1581217/81SD.321X,14X.00 § 659,263.00
1581217/81SD_3818_845,00 % 46,162.00
1581217/818DP.531R. 845,00 $ 134,552.00

NEM 7540011520067

OPTICNAL FORM 338 [4-808)
Spansored by GEBA

PR T HE L

Working Copy
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Subtask 1-1 - Contract-Level Project Management. (Contract Section C.2) The
Contractor shall provide a Program Manager (PM) to serve as the focal point for
management of the services provided under this contract. The Contractor shall provide a
Project Manager for Field Operations Support (FOS) and a Project Manager for Hardware
Maintenance (HM). The Contractor shall also provide Technical Managers, as required,
to support the various task orders relating to FOS/HM.

The Contractor shall provide a Program Management Plan describing the contractor’s
understanding of the FOS/HM requirement and explaining how the contractor will manage
the effort to meet all requirements. The Program Management Plan shall describe how the
contractor will ensure continual coordination between the staffs working on all task
orders. Although there are separate task orders for Help Desk, for Second Tier End User
Support and Assistance, and for Network Control Center (NCC) management, the day-by-
day operations of these tasks requires continual, seamless communication and information-
sharing among the staffs working on thése task orders. The Program Management Plan
shall describe how.that seamless coordination will be achieved. On the Government side,
the INS will conduct its overall project management through the institution of a FOS/HM
Program Management Committee, as described in the FOS/HM Committee Charter, (See
Attachment B). The contractor’s Program Plan shall describe how it will interface with
the FOS/HM Committee.

The Contractor shall provide the required Quality Control (QC) Plan, Maintenance Plan,
Contingency Plan, Personnel and Staffing Plan, and Contract Transition Plans. The
Contractor shalt submit monthly management reports, including progress, status, and
financial reports, and participate in management reviews as required by individual task
orders.

Subtask 1-2 Management Planning. The Contractor shall participate with the INS
FOS Project Manager and COTR in planning for future directions of all FOS programs
and activities. Planning may include the preparation of feasibility studies, white papers,
and other planning documents to be submitted for review by the Government.

Subtask 1-3 Automated Management Tracking. Within 90 days of Task Order award,
the Contractor shall develop plans to maintain an electronic database of all help desk,
operations, technical support, and maintenance activities performed under this contract
and to provide for the collection and reporting of statistical information. This database
will be installed on an NS Server and be accessible by various INS personnel. Access
rights will be identified by the various INS Program Managers. The Contractor shall
submit a planning document and recommendations concerning automated tools to be used
in this effort and shall recommend formats and content for periodic management reports.
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Task Order and Service Level Agreement 1 — Project Management

P ask er
Contract Number/Task Order Number: COW-7-C-0013/F 0O898-001
Date of the Order: 12/08/97

1. Scope

The purpose of the Field Operations Support and Hardware Maintenance (FOS/HM)
contract is to provide help desk and user support services, operations and technical
support setvices, and maintenance services for Immigration Naturalization Service (INS)
Federal Information Processing (FIP) resources worldwide. The INS requires end-to-end
support across the INS information technology (IT) infrastructure that includes wide area
networks (WANS), local area networks (LANS), communications equipment, mainframes,
minicomputers and other mid-tier (client server) platforms, workstations, and associated
peripherals.

1.1 Background

FOS/HM services are managed through a system of geographical theaters implemented by
the Systems Integration Division. Theater management will use matnix resources to
quickly and effectively respond 10 INS needs and priorities. INS Theater managers will
assess operational requirements within their Theaters and direct/redirect FOS/HM contract
IT resources to meet user needs. Under this organization, each site will receive sufficient
FOS/HM services to take care of its workload and needs, regardiess of the site’s size or
geographical location.

The initial ratio of “Users 0 Support Personnel” for FOS/HM is planned to be 1:100
using 25,000 as the estimated total number of INS personnel to calculate the support
ratio. By FY99, the support ratio is planned to be 1:44. F igure 1-1 shows the current 45
FOS/HM theaters. Attachment A lists the sites within each theater. The actual
configuration of these theaters may change in Tesponse to events or in response to
recommendations made by the Contractor and accepted by the Government.

Immigration & Naturalization Service 1
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45 Theaters

Figure t-1: FOS/HM Theaters {Current)

L.2 Objectives

The purpose of this Task Order is to establish contractor Project Management for the
administration of FOS/HM. Further, this Task Order will establish the Project
Management Plans that will explain in detail how the contractor will manage the effort to
meet all program requirements and provide for a scamless integration of services for
FOS/HM users.

2. References

Documentation for work under this Task Order was obtained from Contract COW-7-C-
Q013 Section C 2.

3. Requirements

The Contractor shall provide the following, for the Project Management as defined in
contract Section C.2. The Contractor shall provide all necessary supervision, management,
technical, and administrative support to accomplish the task(s) specified under this order.

Immigration & Naturalization Service 2
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Subtask 1-1 - Contract-Level Project Management. (Contract Section C.2) The
Contractor shall provide a Program Manager (PM) to serve as the focal point for
management of the services provided under this contract. The Contractor shall provide a
Project Manager for Field Operations Support (FOS) and a Project Manager for Hardware
Maintenance (HM). The Contractor shall also provide Technical Managers, as required,
to support the various task orders relating to FOS/HM.

The Contractor shall provide a Program Management Plan describing the contractor’s
understanding of the FOS/HM requirement and explaining how the contractor will manage
the effort to meet all requirements. The Program Management Plan shall describe how the
contractor will ensure continual coordination between the staffs working on all task
orders. Although there are separate task orders for Help Desk, for Second Tier End User
Support and Assistance, and for Network Control Center (NCC) management, the day-by-
day operations of these tasks requires continual, seamless communication and information-
sharing among the staffs working on thése task orders. The Program Management Plan
shall describe how.that seamless coordination will be achieved. On the Government side,
the INS will conduct its overall project management through the institution of a FOS/HM
Program Management Committee, as described in the FOS/HM Committee Charter, (See
Attachment B). The contractor’s Program Plan shall describe how it will interface with
the FOS/HM Committee.

The Contractor shall provide the required Quality Control (QC) Plan, Maintenance Plan,
Contingency Plan, Personnel and Staffing Plan, and Contract Transition Plans. The
Contractor shalt submit monthly management reports, including progress, status, and
financial reports, and participate in management reviews as required by individual task
orders.

Subtask 1-2 Management Planning. The Contractor shall participate with the INS
FOS Project Manager and COTR in planning for future directions of all FOS programs
and activities. Planning may include the preparation of feasibility studies, white papers,
and other planning documents to be submitted for review by the Government.

Subtask 1-3 Automated Management Tracking. Within 90 days of Task Order award,
the Contractor shall develop plans to maintain an electronic database of all help desk,
operations, technical support, and maintenance activities performed under this contract
and to provide for the collection and reporting of statistical information. This database
will be installed on an NS Server and be accessible by various INS personnel. Access
rights will be identified by the various INS Program Managers. The Contractor shall
submit a planning document and recommendations concerning automated tools to be used
in this effort and shall recommend formats and content for periodic management reports.

Immigration & Naturalization Service 3
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Subtask 1-4 - Transition. — (Contract Section C.2.1.7) The Contractor shall provide a
successful transition (phase in) period as defined in the contract Section C.2.1.7. The
Contractor shall become familiar with performance requirements, establish the
management organization, and finalize required plans. The Contractor shall begin
transition and assume duties in accordance with the approved Transition Plan. The
Contractor shall be responsible for the phase-in of contractor personnel and the
assumption of ongoing maintenance and operations support in accordance with the phase-
in schedule presented in the contractor's Transition Plan. The Contractor shall submit
plan updates to the COTR within 15 calendar days of an event necessitating update.

4. Work Schedule, Period of Performance, Required Completion Date

The period of performance for Task Order is 17 September 1997 through 30 September
1998. The transition from incumbent FOS/HM contractors may occur in two stages:
facility operations support beginning on 17 September 1997 and hardware maintenance at
a date to be specified in Task Order 7.

5. Mace of Delivery or Performance

Work under this Task Order shall be performed at the Contractor’s site except in those
specific instances in which the Government requires that some portion of the work must
be performed at a Government site. Facility costs for performance at the Contractor’s site
will be proposed by the Contractor and negotiated with the Government prior to
movement to that site.

6. Deliverables
As stated in the contract Section F 4, the following Deliverables are required with issuance
of this Task Order:
1. Management Briefing (10 calendar days after contract award)
Project Management Plan (20 calendar days after contract award)
Quality Control Plan (20 calendar days after contract award)
Maintenance Plan (20 calendar days after contract award)
Contingency Plan (20 calendar days after contract award)
Personnel and Staffing Plan (20 calendar days after contract award)

A .

Contract Transition (Phase-In) Plan (20 calendar days afier contract award) -
The plan will include the contractor’s plan of phase-in, performance
requirements, organization management, and transition issues

8. Contract Transition Plans (Phase-Out) (20 calendar days after contract award)

Management Reports (Monthly)

Immigration & Naturalization Service
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10. Service Incident Report (Continual) - Description of service provided, to
whom, equipment, problem, resolution, etc.

11. Progress/status reports (per Task Order)

12. Contractor/Government Meetings shall take place every other Friday at the
INS HQ building or as mutually agreed to by the parties. The contractor will
be notified of the specific time of the meeting no later than § working days
before the meeting.

13. Capacity Plan (Within 30 days of the Government’s request) - The Contractor
shall provide capacity planning for networks, the mainframe at Department of
Justice Data Center (JDC), minicomputers or mid-tier platforms at
Headquarters and in field offices, and for distributed microcomputer LAN
servers throughout the INS. Once implemented, the Plan will be updated
annually or within 15 days of an event necessitating update.

'14. Documentation (as requested)
15. Periodic Reports:

» Staffing Report — a weekly report (Wednesdays) listing any vacancies,
personnel who have left, new hires, and comparison of actyal staff to
full Staffing Plan

¢ Monthly full Financial Report -- a comprehensive report of personnel
hours used, training and other ODCs, and all contract expenditures, in a
“burn-rate” report. This report should be current as of the closing date
of the previous month.

¢ Mid-Monthly Financial Projection Report — a report, to be delivered on
the week of the 15™ of the month, on the projected burn-rate as of
Friday of the week of the report. When the 15™ falis on a Friday or a
weekend, delivery of this repart may be moved to the week following
the week of the 15" if the delay is approved in advance by the FOS
Program Manager and the Contracting Officer’s Technical
Representative (COTR). '

Note: Project Management Plan, Quality Control Plan, Maintenance Plan, Contingency
Plans, Personnel and Staffing Plan, and Contract Transition Plans shall be updated within
15 calendar days of an event necessitating update.

7. Seturity Requirtments

Security requirements are described in Section H of the contract. All personnel assigned to
the task must have an approved INS employment waiver or suitability determination
granted by the INS Security Office before work can begin.

8. Other Direct Costs

The use of other directs costs, such as Travel and Overtime, must be requested by the
Contractor site manager and the INS site manager with the approval of the INS Program
Manager, and can be authorized only by the COTR. The Contractor will attain prior

Immigration & Naturalization Sarvice 5
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approval for any overtime greater than 4 hours per occurrence. Procedures for requesting

travel and/or overtime approval(s) are contained in the current version of the INS Site
Manager’s Manual..

Immigration 8 Naturafization Service 6
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Part II. Service Level Agreement (Deleted by mutual agreement of the

coniracting parties.)

1, Signatures of the Government and the Contractor’s Authorized
Representative

- e . -. :) ) _/‘-.I P .
A Lo e

Immigration & Naturalization Service Contracting Officer

Immigration & Naturalization Service COTR

4&«/%/ Zu_

Irnrmgratmn & Naturalization Service User Services Representative

Immigration & Naturalization Service End User Representative

immigration & Naturafization Service 7
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Service Provider Contract Representative Signature

Service Provider Contiact Representative Signature

Attachments:

A. FOS/HM Theaters and Loca) Sites

B. Charter for FOS/HM Board of Directors

Immigration & Naturalization Service
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ATTACHMENT A: FOS/HM THEATERS AND LOCAL SITES (CURRENT)

FOS EAST
[RARD TABLEOF 1 NUMBER MBER | 17100 | _cuRRENT M THE
rreey ORGANIZ. OF OF RATIG FOuS TOEL
T | —5AE | CoRRTRE | SRR
EMPLOYEES
FLORIDA 1151
1 1 [MARI DD 592 [ F] 3
1+ T 1 Miami DO IHP 4] 0 [+] a
T 1 2| Tampa S0 HP 0 0 3 i
T 1.3 Jachsonville 58 IHP 7 o T 1
v 2| Heome 5PC 185 p] 3 g
3 [MAMBES 39 7 0 0
1 4]  Wiami [Pembrooks Stg of o o [+]
z 59| MAMI ASTLUM 71 0] 1 b
e WP 93| Wast Paim Beoeh 55 (W] 0 - ~a B
5 MIA 154 Wel Palm Baach 5 (MIA) 18] i [ 0|
[] 1841]  Wesl Pair Bosah AT [} B [ B
B 194.2] Weat Palm Banah GAF a N o o
s 1683]  Wast Paim Boach Saaport [ T ) 0
0 MIA B9l Tampa SO (MiA) 55 1 [+) 3]
aMIA 195] Janhacmaiie SO (MIA] 77 7] [} [
[ _ 1981]  Ortande 50 o [ 1 1
7 MiA Z08] AN (HG OCDETF) K] 3 o o
THIA 06| wam Ha 0G0y 0 D) o 5
7 MIA 210|FREEPORT (PRED [ o ¢ D
TMIA 211[NASSAL (PRE)] [ 0 g o
TMIA NI CAPF CAMAVERAL 4 [v] n a1
THIA 373|FORT MERCE 0 ) 0 0
7 A MalFORT LAJVERDALE a3 o a )]
Immigration & Naturatization Service 9

ATTHCHMENT |



S

T MIA Z15[PANAMA CITY 1 [ I
TMIA 218{KEY WEST 8 0 ) 7
Tk 217] VAR AP 0 D i 0
7 NIA "ZVE{WIAN SEAPORT o ] D [
7 WA 715167, PETERSDURG ARPORT o o o ]
7 MiA 218|FT LAUDERDALE HOLLYWOOG o B o 5§
7 MR, 2181 ;ﬁ LAUCERDALE - GAF ) 5 ) o
7 WA Z02FT. LAUDERDALE - EXEC [V D ] o
THIA 20| PORT EVERGLADES T 0 o o
7THIA 221 | GRLANDO AP ) ] o 0
THMIA 2211 Ortanda FL S0 1 0P D) [+ 0 [
TP 222| JACKEOTVILLE 7 [ 7 3
7 MIP 223[RLANDO ] 0 0 0
T T2A[TAMEA T 7 o a
7 TAM m“ng AP c [ a
7 IAC 841[JACKEONVILLE SEAPORT | 0 o 0
NEW YORK CITY AREA 7,428
2 S3|NEW YORK ASTLUM w0 1 | of
F] S1[NEWARK ASYLUM ] 1 1 0
3 U3[HEW YORK DO 1,234 12 7 rl
3 531] Mew York COHP o 0 [ 0
7] o o 0
F I 2 1 1
% 0 o
B 0 0 o
) 0] 1 o
o ) I o
a 1T3|NEWARK DO [51) 283 3 3 1
1131 Newark Invesbgations (-5) 0 o G 0
114FITAaErH, NJ. CONTRACT ] ] o C
DETENTION
8 zns1 Y Talophony Cener a I3 0 o
TRYC 200| NYC (HG 0GC) [ C T o
TRYC 00| NYC (HG OCDETF) 11 ) (] [
THTC I1|NYC KENNEDY AP e 4 o E)
TNYC 302[NYC SEARORT 0 0 [} 0
7 NYG 303| BROGKL YN DA0 3 o o 0
7 Rive M4 [HAMILTON (BRE) 0 0 7 ]
FTNYC 305 |COWNSTATE PRISON o 7 a 0
TNYC 308[ULSTER PHISON o ol 0 g
THYC 307|NEWBURGH AR ) o o q
7 NEW 363[NEWARK (HQ BGC) 0 fi 0 ]
THEW 363 1 |NEWARK INTERNATIONAL AP 0 0 v 3]
7 NEW 391{CAMDEN a7 0 o
T NEWY AGZ|MCBUIRE AFB ] a ] 1]
VIRGINA, 787
Z SE|ARLINGTON ASYLUM (266} 3 ] 1 j
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4 WAS 105F  Morfoll SO (WAS) 26| 0| 0j [
! 12| WASHINGTON DO ') z 2 )
[ 121 | Waalvingion Immal (Rl o [i ul )
a 112.2|Boasa of kmmip Appasis (AT D D) 7 0
T NOR B [ 0 [
TWAY 388l WASH DO (Ha OGL) 15 [ 0 0
TWAS R | ALEXANDRIA (HG OGO} G ] ° ]
TWAS — 390|WASH DULLEE AF 7 ) o o
GECROMA 351
a N [ATLANTA DO 8| 2 2 )
BAT Chariofte SO {ATL} | [ ) 1
TATL SAR[ATCANTA HO DT ] a 0 ]
7aT. | 7[ATLANTA AP (HARTSFIELD) ] _E‘ 0 5]
T ATL F16{BIRMINGHAM 1 o 0 [
[7ATL B|CHARLESTON 14 o [ ]
TATL 320|WOBILE i D ] ]
7TATL ﬁ'ﬁ'mu 3 o) T [
TATL IZZ[GAVANNAR 3 [} 0 [
7 AT T SAALMINGTON Y 0 [ 0
TATL 324| TALLADGGA (DETEN) 3 0 o )
THATL T24.1 | Chiarioas Cougias AP [ [ [ o
DETRONT 308
! 107|DETROM DO 08 1 2 1
I 107 3| Getrot Gy AP | a [ ]
(] 188{ GETROM BPS a ] D v
r 170| DETROT 0 & t?I_u
70ET 340[DETRO (1O OGL) o 3 D [
7GET 34| CETROI {43 OCDETF) 0 0 0 7
7 BeT MZ[ALGONAC 3 [ [+ 0
7 BET M3[CETRONT WATNE AP g 0 [ 3
FOET 44| DETROIT TUMNEL 30 [0 0 [
7DET 345|DETROM BRICGE 7 7 [ o
7 DET 34| DETROT OCTE [ 3 o o
7 DET T [MARNE T Y 3 o [ [0
7 DET iz o 0 ]
7 DET 140[ROBERTS LANDING c 3 0 ]
7 DET I50[SALILT STE MARIE 7 [ © 0
70TM S8A[GRAND FRAPMDS 3 0 0 )
[ToT™ | T HERON [ [+ 0 0
707 SAULT STE MARIE o ] 0| )
T OTM S [TRENTON [ G 1] D
BALTIMORE V66
% 00| BALTIMGRE GO 52 F] 7 o
3~ 109 2{Wicomco Ja 1 0 ) C o
4+ 109. 3| Danchoster IHP [i] [} [1] [i]
[a+ 100 4] Caton, MD [ [ ] [}
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NZ3Andrews AFE q 0 7 0
13| E El [
[ — o0 a ]
[ 7 o] 0
o [ 5 0
1 [ o ]
250
% a E] T
FEE] _5“ 1 [
0 o o 0
i o 0] 5 o
o o [ 0
[0 [ [ G
] o o G
[T 0
|
1 11|~ Clncinnes 50 (CLE) il | a &
5 YX[CLEVELAND OO o 1 1 o
7 328 1| Cincinnwti AR [ o 0 I:T|
7 CLE m“ﬁa‘mn AP F 0 7 o
7CiE 44| COLUMBLIS 1 ) 0 d
TCLE 45| SANDUSHY F) [ of [
TCLE aso[TOLEDC ] 7 i) o
TCLE 447|CLEVELAND COTF i [ o [
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FIELD OPERATIONS SUPPORT AND HARDWARE MAINTENANCE (FOS/HM)
PROGRAM MANAGEMENT COMMITTEE CHARTER

Section 1. Mission Statement

The Field Operations Support and Hardware Maintenance (FOS/HM) Program
Management Committee mission is to provide senior management oversight for FOS/HM
program issues, performance, and change control for the Immigration and Naturalization
Service (INS).

Section 2. Objectives

The objectives of the FOS/HM Program Management Committee are:
a) Improve internal and external communication and control over FOS/HM
contract performance.

b) Develop a coordinated and integrated program management support approach
for the FOS/HM contract.

c) Oversee the development of effective risk management policy to ensure agency
and contractor compliance with the terms and conditions stated in the
FOS/HM contract.

d) Oversee the development of processes to effectively control contract changes
by identifying, estimating, and measuring the potential and actual effect of
changes on all aspects of FOS/HM contract performance.

¢) Facilitate the effective resolution of all claims and disputes related to the
FOS/HM contract by using partnering techniques.

f) Tmprove program performance together with the management of the project.
g) Foster and maintain a professional working relationship with the contractor.

h) Oversee the management of the performance review process and make
incentive award recommendations and decisions.

Immigration & Naturalization Service 29
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Section 3. Membership

The FOS/HM Program Management Committee shall be composed of:

a) The Assistant Commussioner, Systems Integration Division, as Chairperson

b) The Chairperson may appoint 2 Deputy Chairperson to assist in the day-to-day
activities involved in FOS/HM program management.

¢) The Directors from the following offices:
e Director, User Services Branch
» Director, End User Computing Branch
» Director, ADP Operations Branch
» Director, Data Communications Branch
e Director, Systems Policy and Planning Branch
s Director, Acquisition Management Branch

d) Additional personnel serve as advisors or support staff 10 the membership;
o Contracting Officer Technical Representatives
» Contractor advisors
« Contractor documentation support

e} Participation of a FOS/HM contractor representative will be permitted through
invitation.

Changes in the FOS/HM Program Management Commitiee organization must be
approved by the Committee before implementation.

Immigration & Naturalization Service 30
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Section 4. Roles and Responsibilities

Members are responsible, at a minimum, to represent their individual branch’s position on
all items considered by the FOS/HM Program Management Committee. The members
shall be responsible for appropriate coordination within their organization and to obtain
commitment of resources to support FOS/HM. The members shail review the Committee
agenda in advance of any meeting and address and resolve issues involving each proposed
change. Organizational responsibility for the management of FOS/HM individual Task
Orders is as follows:

: _. e ,ect ang R User S Bh

End User Computing
Branch
FOS 98-002 Help Desk User Services Branch
FOS 98-003 Second Tier Problem End User Computing
Resalution Branch
FOS 98-004 Headguarters Operations ADP Qperations Branch
FOS 98-005 Field Operations User Services Branch
FOS 98-006 Inventory End User Computing
Branch
FOS 98-007 Maintenance End User Computing
Branch
FOS 98-008 Network Control Center Data Communications
Management Branch

In addition, the following individuals have special responsibilities:

* FOS/HM Program Management Committee Chair shall preside over any
meetings of the Committee and ensure that all program issues are placed on the
Committee agenda. The chair shall attempt to establish a consensus decision on
program issues, incentive award ratings and proposed program changes.

* Systems Policy and Planning Branch shall provide expertise related to strategic
and tactical planning for INS automated systems; Office of Information Resources
Management (OIRM) policies, procedures, and standards; the OIRM quality
management program, and the management of OIRM financial and human
resources to support the FOS/HM Program Management Committee.

* Acquisition Management Branch shall provide acquisition management and
support expertise for the FOS/HM Program Management Committee.

{mmigration & Naturalization Service k3|

B TIRCHMENT 4,



Q)

» Contracting Officer Technical Representatives and Countractor Advisors will
provide the necessary contract performance background and advisory assistance to
facilitate the oversight and management duties of the FOS/HM Program
Management Committee. '

Section 5.

Operating Rules and Procedures

The FOS/HM Program Management Committee shall operate under the following rules
and procedures:

a)

b)

c)

d)

Section 6.

Any member of the FOS/HM Program Management Committee may request a
meeting to examine any program related issue.

Any request for a meeting shall be made to the FOS/HM Program
Management Committee Chair, with a copy to the Co-Chair, and the request
shall include a list of issues for the agenda and recommended. meeting date.
The Chair will then coordinate the meeting,

Members and advisors are expected to participate personally. If an alternate is
necessary, the designated alternate will participate with full authority and
responsibility for their organization.

Members and advisors shall come to the FOS/HM Program Management
Committee meetings prepared to comment on and adjudicate all items on the
agenda.

For each item on the agenda for decision, the Chair will attempt to identify a
consensus decision.

This charter shall be reviewed periodically for any changes necessary to

support FOS/HM program.changes. Any proposed changes to this charter will
be reviewed by the FOS/HM Program Management Committee membership.

Meetings

The FOS/HM Program Management Committee may be convened to examine general
program issues or to review specific change proposals that could not be resolved
mternally/externally or otherwise require senior-management level attention. Only the
FOS/HM Program Management Committee Chair convenes meetings or a member of the
FOS/HM Program Management Committee may recommend the convening of the
committee by forwarding a proposed agenda to the Committee Chair.

Immigration & Naturalization Service a2
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Section 7, Performance Reviews

The FOS/HM Program Management Committee with contractor participation shall be
convened to develop objective delivery and performance standards, service level
agreements, and recommend and determine the contractor incentive fee performance

rating on a monthly basis or as directed by the FOS/HM Program Management -
*Committee Chair.
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""}(4) ] Comtract No: COW.-7-C-0013

Task Order No.: FOS88-001

INS FOS
TASK ORDER 1 - PROJECT MANAGEMENT
PRICE SUMMARY
CLIN Labor Category FTE's Hours Rate Total
3000 Program Manager 1 1,958 $
3001 Project Manager 2 3918 5
3028  Secretary 1 1,958 $
3026 Technical Wiiter 2 3916 $
3002  Technical Manager 5 5,790 $
3007 Senlor Systams Anatyst 7 - 13706 [ 3
3010 Applications Programmer 1 1,958 $
3005  DataBase Administrator 1 1,868 §
3008 Systerms Analyst 22 4120 $
{Total Labor Summary 22.2 43,280 - $
Lahor Categaries for Overtime QT Hours OT Rate Total
3000AA, Program Manager - $ -
3001A4, Project Manager - 3
3028AA Seoretary 59 3
F026AM Technical Writer 117 $
3002AA Technical Managar - s
I00TAA Sandor Systems Analyat 411 $
A010AA Applications Prograrmer 59 $
3005AA DataBase Admiréstrator 59 $
3008AA Systems Analyst 560 ]
{Total Labor Summary 0 1,263 - $
Trave! Summary * Total
4002 CONUS $
4002 Europe/Africa {Rome) $
4002 Asia {Bangkok} s
a2 Central/Sauth Amwerica(Mexica) 5
4002 Local Trave 5
[Total Travel Summary ]
Other Direct Costs + Tatai
4000 Pagers $
4000 Federal Express sxpenses 4
4000 Office Supplies 3
4000 Printing expenses 3
4000 Parking expenses E
4000 Facility cost for Recrutmant 5
[ Total Gther Diract Costs $
Materlal Summary Total
4001 Laptops {Quantity of 3) - - 3 -
| Total Material Summary _ - - 5 -
Total Task Order 1 Summary ) 22 44,545 2,412,119
* Note: Travel and Other Direct Costs are estimates only all costs will

be invoiced at actual cost.

Decemlw:r 1 19y
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CLIN

3001
3028
3028

3007
3010

JO00AA
3001 AA

3007 AA,
3010AA

4000
4000
4000
400Q

v

TASK ORDER 1

Subtazk 1-3 Automated Management Tracking

Labor Category FTE's

Program Manager
Project Manager
Secratary

Technical VWriter
Tachnical Managar
Senior Systemns Analyst
Applications Programmer
DataBase Administrator

- k3

o

Contract No.: COW-7-C-0013
Task Order No.. FOS98-001

Project Management - Year 1 Support Only

Hours Rate

Ic oo DD

3916
1,958
1,858

Total

LR R K _E 8 K _J
L

|Total Labor Summary []

7,832

Labor Categories for Overtime

Program Managar
Project Manaper
Sacretary

Technical Writer
Technical Manager
Senior Systeme Analyst
Applications Programimas
DatnBass Administrator

OT Hours o7

cooQoo g

B8 doccaoo

Total

A4 A i A A W e e
.

[Total Labor Surnmary for Ovartime

215

L

Travel Summary

[}
Y W W
1

Other Direct Costs

Pagers

Federal Express expenses
Cffica Supplies

Frinting expenses

Parking sxpanses

Facility cost for Recruitrnent

| Tatal Gther Direct Costs

[
LB L L L
1

Material Summary

[ Total Material Summary

Total Subtask 1.0 Summary 4

8,087

- 385,241
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Travel Summary for the Task Order 1 - Project Management
CLIN 4002 Year 1 only

Centract No.. COW-, ___,013
Task Crder No.: FOS98-001

Rof #of ¥or
=rs¢oq Category From Destination | MenthfYr | people t1ips | days | Lodgl Par Diem | Car Rental | Airfare Mileage | Totai Cost
Program Mgmt? Wash. DC|Various Sep-97 1 4 3 119 42 75 1,400 8,432
Program Mgmt Wash JC|Varicus QOct-87 1 4 3 114 42 75 1,400 8,432
Program Mgmt Wazb. OClVarious Nov-87 1 4 3 118 42 75 1,400 8432
Program Mgmt Wssh. DC|Various Dec-07 1 4 3 118 42 ] 1,400 8,432
Piogram Mgmt Wash, DC|Variaus Jan-88 1 4 3 1149 42 ') 1,460 8,432
rogram Mgmt Wash. DC{Vartious Feb-98 1 4 3 119 42 75 1,400 8,432
rogram Mgmt Wash. DC|various Mar-93 3 4 3 119 42 75 1,400 8,432
Program Mgmt  |Wash, DC|Various Apr-0g 1 4 k] 118 42 75 1,400 B,432 4
Program Mgmt  {Wash. DC|Various May-88 1 4 3 118 42 75 1,400 8,432
Pragram Mgm! Wash. DCiVarious Jun-BB 1 4 3 118 42 75 1,400 B,432
Pragram Mpmt  [Wash, DC|various Jui-98 1 4 3 118 42 5 1,400 8,432
Program Mgmi Wash. DC|Various Aug-98 1 4 3 118 42 75 1,400 8,432
ragram Mgmt ¥¥ash. OC|variaus Sep-98 1 4 3 119 £2 75 1,400 8,432
ragram Mgmt Various  |Wash, DC Dec-97 28, i 13 124 42 60 1,400 121,464
rogiam Mgmt Wash. OC|Rome Dec-87 1 1 5 126 €8 50 1,595 2,805
Program Mgmt Wash. OCfRome Jun-9a 1 1 5 128 6B 50 1,585 2,805
Frogram Ngmi Wash. DC|Bangkok Dec-57 1 1 8 116 41 50 3,190 4,946
Program Mgmt Wash. DC|Bangkok Jun-88 1 1 B 116 41 5c 3,180 4,846
Program Mgmit Wash, _uo___..mx_oo Ceoa7 1 1 4 140 65 50 1,045 2065
Pragrarm Mgmt Wash DC[Mexico Jun-98 1 1 4 140 55 50 1,045 2,065
Program 8Mgmi Wash. DClMelean, VA Sep-87 1 10 1 40 124
Program Mgmt Vash. OC|McLean, VA Oct-87 1 20 1 40 248
rogram AMgmt Wash, DC{McLenn, VA Nov-97 1 20 1 40 248
regrarm Mgmi Wash, DCiMcLean, VA Dec-87 1 20 i 40 248
rogram dMgmt Wash DC|Mclean, VA Jan-g8 1 20 1 40 240
ragram Mgms Wash. DC|McLean, VA Feb-98 1 20 1 40 248
Program Mgmit Wash. DC|McLean, VA Mar-88 1 20 1 40 248
Pregram Mgmi Wash. DC|MclLean, VA Apr-88 1 20 1 40 248
Frogram Mgmt  |Wash. DC|McLean, VA May-88 1 20 1 40 248
Pragram Mgmit Wash, DC{McLean, VA Jun-88 1 20 1 40 248
Pragram Mgrmi Wash. DC|McLean, VA Jul-88 1 20 1 40 248
Program Mgmt  [Wash. OC|McLean, VA Aug-88 1 20 1 40 248
Program Mgmt Wash. DC|MclLean, VA Sep-08 1 20 1 40 248
Tetal Travel Summary : $ 253,612

Wang Gavernment Seovices. Inc,

Use or disclosur of proposal data is subject to the restiiclion on the {a page of this proposal,

December 1, 1807
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Part L Task Order
Contract Number/Task Order Number: COW-7-C-0013/F0S98-002

Date of the Order: 12/3/57

1. Scope

The purpose of the Field Operations Support and Bardware Maintenance (FOS/HM)
contract is to provide help desk and user support services, operstions and technical
support services, and maintenance services for INS Feders] Information Processing (FIP)
resources warldwide. The INS requires end-to-end support across the INS® information
technology (IT) infrastructure that incindes wide ares networks (WAN3), local area
networks (LANs), commumications equipment, mainframes, minicomputers and other mid-
tier (client server) platforms, workstations and associsted peripherals.

The purpose of this Task Osder is 10 establish contractor smpport for the First Tier User
Support portion of the INS Halp Desk. Within the INS, the User Services Branch (USB)
will oversee First Tier User Support. The User Services Branch is responaible for
establishing policy, standards, and operating guidelines for First Tier User Support and
distributing them to government and contractor personnel throughout INS. First Tier
support inchides receiving calls and opening trouble tickets on any IT problems that come
from INS users. Support may include either (2) offering on-the-spot solutions by
telephone, or (b) refierring the problem to the rext tevel(s) of support — 2= Tier Problem

" Resolution Staff, the Network Commmmications Center (NCC); FiddOpu‘anomSnpporr,

Hardmehhmamnce;oﬂ"‘l‘ia'pmbkmmohmonmﬁ

1.1 Backgroand

The User Services Branch (First Tier Support) end End User Computing Branch (Second
Tier support} provide a centralized Help Desk that supports three levels of probiem
analysis and resolution throughout the INS. All user requests for problem resohition and
maintenance are coordinated through the Help Desk. Usng REMEDY, an automated
trouble ticketing syatem, the First Tier support opens a trouble ticket, determines the
nzture of the problem, and either helps the user resoive the problem on the telephone or
dispatches the appropriate technical support. If the problem is related to office
sutomation, E-mail, 8 DataBase Management Systern (DBMS), or Novell software, the
First Tier support either resolves the problem or escalates the problem to the appropriate
tier. K the problem is determined to be a commmunications problem, the Help Desk
notifies the Network Control Center (NCC) which is located in the Data Communications
Branch Problems are also referred to the appropriate maintenance persomnel. The Help
Deskﬂwnmcksthehbubhud:etﬂroushdomwrmhmanofthcpmbl
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1.2 Objectives

Objectives of this task order are:

e To provide rapid-response problem-resolution support to Service-wide INS
end users

» To provide a first-level mechanism for performing seamiless integration of all
levels of Problem Resolution for all INS IT services, including, but not limited
10:

LANSs and assodiated hardware and sofiware
On-site and distnbuted systems

Network communications

Electronic mail systems

Hardware maintenance

Infrastructure hardware and software installation
Other [T problems

el e i e R

¢ To assure continuous process improvement through comprehensive problem
tracking and analysis of statistics and trends

» To assure TNS end users of timely response to their problems, with meaningful
projections of a period of resolution, and with systematic feedback to assure
and verify customer satisfaction

¢ To answer Help Desk calls in a manner so timely and responsive as to pursue a
0% rate of abandoned calls

2. References

Documentation for work under this Task Order was obtained from Contract COW-7-C-
0013 Section C.3. -

3. Requirements

The Contractor shall pravide First Tier User Support as defined in contract Section C.3.
The Contractor shall provide alt necessary personnel, supervision, management, technical,
and administrative support to accomplish this task specified under this contract.

Help Desk Operations — Tier 1 Support

The Contractor shall supply a staffing mix to support a centralized INS Help Desk that
provides problem analysis and resolution. The Help Desk shall coordinate all user
requests for problem resolution and maintenance.

The following description is the Government's view of how a Help Desk should operate,
based on the Government’s previous expericnce. The contractor may propose variations
with arguments for their adoption, if such variations will better promote a seamless and

Immigration & Naturalization Service 2
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efficient linkage among Help Desk problem resolution, 2™ Tier problem resolution, FOS
field support, NCC support, and Hardware Maintenance. Under this contract, the
contractor’s responsibility for 3" Tier problem resolution ends with referring such
problems to the appropriate party — 3® Tier support will be provided by parties other than
the Contractor.

Using an automated trouble-ticket system (REMEDY), the Help Desk shall open a trouble
ticket upon receipt of all initial trouble calls, and shall either resolve the problem or
forward to appropriate technical support staff. If the problem cannot be resolved at the
first tier level, it shall be escalated according to the following principles:

= Ifthe problem is related to office automation, E-mail, a DBMS, hardware problem
or Novell software, the Help Desk shall escalate the problem to second-tier staff in
the End User Computing (EUC) Branch.

¢ Ifthe problem is determined to be a communications problem, the Help Desk shall
notify the Network Conirol Center located in the Data Communications Branch.

¢ If the problem is determined to involve software applications or systems
engincering issues outside the scope of second-tier technical support, the Help
Desk shall refer the problem to the third-tier technical support focated in the Data
Systems Division (DSD)

= If the problem is determined to involve defective or dysfunctional hardware
equipment, the Help Desk shall refer the problem to the Hardware Maintenance
support staff. '

» The Help Desk will call users with a status update that reflects either the
resolution or prognosis of the problem or at a minimum when to expect contact
by a technical representative. The Help Desk will confirm that the problem has
been solved or contact has been initiated within the previously indicated time

frame. In addition, if the expected prognosis should be delayed, the users need to
be informed of the delay.

In any of these cases, the Help Desk shall be responsible for tracking the trouble ticket and
closing it when the problem is resolved.

This Task Order addresses only first-tier-Help Desk support. Tier 1 support shall include:

s Responding to general questions regarding INS systems and end-user services

» Identifying and resolving commonly recurring problems related to standard office
automation type hardware and software in use within INS

» Providing information concerning the system status, user accounts, available
publications, available classes, and end-user training

The Help Desk will also receive calls from the NCC concerning problems with

Immigration & Naturalization Sarvice 2
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LAN/WAN communications resources — problems detected using the NCC’s network
monitoring software. The NCC notifies the Help Desk of the location of the problem.
Help Desk personnel shall process those calls in the same way as they do initial trouble
calis. They will explain the situation to users from affected sites who call in and will
inform them on the status of repair. When applicable, the Help Desk will refer NCC
problems to the next appropriate level of problem resolution support.

The Contractor shall staff the Help Desk to provide telephone coverage around the clock
(24 hours a day, 7 days a week, without exception.) The Contractor shall support the
following INS shifts:

e Day shift hours: 8:00am - 4:30pm, Eastern Standard Time {EST)
¢ Evening shift hours: 4:00pm - 12:30am, EST
e Midnight hours: 12:am - 8:30am, EST

Training: The Contractor shall provide sufficient training to the Help Desk staff to assure
a work force that is well-educated in the relevant technologies and applications and in
specific INS applications. Within 60 days of Task Order award, the Contractor shall
provide a training plan for Help Desk staff.

Further requirements for Help Desk and user support include:

¢ The response time for any call shall not exceed three (3) rings before the caller
receives a response. Placing a caller on hold does not constitute a response.

+ Help Desk personnel shall make every reasonable attempt to solve the user's
problem on the spot by asking questions that will diagnose the problem and talk
the user through to a solution. For statistical reporting purposes, the Contractor
shail document all problems resolved over the telephone in a trouble ticket.

» The Contractor shall develop and implement escalation procedures that assure a
seamless coordination among the Help Desk, the NCC, second-tier staff at EUC,
third tier staff at DSD, Hardware Maintenance personnel, and other appropriate
organizational entities involved in the referral of problems that cannot be resolved

at the Help Desk level. That coordination shall extend to managing the tracking of
trouble tickcts.

» Help Desk involvement in maintenance-related functions shall include initial
contact with the end user, initial problem determination, notification of the
maintenance dispatch person(s), expected prognosis and subsequent problem
follow-up and tracking,

» The Contractor shall develop and operate a trouble-ticket tracking system using
the automated system REMEDY, to be supplied by the Government. The system

will include the capability of the users’ opening up a trouble ticket through voice
mail,

» The trouble ticketing and tracking system shall automatically document the

Immigration & Naturalization Service 4
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problem-resolution history of each call for user help, technical support, field office
support, and hardware maintenance calls.

e When a trouble-ticket is opened, the Help Desk shall give the caller a realistic
projection of the time required to resolve the problem, and, if necessary, shall later
call the user back with an explanation and a new projection if the original
projection cannot be achieved.

¢ Trouble tickets shall not be considered resolved, and the trouble-ticket shall not be
closed, until the Help Desk personnel has called the user and confirmed that the
problem has been resolved to that user's satisfaction. Data to produce the trouble
ticket shall be captured in the contract activity database described in contract
Section C.2.2.1.

¢ The Contractor shall provide any statistical data requested by the Contracting
Officer’s Technical Representative {COTR) regarding all problems that come to
the Help Desk. Statistics in response to the COTR’s request shall be provided
within two working days, unless otherwise speafied by the COTR.

e Trouble tickets may be apened by a user who contacts the Help Desk via e-mail.
The response to e-mail trouble calls shall proceed through the same procedures as
those that govern telephone calls. The Help Desk shall retrieve and review new
¢-mail messages no less than once every hour.

4, Work Schedule, Period of Performance, Required Completion Date
The period of performance will be from 1 October 1997 to 30 September 1998,

5. Place of Delivery or Performance

Help Desk Operations shall initially be parformed at its present location in the INS Chester
Arthur Building (CAB). Within 60 days of Task Order award, the contractor shall provide
an analysis of options for locating the Help Desk and shall make recommendations. Based
on those recommendations, INS will select the new location of the Help Desk or direct
further study.

6. Deliverables

Each Wednesday afternoon, the Contractor shall deliver a Weekly Status Report on all
operations of the Help Desk. The report shall include, but not be limited to, the following:

»  Statistics regarding the number of calls received, average response times, any notable
variations from the standard response time with an explanation of delays

¢ Statistics regarding the number of trouble tickets opened and closed within the
reporting period, trouble tickets still open at the end of the period, trouble tickets open
for longer than one week with duration noted
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» Statistics regarding the number of trouble tickets opened and closed within the
reporting period, trouble tickets still open at the end of the period, troublc tickets open
for longer than one week with duration noted

s Statistics regarding trends and frequencies in problems reported and any actions laken
to address recurring problems

e Statistics on the number of abandened calls

¢ Problems hampering contractor performance of Help Desk operations with
recommendations for Government action(s) required to resolve the problem

» Progress on the resolution of any long-standing open trouble tickets or systemic
problems

» Financial status of the Task, When final figures are not available, the contractor shail
report projected financial status based on a financial model. The contractor shall
provide the COTR with a written explanation of the financial model used. The
Moanthly Status Report shall contain final financial figures.

e A continuous report of all hiring, firing, and other personncl changes, including
notation of any vacancies or other variations in the established workload level

s A report on all training activities and an assessment of future training needs

The Contractor shall submit a Monthly Status Report that will roll-up all statistics for the
month and shall provide actual, final financial figures for the month.

7. Security Requirements

Security requirements are described in Section H of the contract. All personne] assigned
Lo the task must have an approved INS employment waiver or suitability determination
granted by the INS Security Office before work can begin.

8. Other Direct Costs

Authorization for the use of other directs costs, such as Travel, Training, and Overtime,
requires the approval of the Contractor site manager, INS site manager, INS Program
Manager and Contracting Officer’s Technical Representative. The Contractor will attain
prior approval for any overtime greater than 4 hours per occurrence. Procedures for
requesting travel and/or overtime approval(s) are contained in the current version of the
INS Site Manager’s Manual.

The Contractor will obtain prior approval on items (Other Direct Costs) in excess of
$5.000.0.
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Part I Service el A ent
| Contract Number/Task Order Number: H(Q956-37/F0S98-002

2. Introduction and Summary of Work Covered by SLA

The purpose of this Service Level Agreement (SLLA) is to state the relationship between
the service provider and the end-user organizations and to establish performance
incentives. It specifies the services and commitments of the Contractor as well as the
expectations and obligations of the end-user organization. Nothing in this SLA shall be
construed as being external to the scope of the contract.

This SLA will be reviewed by both parties at a time to be designated by the COTR, at
least 90 days following contract award. At that time, the contractor will have had time to
analyze and make recommendations for the future operation of the Help Desk and, based
on the analysis and recommendations, both parties may wish to propose changes in the
SLA to make it a more effective tool to measure and manage performance standards. The
new SLA will go into effect the first day of the second calendar month following
acceptance of this Task Order revision, or at a mutually agreeable date.

3. Organizations Involved

(1) Service Provider;: WANG Government Services, Inc.

(a) POC| | Technical Manager, ESC

(b)  Location: 425 I Street, NW, Room 5120
(<) Washington, DC 20536

d)  (202) 616-2129

e | [Technical Manager, INS Help Desk

(f) Location: 425 1 Street, NW, Room 5120

(g}  Washington, DC 20536

(h)  (202) 616-7668

(2) End User Organization:

(a) POC Names: Glenn Hall
(b)  Telephone Numbers: (202) 616-7655
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4. Responsibilities of Service Provider (Contractor)

4.1 The service provider agrees it will:

1. Provide Help Desk Tclephone coverage 24 hours a day, 7 days a week,
without exception.

2.

Respond to a Help desk initial call within a time frame not 1o exceed (NTE)

20 seconds (i.c., an on-hook wait time of NTE 3 rings). (Placing a caller on
hold does not constitute a response.)

WANG Government Services, Inc. (WGSI) Help Desk personnel will return

90% of users calls within 45 minutes, and 100% of users calls within 60
minutes.

4.2 Performance Incentives

This SLA Task Order may include performance incentives. The table below is provided
for the Contractor who is encouraged to provide measures. All measures are subject to

negotiation.

1. Performances measurements will begin 90 days after Task Order award.
During this 90 day period, WGS! will do the following: 30 days to conduct
analysis, 30 days to document the results and submit to the INS for review,
and 30 days to negotiate and obtain INS concurrence.

2.

purview of the Tier 1 Help Desk.

[ (b)) |

Performances incentives are based on those functions that are totally in the

[Berformance Incentives

vanance

Element Requirement Standard Mensurement |Source Performance Factor |Calculations
Interval
Availability 24 hrs/7 days per L pfarget  [Quarterly Call activity |1/= 1% total monibly |Performance = Actoal
week availabitity (See note below) |10gs. random |price for Help Desk  |availability/ target
sampling operations (@ +- 1% |availability where: target

availability {24 hr. X 7
days.)

Time t Answcr

Response limne NTE
20 seconds

Average onhook

]

wait time NTE[[]

Quarterly
{See note below)

Call activily
logs, random
sampling

+{- | % total monthly
price for Help Desk
operation @@ +/- 1%
varance

Performance = Actual
fitne 10 answer

the SOW or SLA

Time to return | Retura 100% calls calls Quarterly Call activity |+/- 1% total monthly |Performance = Actual -
calls within 60 minutes; ed within  [(See note below) |108S price for Help Desk  |time o retuen call

0% within 45 60/45 minute operation g +- 1%

lminutes requirement variance
Time (o resolve [Time w resolve all | |:u1is Quarterly Call activity |+/- 1% total monthly |Petloriname = Acluasl
call end close  |calls received at the  [resalved within 1 [(See ame below) |l08s. trouble |pice for 1elp Desk  {time to resolve
trauble ticket Help Desk, less business day tracking vperation (e +/- 1%

exveptions noted in sysiem variuiee
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5. Responsibilities of the End-User Organization
5.1  The end-user organization agrees it will:

1. Provide REMEDY software for use by the service provider

2. Provide infrastructure support, including workspace, desks, telephones,
personal computers (PCs), copiers, ete.

6. Signatures of the Government and the Contractor’s Authorized
Representative

1. Parties agree that the terms of this agreement will be in effect for the duration
of the Task Order, to be reviewed quarterly.

2. The parties agree to the following mechanism for initiating an out-of-cycle SLA
review; Both parties may propose an out-of-cycle review,

Service level and procedures established herein have been agreed to by parties represented
by the undersigned.

ST o

”

: (( é"’ d / { PRy

L

[mmigration & Naturalization Service Contracting Officer

Immigration & Naturalization Service COTR

&w/a//éz‘g

/ Immigration & Naturalization Service Bk User Representative

~ervice Frovider Contract Representative Signature
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