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time starts at the first minute of covered time following notification. All services activity
is tracked by the call-tracking system logic from inception to ticket closure. It is
understood that the service period extends through the entire period that a service ticket is
active unless Wang is denied access to a device or system due to security restraints, lack
of an escort, or the unavailability of the end-user or an end user designee to schedule
repair times or provide access to the system. For PPM-only repairs will be retumned to
service by close of business the next business day. For equipment under 7 x 24 coverage,
return to service will be within 4 hours of receipt of the call.

For equipment where parts, after thorough research, are not available or the equipment is
deemed obsolete, the equipment will be returned to INS stating parts are not available
and WGSI is unable to repair the failed item. This problem especially affects equipment
not manufactured by Tier I (Gartner Group) computer manufacturers. Aftachment 1
describes the Gartner Tier grouping. This clarification applies to all maintenance types
described in this proposal.

Task 5 — Responsibilities of the Contractor (Contract Section C.5.9)

All services under this contract shall be performed by trained and technically experienced
personnel providing the required service in accordance with accepted commercial
practice without reasonable delays or interference with Government functions. All
maintenance personnel shall be fully trained prior to performing any maintenance activity
that would otherwise void an OEM warranty.

WGSI will take full responsibility for recommending changes in the type of maintenance
service to improve both cost effectiveness and level of support provided o the
Government. It is understood any such recommendations will be forwarded to the INS
and will not be implemented unless written Contracting Officer approval is received,

Subtask 5-1 — Parts Quality (Contract Section C.5.9.1)

Only new standard parts or parts equivalent to new in performance shzll be used to effect
repairs. All parts shall meet OEM specifications. If a part is not new, it shall be
identified as used or reconditioned and warranted as new. Maintenance parts shall be
furnished on an exchange basis and replaced parts become the property of WGSI. The
Government may, at its discretion, elect to retain the replaced parts or direct their
destruction, due to security reasons. In no case will WGSI use any replacement parts or
repair methods or techniques that would result in the OEM refusing to honor their
warranty or otherwise support the equipment. For full coverage maintenance there will
be no additional charge for replacement parts unless such parts are required due to the
fault or negligence of the Government or retained by the government or failures resulting
from environmental incidents or Acts of God. Software maintenance is limited to the
restoration of the software environment as it existed prior to the hardware failure.

Subtask 5-2 — Parts Replacement (Contract Section C.5.9.2)
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If a device or system cannot be repaired onsite, a replacement of equal or greater
capability will be provided while the device is repaired off-gite. WGSI limits equipment
repairs to equipment that is not deemed obsolete or to equipment that can be identified as
supportable. When practical, and when authorized to do so, WGSI will replace the failed
device as an advance exchange in order to minimize any impact to end users.

The Wang Team understands that any parts (with the exception of hard disk drives)
which are removed from a device during a maintenance activity will become Wang’s
property. Any parts used to complete a maintenance activity will become the property of
the INS.

At no time will WGSI engage in service activities that could void an OEM warranty.
There will be no additional charges for parts, except for those requested by the INS and
as described in this proposal, other than any due to the fault or negligence of INS or
retained by the Government. Equipment damage or malfunction resulting from Acts of
God and/or domestic and international terrorism are not covered.

Subtask 5-3 — Protection of Information (Contract Section C.5.9.3)

WGSI will ensure that all necessary precautions are taken to protect INS data. For
instance, all WGSI CREs are required to run a virus scan prior to working on any end-
user device. Ifa virus is detected, the CRE will shut down the device and alert both the
end user and the help desk of the situation. The CRE will follow instruction from the
help desk and, when appropriate, INS management regarding the cleanup procedures to
be performed.

WGSI will work with the INS to develop and implement an INS-wide backup policy and
plan to prevent the loss of any critical data. INS Help Desk Hardware Support Analysts
will request the end user perform a backup of locally stored, critical data, if possible,
prior to dispatching a CRE for a call where data might be in jeopardy. The CRE will
confirm with the end user that the backup has been completed before initiating the repair.

Prior to the removal of a storage device, either as a defective part or as an inclusive
device within a system, the CRE will verify security requirements with both the end user
and the help desk. If a storage device is inadvertently removed from the site, the COTR
will be notified.

Subtask 5-4 — Liability for Damage and Injury (Contract Section C.5.9.4)

WGSI understands that it is liable for any damage to INS property or injury to INS
personnel resulting from the fault or negligence of WGSI's employees or subcontractors.
We will take all prudent measures to ensure the property of the INS and the public.
WGSI further understands that it is responsible for all materials and work performed until
completion and acceptance by the INS,

Subtask 5-5 - Contractor/Government Meetings (Contract Section C.5.9.5)
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WGSI will meet with the Task Manager or COTR on a mutually agreed upon schedule to
discuss and resolve any maintenance issues or problems associated with this contract.

WGSI seeks 1o become a long-term technology partner with INS and will endeavor to
recommend changes to service levels that would be beneficial to the INS. We will take
full advantage of industry improvements and enhancements to provide the INS with
mutually beneficial and cost-effective maintenance solutions, Through trend analysis of
problem management data, on & quarterly basis, WGSI will advise INS of any abnormal
failure rates so that corrective action may be taken with the OEM to obtain suitable low-
cost or no ¢ost corrective action.

As equipment is inventoried and new items are identified, WGSI will recommend to INS
whether a new CLIN be added to the contract or the item cavered by on-call
maintenance.

Subtask 5-6 — Alterations to Government Property (Contract Section C.5.9.6)

WGSI will not make, or cause to be made, any alterations to Government-owned or
controlled real property facilities, buildings, structures, components, systems, or utilities
at any time during the course of this contract, cither temporarily or permanently, without
the express, written authorization of the Contracting Officer.

Subtask 5-7 — ADP Inventory and Excess Equipment Warehouse (Forestville, MD)

WGSI will provide day-to-day operation and support for the excess equipment and
inventory located at the Forestville, MD warehouse, all coordination will be through the
INS point of contact identified. On-site personne] at Forestville will inventory and assist
INS personnel in storing equipment identified as excess pending disposition. WGS1
proposes 2 Computer System Technicians to provide the required support, Their duties
include but are not limited to:

Receive shipments of no longer required ADP equipment and software.
Inventory and test (if possible) each item received, determine the appropriate GSA
Condition Code and document findings.

s Ensure all software and data is removed from hard disk drives before the devices are
released for reutilization or disposal using either a software package approved by INS

ADP Security (functioning hard disk drives) or the degausser located at CAB (non-
functioning hard disk drives)

Additionally, WGSI will implement the school partnership program. This partnership
will include a team of professionals dedicated to field locations needing assistance
excessing equipment. WGSI proposes a team of 4 consisting of 4 lead Logistics
Specialist and 3 Inventory Technicians. This team will assist in implementing the school
partnership program. The team will help ensure that equipment which is deemed excess
and is no longer needed by the service can be provided to local schools. This approach
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provides both the INS and WGSI a strong relationship between local communities and
the INS.

Task 6 — Maintenance at Foreign Office Locations

WGSI will provide support to foreign office locations through our depot maintenance
plan. WGSI understands that the responsibility of shipping a fatled item i3 at the
government expense to the Tewksbury, MA depot facility. Shipping instructions will be
provided to the user at the time of the call opening through the INS help desk.

WGSI will ship the repaired item within 2 business days of receipt in the depot facility.
WGSI limits equipment repairs to equipment that is not deemed obsolete or to equipment
that can be identified as supportable. If repairs can not be completed within the specified
timeframe, WGSI will provide a replacement for the compenent within 2 additional
working days if mutually agreed upon by the Government and WGSI. All tum-around
times will be measured from the time the item arrives at the contractor’s facility.

All normal shipping charges will be at the expense of the government. 1fthe COTR
directs, prionity shipping is authorized at government expense.

Task 7 - lnventory (Coatract Seciion C.4.7)

WGSI understands that the inventory is required to support the maintenance task.
Without valid inventory data, maintenance can not be provided in accordance with the
contract terms and conditions. WGSI is proposing that our team of Wang and Softech
will, through a partnership of both WGSI and INS personnel, jointly conduct a physical
inventory of all INS sites. The WGSI team will provide the process and procedures
necessary for field locations to conduct their own inventories. The WGSI team will
install and configure government furnished servers to maintain local IT asset inventories.
The common data repository will reside in Washington, DC. WGSI will continue the
devetopment of the Information Technology Tracking System (ITTS) and utilize this tool
as the repasitory for all IT assets. If INS locations do not have the necessary resources
available WGSI will provide teams to assist as needed.

The WGSI team will provide inventory services 1o the INS. These services will include
but not be limited to:

+ In conjunction with the appropriate INS staff, develop and approve the requirements
for the ITTS software (and modifications) as well as develop detailed requirements
for the inventory effort. This will be accomplished within 30 days of the effective
date of this task order. The requirements for the ITTS software need to be completed
within two weeks of the start of the task in order to ensure implementation action in
early 1999.

» Develop and implement an inventory tracking system to inventory IT assets at all
locations
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« Capture inventory information through a partnership program with both WGSI and
INS personnel at all locations.

s Populate the tracking system and maintain local systems located throughout the INS
sectors/districts.
Implement inventory systems at identified INS locations.
Maintain a common repository of inventory data at INS headquarters in Washington,
DC.

» Have inventory teams available to assist local sectors/districts on an as needed basis.

» Provide an implementation plan, 30 days after the requirements development
described above. '

* Provide a data management plan, 30 days after the requirements development
described above.

¢ Provide system training plan, 30 days after the requirements development described
above. '

+ Provide a QA review and audit plan, 30 days after completion of the foregoing three
items.

» Dispose and store excess INS ADP hardware /software locally (Washington, DC) or
as requested by the INS donation program, per direction from the INS POC.

INS will approve or provide comments to all plans and requirements 5 days after receipt.
4. Work Schedule, Period of Performance, Required Completion Date

The period of performance of this Task Order is 1 November 1998 through 30 September
1999.

As required by INS, WGSI will provide on-call (pager) duty in accordance with Section
G.7 of the contract. WGSI envisions that the only applicability of this stand-by duty
would occur in the inventory portion of this task.

5. Place of Delivery or Performance

WGSI understands work under this Task Order will be performed at INS Headquarters’
offices, the INS Theaters, and 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 I. OQCONUS locations will be supported as explained in Task — 6 through
our depot maintenance. The fixed price will cover exchange of equipment that is shipped
back to our depot facility in Tewksbury, MA. Calls will still be received through the
WGSI help desk located in Washington, DC. Equipment that is in need of repair will be
reported to the help desk and initial triage will be determined by the McLean Technical
Assistance Center (TAC), a part will be shipped to the OCONUS location, Upon receipt
the user may, if necessary, call back to the help desk for assistance to install the
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equipment. Once installed and tested the failed equipment should be returned to
Tewkshury, MA in the same package the replacement was shipped in.

6. Deliverables

WGSI will provide

1. Preventive Maintenance plans were applicable.

2. Quarterly Trend Analysis report

3. Inventory Implementation Plan, 30 days afier requirements development (reference
Task - 7, bullet 1)

4. Data Management Plan, 30 days after requirements development (reference Task — 7,
bullet 1)

5. System Training Plan, 30 days after requirements development (reference Task — 7,
bullet 1)

6. Quality Review and Audit Plan, 30 days after completion of bullets 3 - 5.

Report requirements will be determined with the INS Task Manager including ad-hoc
reports as required.

7, Security Requirements

WGSI understands the security requirements as described in Section H of the contract.
All personnel assigned on-site at an INS location must have an approved INS
employment wavier or suitability determination granted by the INS Security Office
before work can begin.

Certain individuals may be authorized to start performance under this Task Order prior ta
obtaining a secusity waiver. These individuals and their performance constraints during
the "early start” period will be agreed to in writing by WGSI and INS (COTR and
Technical Paint of Contact).

8., Other Direct Costs

WGSI expects to incur costs for local travel, long distance travel, pagers, training, etc., as
listed in the attached cost section.

WGSI is not required to obtain prior written approval of ODC’s for travel, supplies, and
overtime, However, the expenditure of funds for these items will be coordinated with the
INS Site Manager / Task Manager. WGSI will obtain written approval from the COTR
for unusual ODC’s such as training and conferences.
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Part II. Service Level Apreement
1. Contract Number/Task Order Number: COW-7-C.0013/FOS99-007

2. Introduction

8. Organizations Involved
(1)  Service Providerr WANG Government Services, Inc. (WGSI)
() POC Names; | | ﬁm
(b)  Location: 801 I Street, NW
6™ Floor, Suite 640
Washington, DC 20001
(c)  Telephone Numbers: (202) 616-0018 (Mr, Keel)

(2)  End User Organization:

(a3) POCNames: Usha Keene
(b)  Location; 801 1 Street, NW
6" Floor, Suite 640
Washington, DC 20001
()  Telephone Numbers: (202) 514-7990

b. Purpose: The purpose of this Service Level Agreement (SLA) is to state the
relationship between the service provider and the end-user organizations. It specifies
the services and commitment of WGSI as weil as the expectations and obligations of
the end-user organization.

3. Responsibilities of Service Provider (WGSI)
3.1 WGSI agrees it wilk:
a) Provide three levels of hardware maintenance support,

On-Call (full coverage)
¢ Per-Call (remedial maintenance)
¢ Depot Maintenance

b} Provide maintenance support, including technical troubleshooting, problem
resolution, and component repair, in order to maintain and keep the equipment
covered under FOS/HM in full operating condition.
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c) Provide services in accordance with OEM practices and standards without
unnecessary delay or interference with Government functions.

d) Provide (4) four hour return to service on critical equipment identified as LAN
servers until the inventory has been completed by sector/district and a grace
period of 90 days to allow for proper stacking of spare parts to support the
identified equipment. A LAN Server is defined as — A computer containing files
available to all users connected to a local area network (LAN). In some LANs, a
micracomputer is designated as the file server, while in others it is & computer
with a large disk drive and specialized sofiware. Some file servers also offer
other resources such as gateways and protocol conversion. Equipment such as the
RS$6000 and those items covered by other than personal computer-LAN server
CLIN are not defined as a LAN server,

e) Provide repair and shipping of equipment requiring depot maintenance within 2
business days. The tum-around time for the completion of maintenance activities
will be measured from the time the item arrives at the contractor’s facility to the
time the item s shipped to the Government.

f) Provide Principal Period of Maintenance (PPM) service, Monday through Friday
6 2.m. to 6 p.m. (local time), excluding holidays.

8) Provide Outside the Principal Period of Maintenance (OPPM); all times other
than PPM.

h) Provide all necessary personnel, materialg, parts, tools, diagnostic and test
equipment, technical manuals/publications, and other services.

i} Provide the Director, End User Computing Branch updates on all task order
activities conducted on a weekly basis.

)} Provide maintenance services 24 hours a day, 7 days a week on critical devices
determined to be LAN Servers.

k) Provide Help Desk Telephone 24 hours a day, 7 days a week for maintenance
requirements.

1) Maintain an inventory of spare parts, repair parts, and all necessary tools and
instruments to properly and effectively maintain all equipment.

m) Use new standard parts or parts that are of a quality and functionality equal fo or
exceeding that which was installed in the equipment by the OEM and warranted
as new in effecting repairs.

n) Take appropriate preventive measures to prevent the loss of information, such as
data stored on 8 hard disk, during all maintenance activities.
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P

1)

v)

Take appropriate steps to protect and restore, as required, any information
residing in the equipment being maintained.

Identify any used or reconditioned and warranted as new part to the Government
prior to installation.

Ensure that a reasonable effort is made 1o back up user software prior to removing
any storage device for repalr or replacement,

Follow the requirements of the INS Computer Security Office at INS
Headquarters.

Charge only one minimum labor and portal-to-portal charge for multiple repairs at
the same location, :

Send & pre-paid express-delivery box to the INS site, in which a Laptop/Notebook
can be delivered to the nearest WANG maintenance depot. The express-delivery
box will arrive no later than two days from the Help Desk Call. :

Ship Laptops/Notebooks to service within S business days of receipt at the
maintenance depot.

Pay all shipping and handling cost for Laptops/Notebooks.

w) Provide a 90 day warranty on parts from the date of service.

x}

¥)

z)

Notify the Contracting Officer Technical Representative (COTR) and Theater
Manager if a hard disk containing information has been inadvertently shipped to a
maintenance depot or contractor site,

Provide an information mechanism to update FOS/HM personnel on current
contract issues.

Provide necessary persannel, material and tools needed to assist INS offices with
the excessing of hardware and software.

aa} Provide necessary personnel to maintain an accurate hardware inventory.

bb) Provide necessary personnel to assist the INS with the schoal partnership

WGSI

program,

Performance Incentives

The table below provides the performance incentives for the Maintenance SLA. All
performance incentives can not exceed +/-2%.
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Element Requirement |Standard |Measure- [Source {Performance [Calculations
ment Factor
Interval
On-call Restore f out {Quarterly |Trouble (+/-1% @ of |Performance =
maintenance [service within |of service tracking Jtota.l monthly |Actual time to
response 4 hours, LAN |equipment system, {price for restore
time Serversand  Jrestored to user equipment  |equipment to
equipment 90 [service feedback, |covered by  [service
days after within 4 on-site¢ [the standard
completion of |hours from inspection |on-call
their notification maintenance
inventory support @ +/-
1% variance®*
Depot Repair and of  |Quarterly [Trouble [+/-1% (@ total{Performance =
Maintenance [ship equipment tracking |[monthly price |Actual time to
equipment  |repaired system, |for depot |repair and return
within 2 and user maintenance |[equipment
business days [shipped feedback, |support @
and 5 within 2 on-site  [+1%
business days |business inspection |variance
for laptops  |days or §
business
days for
laptops

3.2.1 Contracior Payment

contractor shall be paid the validated bill for the service.

Contractor Payment For performance of service that meets the standard, the

b. For performance of a service that does not meet the standard the contractor
shall be paid the validated bill for the service less the reduced value of the
service for unsatisfactory contract performance. The reduced value will be
determined by using the variance determinant established in the performance
factor column.

For performance of a service that exceeds the standard, the contractor shall be

paid the validated bill for the service plus a positive incentive credit for
exceptional contract performance. The performance credit will be determined
by using the variance determinant established in the performance factor
column.

Any reductions or increases to a validated bill for service will be made during

the period in which the contracting officer makes the determination that a

WGSI
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reduction or increase is appropriate, regardless of the period in which the
performance occurred.

Performance incentives will not exceed 2% of the related maintenance
service.

3.2.2 Example of Determination of Reduction

3.2.3

WGSI

o T

Assume an annual on-call maintenance rate of $6,000,000.

Assume that the measurement is quarterly.

Assume the amount placed at risk is $1,500,000 ($6,000,000/4).

Assume the standard requires 98% of out of service equipment restored to
service within four (4) hours from notification.

Assume that the contractor only achieved a 95% four (4) hour on-call
maintenance return to service response time.

Assume the incentive is based on +/- 1% of the monthly invoiced price.
Assume the calculation is determined by:

The total estimated reduction for unsatisfactory performance is:

Total task order value at risk: $1,500,000

Number of on-call maintenance requests: 100

Number of on-call maintenance items restored to service within 4 hours: 95
On-call maintenance restored to service within 4 hours: 95%

Incentive based on +/- 1% variance, the maximum amount allowed tobe
deducted is 2%

Variance: 3%

Total Reduction for the Quarterly Period: $30,000 ($1,500,000 times .02
variance)

Example of Determination of Performance Credit

an o

®

Assume an annual on-call maintenance rate of $6,000,000,

Assume that the measurement is quarterly.

Assume the amount placed at risk is $1,500,000 (36,000,000/4),

Assume the standard requires 98% of out of service equipment restored to
service within four (4) hours from notification.

Assume that the contractor achieved a 100% four {(4) hour on-calt
maintenance return to service response time.

Assume the incentive is based on +/- 1% of the monthly invoiced price.
Assume the calculation is determined by:

Number of on-call items restored 1o service within 4 hrg from notification = Response Time

Number of on-call maintenance requests

The total estimated credit for exceptional performance is:

18 10/29/98
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4.

4.1

2)

b)

<)

d)

g

h)

)
k)

Number of on-call maintenance requests; 100

Number of on-call maintenance items restored to service within 4 hours: 100
On-call maintenance restored to service within 4 hours: 100%

Incentive based on +/- 1% variance

Variance: 2%

Total Performance Credit for the Quarterly Period: $30,000 (31,500,000
times .02 variance)

Responsibilities of the End-User Organization

The end-user organization agrees it will:

Act as the central point for receiving and providing hardware and software
maintenance information.

Describe the process used 1o ensure end-users know the procedures to obtain
hasdware maintenance services.

Provide all known inventory data to allow for a thorough analysis of contract baseline
equipment counts by location,

Provide timely property tag coordination and approval to remove property or parts
and material from site,

Ensure the list of equipment covered for both preventive and remedial maintenance is
included in the INS Property Management System inventory tracking system or the
most comprehensive delivery system e.g., Asset Management Information System
(AMIS), Inteiligent Procurement System (IPRO) and/or the Information Technology
Tracking System (ITTS).

Provide WGSI timely access to the equipment maintained by the contract,

Track all equipment maintained by separate agreements with the Original Equipment
Manufacturer (OEM) or a 3™ party.

Pay shipping charges to the Depot, exclusive of Laptops.

Exchide International Data Products (IDP) Laptop Computer from the S-day return-
to-service provision.

Authorize equipment not covered in FOS/HM Contract for repair.

The Gavernment will provide space at each location adequate to store spare parts and
at each of the locations a secure office space. This office should be 10 x 10, with
telephone access and LAN connection where WGSI has dedicated CREs. The
Government shall maintain sites in accordance with the equipment environmental
specifications furnished by the OEM.
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[} Remedy software licenses to support 6 fixed/floating users,

m) INS will coordinate with WGSI to ensure connectivity of the DS1
telecommunications line between 425 [ Street (INS) and WGSI facility in McLean,
VA

n) Provide timely review and comments of inventory plans and deliverables,

5. 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-annually.

b) Out of cycle reviews may be proposed by any party. Out of cycle review changes
will not go into effect until 45 calendar days after approval by both parties.

¢) The terms of this SLA are effective 11/1/98.
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Service level and procedures herein have been agreed to by parties represented by the
undersigned.

‘ I¢ M cz; MJ

Immigration & Naturalization Service Contracting Officer

N Y

Immigration & Naturalization Service COTR

1]
i

.

il
Immigration & Naturalization Service End User Representative

Service Provider Representative Signature

gfvice Provider C’Entracts l-lepresemative Signature

Attachments:
A: Equipment Maintained On “On-Call” Basis
B: Equipment Maintained On “Per-Call” Basis
C: Items Maintained Through Separate Agreement with OEM/3™ Party

D: Equipment Not Covered by FOS/HM Contract
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Attachment A; Equipment Mzaintained On “On-Call” Basis

Bar Code Readers and Scanners

Bar Code Printers

Dumb LAN Hub

Personal Computers - 486 SX/DX
Personal Computers - Pentium
Personal Computers — Macintosh
Personal Computers — Portable
Personal Computers — LAN Servers
Paper Handling Devices — Bursters/Decollaters
Ploiters

Printers — Laser

Printers ~ Line

Printers — Letter Quality

Remote Communication Controllers Units
Scanners — Flatbed

Scanners — Handheld

Scanners — Fingerprint

Q-Matic CMIS-Number Boards

ETC Call Sequencer

IBM 3160 Printing System

Hand Geometry Scanner

IBM 3174 - IR Muiltiplexor

IBM 3274 - 41C Controllers

Floppy Disk Drive - External

Hard Disk Drive — Extcraal

Hard Disk Drive Array - External
CD-ROM/WORM - Single External
CD-ROM/WORM - Multiple External
Tape Backup Unit — External

Sun Spare 2
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Attachment B: Equipment Maintained On “Per-Call” Basis

Terminals

CNT Channel Extenders, Model 5320-FTP

3420 Tape Drive

3803 Tape Drive Controller

3480 — A22 Magnetic Tape Subsystem
3480 - B22 Magnetic Tapc Unit
Pyramid Madel XXX

HFP-%000

Mini Computer — Sequent 830

Mini Computer - HP E Series

Mini Computer - Data General MY5500
Mini Computer - Data General MV56060
Mini Computer — IBM System 36

Mini Computer — HP K-200 Series
Xerox 4090X Printing System

WGSI
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Attachment C: Items Maintained Through Separafe Agreement
with OEM/3™ Party

Mini Computer — Netframe 450
Mini Computer - Netframe 8500
Ask Immigration System with VCS3500T
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Attachment D: Equipment Not Covered in FOS/HM Contract

Computer monitors over 17"
Computers with 386-class or lower-CPUs
Older Equipment e.g., dot-matrix printers
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Contract No,; COW-7-C-0013
Task Ordar No.: FOS93.007

TASK ORDER 7 - MAINTENANCE
CLN Maintanance Summary Unit‘Mos ¥ of mos Cost GEA Totsl
HAV Malntenance L — $
{see backup for CLIN detali) ——
H/W Malntenance $ 1" : $
[Total HW Maintenance Summary | ] (3| | ]
CLiN Labor Category Howrs Rate
1601 PPM Labor Rate 4 800 $
1602 QOPPM Labor Rate 1,400 $
|Total T&M Summary §,000 1 '
GLIN Labor Catagory FTE's Hours Rata
00-3102  Techmicai Manaper 1 177 D $
[Total Labor Summary 1 - [
Labor Categories for Ovartime OT Hours OT Rata
00-3102 AA Tachnical Manager 86 s
|Total Labor Summary for OT (T $ | )
Travel Summary Cost GEA
w2 cons | |+ 3
[Total Travel ] I l
Material Summary UnitMos # of Mos Cast GA
4001 Shipping $
4001 Materkal 1.0 $
4004 NelFRAME Supporl 11.0 $
4001 Microlog Support 11.0 $
4001 DS1 (1.544 Kbps) (telaphons lines) 110 $
[ Totar Material Bummary l ]
Yotal Task 7 Maintenance Susnmary (] [T BTN 92263 § 1auonisd
WG5S, Inc. m«uwammhmmhmmmummdum. October 29, 1568




Agraed 4 HiRetumn _ [Parsonal

CLIN _ |DESCRIPTION CLNQTY ) PRIGE EXT FRICE Ty o Sarvice  [Computers
{611 [Bar Code Readers and Scanners 2338 $ | $
1431 |Rar Code Printers 314 3 [ 1s
1061 |Oumb UAN Hub - ] ]
1261 __ Personal Computers — 486 S0U0X B.0T1 L 3 I
1271 |Personal Compuiars — Portium 10,049 | ] 3
1281 _{Personal Computers — Wacintosh PG 278 | [} 3 [
1201 | Parsonal Computers — PCs 1,600 $ []
1307 [Pernonal Compaiers — LAN Servers 3,000 3 t
1302 [Persoral Computers — LAN Sarvars OPPM 3 H
1311 |Paper Handiing Devices-Bursters/Oycollaters 10 | ]
17217 |Potters 70 3 ]
1351 [ Priciers — Lasar Priviave 3.969 -
11367 |Printers — Line Printers 161 $
1371 [Prirkers - Lofar Quality Printers 3,307 | $ | _sl
1381 [Remote Communication Gontrolers Uniis Fiii '3 1s
1401 |Scanners — Fiathad Scanner ) 808 £
1411 IScanners — Herndheid Scanner 7 [ L
4 [Scawers — Scanner 53 3
1431 [Q-Matic © Boarde 7 ) 5—"
(1431 T JETC Cal 3 ] 5|
1451 |IBM 3160 Printing Sysism ) F] i
1482  1BM 3180 Printing Systorm OPPM 2 N
1481 __[Hand Geomaty Scanner 2 [$ 3
SH i 174-1R Multiglaxor 2 [ ¥
1531__[iBM 3274-41C Controiens 2 ' § 8
1541 |Floppy Disk Orive-Exiernial ¥ | i 3
1551 THard Diak Drive-Exiomal i TR | 3 3
9561 [Hard Disk Orive 3 | 3
1571 |CD-ROM / WORM - Extarnal 743 | 3| 3 3|
1581 |CD-RGM / WORN - Mulltipie Externel 47 7% 2 $
1587~ [Tape Buckup Unii-External 241 {8 ] 1%
181 [SGn Sparc 2 ) 11§ ]
NOMAT [NO MATCH 0] 3 [ e ) ]

Subtolal B 36,606 s I

AdJustrment for no 4 hr retum to sarv JJ . ] i [

Adjustmant taclor for PO& —.j [

[} - T
ey
Adjusiment fector for ail other nqum_ { I
Tolal Monthly Recurring Charge for Malmianance | [ $4,118,110.30

WGS, Inc.

lluud:elumdptwdlhh-uhjﬁh
hmmhlﬁlmdﬁm

Oﬁ‘hhuﬂ.‘lﬁ"z



Contract No.: COW-7-C-0013

(b)(4) Task Order No.: FOS59.007

TASK ORDER 7 - INVENTORY [ (b)(4) ]

CLIN Labor Category FTE's Hours Rate Total
00-3102 Technical Managar 1 1727 $
DO-3118 Senior Logistics Specialhist 2 3,454 $
D0-3148 Senior Consultant Software Enginear 0.509 1570 $
00-3148 Softwars Enginser 1818 3,140 $
00-3119 Logistios Specialist 1635 2682 |
M-3120 Logietios Technican/nveniory Specialit 1636 2826 $
00-3129  Certified Network Engineer 1638  28% $
00-2105 DataBase Administrator 1.818 3140 $
01-3113 Computer Systems Technician 4.455 7,693 3

51. Computer Spociakist 2455 4,239 $

Mid-Lavel Computer Specialist 1.638 2826 $
00-3108 Systama Analyst o7 1,256

[Total Labor Summary . 2173 3 an - x|

" Labor Categorias for Ovartime OY Hours OT Rats

00-3102 AA Tachnical Manager 86 ' $
00-3118 AA  Sanior Logistics Speciaiist 173 3
003148 AA  Sanior Consultant Software Enginesr 79 $
00-3149 AA  Software Englneer 157 $
00-3119 AA Logiatics Specialist 141 $
01-3120 AA  Logistics Technician/inventory Spacinist 141 $
DO-3129 AA  Certifiod Network 141 3
00-3105 AA DutnBasa Adminisirator 157 $
013113 AA  Computer Systams Tachrician 385 $

Sr. Compuler Spacialist 212 $

Mid-Level Computer Spacialist 141 $
00-3108 AA Systems Analyst & s

[Fotal Labor Summary for GF 1578 - N |

Travel Summary Cost GEA

4002 CONUS
4002 Local Travel

(Total Travel

Othar Direct Cosls Cost GRA

4000 Facilty Spaca

4000 Temporary nventory Support

4000 Equipment Rantal

{ Total Other Direct Costs Summary

L

Matarial Summary Cost GRA

4001 HardweralSoftwars ’
4001 Material (Saftech) _ I I
| Tolal Materfal Summary I I

Total Task 7 inventory Summary 22 39,399 2,028,500 101377 § 3,970,055

WEES, Inc. u.auﬁuduunofpmpmddﬂ:hwhimwumﬁhnmhﬂhmdmm. Ooicber 29, 1w




TASK ORDER 7 - INVENTORY STAFFING DETAL

CUN  Labor Category FTEs Start Data
00-3102  Technical Manaper 1 Ol-Nov-R8
00-3118  Senior Logistioy Specialist 2 0¥-Nov-f8
M-Hov-08
DO-3148  Senior Consultant Software Enginesr 2 Of-Nov-68
01-Nov-08
0C-3144  Softwars Enginear 4 01-Nov-68
01-Nov-08
01-Mov-B8
O1-Now-08
00-3118  Logistics Spociaiist 2 01-Jani
01-lan-i0
Ut-3120  Logistics Techniclan/Invectory Speci 2 01~ Jur00
01-Jen-b8
00-317%  Cartifind Natwork Enginser 2 01-Jan-0g
O1-Jan-08
00-31Q05 DwtaBasa Administrator 2 C1-Nov-08
-Now-98
01-3113  Computer Systems Tochnician s 01-Now-@3
01-Nov-88
-Jan-m
Ot-Jan-99
: Ot-Jan-99
00-3108  Systema Analyst 1 01-Feb-00
Sr. Computer Speciafet 2 0t-Jan-99
8r. Compuler Speciakist H-Jan-99
Mid-Level Compuier Speciabiet 2 01-Jin-0G
Mic-Level Computer Speciaiist 01-Jan-88

Erci Dola

A0-Sep-08
0-Sep-00

X>-Bep-99
3-par-00
M-8
M-lar-D0
At-Mar-66
A1-Marbb

mcmﬂm_hmﬂbhm-\u-wdﬂ-m

Contract No.: COW.7-C-0013
Task Order No.: FOSBE-007

Oolvirer 29, ¥R -



_R +. CONTRACT ID CODE PAGE OF  PAQES
AMENDMENT OF SOLICITAY ' /MODIFICATION OF CONTRACT | T T
- AMEMOMENT /MODIFICATION NO. 3. EFFECTWE DATE 4. FEQUISTION/PURCHASE ALD. NO. 5. PRCUECT NO. (M agpixath)
0ooo01 01/11/99 SID-9-00062
s, SSUED BY CODE OFRC 7. ADMINISTERED BY (If other than ltem & cooe || AGQPRG
Immigration & Naturalization SVC Immigration & Naturalization Sve
Headquarters Procurement Headquarters Procurement Div,
425 I Street, N.W., Room 2208 425 I Street, N.W., ROOM 2208
Washington, D.C. 20538 Washington, D,C, 20536
B. NAME ANC ADDREES OF CONTRACTOR No., pirest, county, Sste and 29 Cocle} TIN: 4I157/I11D | 20| BA AMENDMENT OF SOLICITATION NC.
WANG GOVERNMENT SERVICES, INC
7900 WESTPARK DRIVE 8. DATED [BEE ITEM 11
SUTTE 1105 104 MODIFICATION OF CONTRAGT; ORDER NOL
MCLEAN, VA 22102-4299 COW-7-C-0013
X COW-9-p~0088
ATTN: I | (b){6) | 108, BATED [SEE TEM 13)
CODE | FaciLTY cone 12/21/98

11. THISITEM ONLY APPLIES TO AMENDMENTS OF SOLICITATIONS
[ The above numbered solicitation is amended as set forth in item 14. The Hour and date apecified for receipt of Otfers [} isextended, [ is not

extended.
Offars musat acknowledge receipt of this amendmant prior to tha hour and data specified in the solicitation or as ameanded, by one of the foliowing mathods:
(a} By complating erns 8 and 15, and returning copies of ths amendment; {b) By acknowledging recelpt of this amendment on each copy of the offer

aubmittad; or (¢} By saparate letter or teiegram which includes a raferanca to the solicitation and amencmant numbare. FAILURE OF YOUR
ACKNOWLEDGMENT 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. # by virtue of this amendment you desira tn change an oHer already submittad, such change may bs made by
tatagram or lattar, provided each telegram or letter makes refersncs 1o the solicitation and this amendmant, and is raceivad prior to the opening hour and date
apecifiad.

12. AGCOUNTING AND APPROPFRATION GATA i reauired;
1591220/918D,321B,B45.00 $459,136.00 15X8598/91SD.3215,148.00 $301,265.0 Increase 5760401.00

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

A, THIS CHANGE DADER I51SSUED PUASUANT TO: [Speciy authortly) THE CHANGES SET FORTH W ITEM 14 ARE MADE IN THE
™
CONTRAGT DARGEA NDLTEM 104,

A. THE ABOVE NUMBEREQ CONTRACT JORDER IS MODIFIER T AEFLELT THE ANMIN STRATIVE CHANGES {euch a5 changes in paying oifics, sppopiation date, st}
X SETFOATH 1N ITEM 14, PLIRSHANT TO THE AUTHORITY OF FAR 43.103 (k).

C. THIS SUPPLEMENTAL AGREEMENT 1§ ENTERER INTO PLIRSLANT T ALTHORITY DF;

0. OTHEA [Specty type of modification ang sulhorty;

E. IMPORTANT: Coantractor [X] isnot,  [7] is required to sign this decumant and returm copies to the issuing ofiice,

14, DESCRIPTION OF AMENDMENT JIMOCIFICATION ([Crganized by LICF section readings, including sclictation/momrant sublest matier whene fencible )
This Modification Has Changed The Obligated Amount
From §3,612,485,00 To $4,372,886,00
For A Net Increase of 3$760,40L1.00

[continued)

Encent Ak provided herein, all termt and conditiont <F Ihe document relemnced in Ham B4 of 104, & harstofors chanmged,
remalne unthanged and in full force and eitect,

185, NAME AND TI"LE OF SIGNFA {Typm ar prin] 164, NAME AND TITLE OF CONTRACTING DFFCEH (Types o7 prio)

Robert N, Beaty

153, CONTRACTOR/CFFEFICA 150 DATE SIGNEE 188, L T, ITE OF AMER 15C. DATE SIGNED
R = A l / L/ ]
(Shgnarite of peron authonzed o wgr) (Signature of Contracting Officed L é
NSN 1340.01 152 8070 205 STANDARD FQRM 30 (REV. 10-83)
FREVICLIS EDITION UNUISABLE Preacrlowd by G54, FAR (48 GFA) 5:{ 43 0-83)

Working Copy - »



ADP SUPPORT SERVICES

FOB: Destination

PEF. WD OF BEING CONT'D. FagE | oF
CONTINUATION SHEET COw-7-C-0013 COW-5-P-0D88 000001 2 2
NAME OF DFFEROA OR CONTRACTOR
WANG GOVERNMENT SERVICES, INC
ITEM NO, SUPPLIER/SERMICES GUANTITY  LINIT UNIT PPCE AMOUNT
2 D302 1 LO $760401.00 $760401.00

N5N 7540-07-152-8047

Working Copy

QOPTIONAL FORM 2238 (4 &8)
Sponyored by 334
FAR (48 CFRY 53,110




ok} FOR SUPPLIES OR sERVICES ) oS RS
IMPORTANT: Murk all packagen and papers with contract and for ordar numbers. 1 2
1. DATE OF ORDER 2 CONTRACT NO. [t any; 8 SHIPTO:
10/01/98 : COW-7-C-0013 o NAME OF CONSIGNEE
3, ORCEAND, 4. REQUISITICIN/ REFERESCE NO. U,S, IMMIG, & NATZ. SERVICE
COW-9-P-0088 8ID-9-00027 & STREET ADDRESS
5. 1S5LHNG DFFICE (Adciress commpandence to) RECEIVING UNIT, ROOM LI-264
Ismlgration & Waturalization Sve 425 1 BTREET NW
Headguarters Procuramsnt s GITY d. STATE | ». 7P CODE
425 I Straeet, N.W., Room 2208 WASHINGTON D DC 20516
Washington, D,C, 20536 1. SHIP Via
rto. Attn:f o el )
5. NAME OF CONTRACTOR — 8. TYPE OF DRDEA
WANG GOVERNMENT SERVICES, INC
b, COMPANY NAME D 1 PLACHASE @ b. DELIVERY
7900 WESTPARK DRIVE AEFEAENCE YOUR:

T TTRTT AT
“SUITE 1105

Encapd tor Billing instructions an the
fovere, this delhvery oiter m nubject
10 Ireiruchone comained on thie sikke

o STATE T, 1 ommu:n'd i -mo’
twrm nAallen of the
MCLEAN VA 22102-4299 abo momiserad contmes
8. ACCOLINTING AND APPAOPRIATIONS DATA 10, REGUISITIONING OFFICE
15X859B/318D, 321.5.145.00 INS SYSTEME INTEGRATION DIVISION
11 BUSINESY CLATHFRATRON (Chwch spprapiis Sowma))
D a BMALL El b. OTHER THAN SBMALL [:] ¢. ISADVANTAGED U o. WOMEN-OWNED
'oéll:?:ﬁt ion _ 14, GOVERNMENT B/L NO. ’s, a%m Eg :ﬁ%mT 18. DISGOUNT TERMS
13 PLACE OF
A INSPECTION B ALTEMAT
Daestination I Destination 12/31/98 Net 30 Days
17. RCHEDULE [Ses reverss for Aejactions)
OLIANTITY UNT CLANTTTY
TEM N, SUPPLIES O SERVICES OACEPED  |UNIT PRICE AMOUNT ACCEFTED
%) o =) ] E 17 @

Tax ID Humber: 4£11571110

This order is for Task 5, Field Operations Support, hnder cohtract

COR-7-C-0013, for PY93,

This task im described and the pricing for it im conkained
wh
L hareto,

The total estimpted price of thisw task i $23,874,90p.02.

ih attjchment

1l Danz - 1 LO $3612485.00 £36124R05._00)
AD¥ SUPPORT SERVICES
T8, SHIPPIRG POIRT 16. GACSE S, PRING WEIGHT 20, INVOICE 3.
21, MAIL WVDICE TQ: 12‘;2“
. NAME US IMMIGRATION & NATZ., SERVICE $0.00; PWw
SEE BILING FINANCE BRANCH
insTRUGTIONS] > STREE ADPRESS (01 P0.8ax 4 25 | GTREET, N.W., ROOM 6034
o 3612485, 00 .0
——— o STATE  [w.2F § 8 <4  GhRANN
WASHINGTON D¢ 20536 ToTAL

Pl
22 UNITF D STATES OF AMERICA,
BY (Sgnanre) .' /?/

23, NAME [Typad)
Robert N. Beaty

TITLE. CONTRACTING ; DRDERING OFF-CER

AUTHORIZED:

Pravvious editicn nof oeakle

FOR _OGAL REPRODUCTION®

OPTIONAL FORM 347 (Rev 8/a5)
Prescribad by GS&; FAR {48 CFF) ¥2.213(¢)



Page 2 of b

SUPPLEMENTAL INVOICING INFORMATION

R

If desired , this ordar (or a copy theteot) may be usad by the Cantractor as the Contractor's invoice, instsad of a saparate invoice, ‘brovide ihe
following stetemant (signed and datad), la on (or attached to) the ordar: “Paymant is requested in the amount of $
submifted.” Howaver, if the Contractor wishes to submit an invoice, the fallowing infarmation must be provided: contract numbar (if any), order rumber,
itern nurnbar(s), description of supplies or services, sizes, quantities, unit prices, and extended totals. Prepaid shipping costs will be indicatad as a
seperate item on tha invoice. Where shipping costs excead $10 (axcept for parcal post), the billing must ba supportad by a bill of lagding or receipt. Whan
several vrdlers ara invoicad to an ordeting activity during the sama billing pariod, consolidated periodic billings ara sncouraged.

. No othar invoice will be

AECEIVING REPORT

Quantity in the "Quantity Azcepted” column on tha tace of this order hasbesan: D Inspactad, D scceptsd, D recatvad
by ma and oonforms to contract. tama listad beiow have bsean rajsctad for thas reasans indicated.
SHIPMENT | PARTIAL T T T T aae Receven. HGNATURE OF AUTHORIZEDUS. AOVT, FeP. Teare ™~ T

NUMBER | FrusL
TOTAL COMTAINERS GROSS WEIGHT RECEIVED AT FITLE

REPORT OF REJECTIONS
QUANTITY .
ITEM NO. SUPPLIES OF SERVIGES UNIT REJECTED RFASON FOR REJECTION

OFTIONAL FORM 247 {(REV. 5/05) BACK
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COW-7-C-0013

Task Order and Service Level Agreement S -- Field Operations Support
Part L Task Order

Contract Number/Task Order Number: COW-7-C-0013/FOS99-005
Response Date: October 7, 1998 (Amended Octaber 26, 1998)

3 Requirements
Task 1 - Information Technology Support Services for INS Field Offices

Wang Government Services Incorporated (WGSI) will meet the requirements for field
office support. The Field Operations Support (FOS) project manager who is part of Task
Order 1 -~ Program Management is the focaf point for all FOS activities. The FOS
Project Manager and his deputies are tasked with providing seamless support between
support supplied under separate task orders and this task. Support for foreign offices will
be limited to travel from INS offices located within the borders of the United States.

Theater Concept: WGSI understands that the Immigration and Naturalization Service
(INS) uses a Theater Management concept to implement FOS. 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 operating ratio of 1 support
person for every 100 users.

Operational Areas; WGSI plans to implement the FOS program using operational areas.
These operational areas encompass multiple theaters while maintaining, to the greatest
extent possible, the integrity of the existing INS organizational structure. The FOS
operational areas are shown in Figure 1. WGSI shares the belief held by INS
management that the ratio of support staff to user population should be higher. There are
several factors that bring WGSI to this conclusion including:

¢ acontractor support workforce, particularly at the Service Centers, which requires
support and is not included in the user side of the ratio

* agrowing workforce, which requires more support and training than a stable
workforce
a geographically dispersed user community -
INS’s current initiative on the deployment of basic office automation and INS
developed applications.

WGSI 10/26/98
2

Use or disclosure of proposal data is
subject to the restrictions on the title page
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COW-7-C-0013

Figure 1. FOS/HM Operational Areas

FOS INS/HM Operational Areas

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 local area network (LAN) management, or any other type of
support requested that would be handled on a regular basis. The second type of support
is the handling of trouble calls for the field users. The INS Help Desk or the users calling
the support staff directly without the benefit of the INS Help Desk initiating a trouble call
could generate these calls. This support encompasses a wide range of services from
printing problems, hardware maintenance, and supporting both commercial off-the-shelf
(COTS) software and INS-specific applications. The third type of service required by the
field could 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.

WGSH 10426498
3

Use or disclosure of proposal data is
subject to the restrictions on the title page
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Organizational Structure; WGSI will utilize an organizational structure that takes into
account both the various types of service required under this task order and the theater
management concept, The FOS Task Order 5 organization is shown in Figure 2.

] ]

NE Opaneiseni My | | SE Opesabonl My | | NC Opertimal e | | SC Opornion iy, | | N Oporotion g | | 5w Oporutionn iy

Harel FOS Tk Order 5 Qrpimtion

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. Two deputy project
managers will assist the project manager with day-to-day operations.

Below the project manager, there will be three regional managers, who have
responsibility for the FOS activities in their respective regions. Currently, WGSI has
staffed two regional managers. These regional managers are located in Laguna Ni guel,
California at the Western Regional Office, and El Paso, Texas at the District Office (DO)
for the Central Region. WGSI will staff a regional manager for the Eastern Region when
a mutually agreed upon site is identified. While the Western Region’s manager is located
at the regional office, WGSI feels the placement of the Central Regional manager at the
El Paso DO places the responsibility at a critical site within the region. These regional
managers are proposed as Technical Manager, Operations.

Each region is subsequently divided into two operational areas that have managers
responsible for activities in those operational areas. The sites with operational managers
are the Burlington Administrative Center (Northeast Operations), the Miami DO
(Southeast Operations), the Nebraska Service Center (North Central Operations), the
Dallas Administrative Center (South Central Operations), the Los Angeles DO
(Northwest Operations) and the San Diego DO (Southwest Operations). Operational
managers work with the INS theater managers to stay apprised of support requirements
within the theaters 10 maintain adequate support for the theater, or to request additional

WGST 10/26/98
4
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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 proposed as Technical
Manager, Operations.

Within each operational area, there will be TMs for specific sites that are of sufficient
size or complexity to require dedicated management support. These sites will include the
Washington, DC area, Chicago, and any other sites (i.c., Buffalo, Seattle, etc.) that the
INS deems necessary. These TMs have the responsibility for managing site specific
resources, ensuring that support requests are documented and tracked, and that the
required reports are completed. The TMs work with the operational managers to provide
the required support throughout the theaters.

Smaller sites have individuals designated as site leaders. Site leaders report 1o 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.

Travel Requirements: This management organization will necessitate extensive travel at
the theater level for service requirements and at the operational and regional area levels to
ensure that the support required is being supplied. Travel required by the Program
Manager, Project Manager and the Quality Assurance (QA) Manager are part of Task
Order 1 — Program Management.

Staffing and Recruiting: The WGSI FOS project manager will work with the INS
program management staff to define the support required to reach and maintain correct
staffing levels. Once staffing levels and locations have been defined, WGSI will recruit
using the Staffing Plan outlined in Task Order 1 — Program Management.

Employee Development and Training. WGSI 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 a
critical component of all employees, ificluding management. WGSI will work closely
with INS program management to plan and execute a comprehensive training program,

WGSI will provide an Individual Development Plan (IDP) for each employee that
requires a waiver. This IDP will be included as part of the employee’s Performance
Management Plan (PMP). An employee PMP is part of WGSI’s policy 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 ensure

WGS] 16/26/98
5
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that employees of that menager are making measurable progress. There will be a semi-
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 fevel.

Employee Retention: WGSI realizes that retaining outstanding performers is as
important as finding good candidates to both the INS and WGSI. We belicve that
retention of staff is based on tangible and intangible benefits. WGSI 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: Task Order 5 mandgement will actively participate in the Quality
Control (QC) Team. The QU Team (under Task Order I - Program Management) will
be formed to identify and recommend measures that 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
will meet regularly and facus on deficiencies, recommendations, and suggested
improvements obtained from customer surveys, field managers, support personnel, and
others. This information is applied 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, the Project Manager and his deputies, 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 systems management support under this task order. This support will be
performed 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 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

WGSI 10/26/9R
6
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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 responsibie organization for it to be tracked as a
project. On-~going projects will be reported on & weekly and monthly basis as part of the
standard reports. WGSI is aware that the role of a support organization is to maintain and
enhance the abilities of the users to perform their day 1o day jobs. To this end WGSI will
plan 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 {Centract Section C.4.11) In most cases, WGSI will
meet the governments stated requirements for documentation. The exception to this rule
is COTS software applications and hardware documentation. Wang believes that, based
on the fact that INS will procure these items, they should bear the responsibility to
provide this documentation. Wang will assume the responsibility to maintain, store, and
distribute this COTS documentation,

WGSI realizes that site specific documentation could 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 site, regional, or headquarters level will be evaluated as a project and a level of
effort needed to perform the project will be presented to INS management before
development of new documentation witl 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 INS personnel, this
documentation can be reproduced and distributed to the users, Site leads will atso be
responsible for receiving any bulletins, newsletters and other documentation from INS
FOS/HM management 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) WGSI respectfully submits
that software development is not covered in the current contract, and therefore declines to
support any such effort. However, WGSI will meet the remaining requirements af this
subtask. The support areas described in this section span all three 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 WGST's intent to staff theaters with a mix of labor categories that witl be
able to support a majority of the requirements of a theater. If theater resources do not

WGSI 10/26/98
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meet specific needs, 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. If the 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 mest
the new requirements, but WGSI will work with the INS to have the appropriate
workforce in place.

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

The period of performance for this task order is 1 November 1998 through 30 September
1999,

As required by INS, WGSI will provide on-call duty in accordance with Section G.7 of
the contract,

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.

7. Security Requirements
WGSI will meet the governments stated security requirements.

3. h i osts

WGSI expects to incur costs for local travel, long distance travel, pagers, training, etc., as
listed in the attached cost section.

WGSI is not required to obtain prior written approval of ODC's for travel, supplies, and
overtime. However, the expenditure of funds for these items will be coordinated with the
INS Site Manager / Task Manager. WGSI will obtain written approval from the COTR
for unusual ODC’s such as training and conferences.

WGSI 10/26/98
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.(2) End User Organization:

rvi ment

Contract Number/Task Order Number: COW-7-C-0013/FOS99-005
Introduction

a. Orgsnizations Invelved

(1)  Service Provider: WANG Government Services, Inc. (WGSI)
(a) POC Names: | | Project Manager
{b)  Location: BOO [ Street, NW
6" Floor, Suite 640
Washington, DC 20001
(c) Telephone Numbers: (703) 827-3096

(a) POC Names: Glenn Hall
(b)  Location: 801 I Street, NW
6™ Floor, Suite 640
Washington, DC 20001
{(c)  Telephone Numbers: (202) 616-7655

b. Purpese: The purpose of this Service Level Agreement (SLA) is to state the
relationship between the service provider and the end-user organizations. It specifies
the services and commitment of WGSI as well as the expectations and obligations of
the end-user organization.

3 Responsibilities of Service Provider (WGSI)
3.1 WGSI agrees it will:
a) Maintain effective staffing levels for the Eastern, Central, and Western
regions and their respective geographical theaters with FOS/HM personnel.
b) Meet INS adjustments to FOS/HM staffing levels within 60 working days
after receipt of written notification to adjust the staffing levels.
WGSI 10/26/98
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3.2

8)

h)

Respond to field-site needs and priorities.
Coordinate support activities with Theater Managers.

Make arrangements with INS for faci lity access.

Maintain an effective line of communication between the WANG Project
Management Office staff in Washington DC, the WANG Field
Representatives and the INS Theater Managers.

Manage and administer WANG personnel matters such as time and
attendance, personnel issues, vacations, and work assignments.

Provide travel trip reports to INS Site Manager, as required and agreed-upon.

Conduct periodic surveys with the Theater Managers to monitor customer
satisfaction.

Performance Incentives

The table below provides the performance incentives for the Field Operations SLA.

Element Standard Performance  |Messurewwent  |Sewrce |Performance Factor [Calenlations
Requirsment  |Interval
Employes FOS on-uite saffing  [Ng deviation Quartarly INSight, |+~ 1% for maffing, [Performance = Actual
Staffing mainizined at from the Manning +- 1% variance, 3% |on-site enployee staffing
f: establishad Reports,  [of labor price as mossurad at the projoct
standard . Invoices Hm:urmm incentive  |level plus candidates o
mubmitted 1o INS for
socurity clearance(s) for
_ over 30 duys.
2

3.2.1 Contractor Payment

WGSI
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4
Contractor Payment for performance of service that meets the standard, the

contractor shall be paid the validated bill for the service.

For performance of a service that does not meet the standard the contractor
shall be paid the validated bill for the service less the reduced value of the
service for unsatisfactory contract performance. The reduced value will be
determined by using the variance determinant established in the performance
factor column.

For performance of a service that exceeds the standard, the contractor shall be
paid the validated bill for the service plus a positive incentive credit for
exceptional contract performance. The performance credit will be determined
by using the variance determinant established in the performance factor
column,

Any reductions or increases to a validated bill for service will be made during
the period in which the contracting officer makes the determination that a
reduction or increase is appropriate, regardless of the period in which the
performance occurred.

The total amount of incentive or penalties shall not exceed 3% of the total
invoice value for labor.

Example of Determination of Reduction

LT N Y

Assume an annual task order value of $9,000,000.

Assume that the measurement is quarterly.

Assume the amount placed at risk is $2,250,000 (39,000,000/4).
Assume the standard requires an 87% FOS on-site staffing level.
Assume that the contractor achieved a 85%.

Assume that the adjustment is equal to the percentage variance.
Assume the calculation is determined by:

Number of FOS personnet on-site = FOS Staffing

Number of FOS authorized positions

Assume the total adjustment is capped at +/- 3%,
The total estimated reduction for unsatisfactory performance is:

Total task order value at risk: $2 250,000
Number of FOS authorized positions; 300

WGSI
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Number of personnel on-site and submitted for security clearance (over 30
days): 255

FOS Staffing: 85%

Adjustment is equal to the percentage variance

Variance: 2%

Total Reduction for the Quarterly Period: $45,000 (32,250,000 times .02
variance)

3.2.3 Example of Determination of Performance Credit

® e on TR

Assume an annual task order value of $9,000,000,

Assume that the measurement is quarterly.

Assume the amount placed at risk is $2,250,000 ($9,000,000/4).
Assume the standard requires an 87% FOS on-site staffing level.
Assume that the contractor achieved a 89%.

Assume that the adjustment is equal to the percentage variance.
Assume the calculation is determined by:

Number of FOS personnél ofi-site = FOS Staffing
Number of FOS autharized positions

Assume the total adjustment is capped at +/- 3%.
The total estimated reduction for unsatisfactory performance is:

Total task order value at risk: $2,250,000

Number of FOS authorized positions: 300

Number of personnel on-site and submitted for security clearance (over 30
days): 267

FOS Staffing: 89%

Adjustment is equal to the percentage variance

Variance: 2%

Total Performance Credit for the Quarterly Period: $45,000 ($2,250,000°
times .02 variance)

Responsibilities of the End-User Organization

The end-user organization agrees it will:

a) Provide infrastructure support, including workspace, desks, telephones,

personal computers (PCs), copiers, supplies, eic.

b) Assess the operational requirements within the theater,

WGSI
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c) Direct or re-direct information technology resources.

d) Provide assistance outside the theater if directed by the Dlrector of User
Services.

e) Establish task priorities.
f) Provide technical oversight.
g) Monitor WANG's performance.

h) Provide oversight and management of the FOS support and resolve conflicts
between Theater Managers and WGSI. (User Services Branch)

i) Establish the staffing levels for INS Regions and Theaters to measure WGSI’s
performance. The established staffing level for Task Order 5, Field
Operations, is reflected in WGSI's cost proposal dated October 7, 1998,

i) Monitor performance based on established staffing levels. Provide 60
working days to WGSI to meet the established performance measures. This
60 working day period shall start upon written notification to WGSI of an INS
adjustment to the required FOS/HM staffing level.

4. Conclusion

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

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 10/26/98
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Service level and procedures established herein have been agreed to by parties
represented by the undersigned.

N agn A

Immigration & Naturalization Service Contracting Officer

Immigration & Naturalization Service COTR

G Ao

/lﬁmigmion & Naturalization Service End User Representative

Service Provider Representative Signature

[ (b}6) |

Setyice Provider Contrak) Representative Signature

Attachment(s);

INS FOS/HM Theaters by Region

WGSI 10/26/98
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INS FOS/HM Theaters by Region

Eastern Region

Baltimore
Boston

Buffalo

Detroit

Flovida

Georgia
Glynco

Maine

"New Urfleans
New York City
Ohio Area
Philadelphia
San Juan Area
Vermont
Vermont Service Area
Virginia

Central Region

Chicago

Del Rio

Denver

Grand Forks
Houston
Kansas/Missouri
Laredo

Montana

Nebraska Service Center
Northern Texas

San Antonio

South Texas

Texas Service Center
Twin Cities

West Texas

WGSI
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INS FOS/HM Theaters by Region (continued)

Western Region

Arizona

California Service Center
Los Angeles

Northem California
Pacific Northwest
Pacific Ocean

Portland, Oregon

San Diego

WGS] 10/26/93
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Wice Prasident, Contracts

29 Qctober 1998
JOS/155/98

Roberi N. Beaty

Coniracling Officer

Immigration and Naturalization Service
425 | Straet, N. W. Room 2102
Washington, D.C. 20536

Subject: Contract Number COW-7-C-0013, Task Order FOS99-004
Revised Proposal Submission

Reference: Statement of Work dated Auglist 21, 1998

Dear Mr. Beaty:

Wang, Government Services Inc. (Wang) is pleased to submit the enclosed revised Technical and Cost
Proposals under the subject contract in response 1o the referenced Statement of Work for Headquariers’
Automated Data Processing Operations. This proposal is offered on a Time and Matcrial basis and will
remain valid for 30 days.

This submission mcorporates the agreements reached during negotiations.  Wang looks forward to

continuing our parinership wi __[f vou require any additional information or have any questions,
please feel free Lo cuntac At 703/827-3474 or myself at 703/827-3318.

Sincerzgly,

Vice President Qontracts
Encl. a’s
(ol G, Hall, INS

R. Muiray, INS
B. Totten, INS

SN Wedpok Drere m 0 A Loz, WA 22102 4000 Wang Government Services, inc.

o T PRI g e o
Ahow T el SOE RIS WD e s SO RS 30w i e cbveng o e neenel bt s w1



TASK ORDER TECHNICAL PROPOSAL

In Response to Contract COW-7-C-0013
for

Immigration and Naturalization Service

“Task Order No. FOS89-004 dated August 21, 1998 (Revised 9/3/98)
Prepared for:

Robert Beaty
Contracting Officer
immigration and Naturalization Service
Headguarters Procurement
425 | Street, NW, Room 2102
Washington, DC 20530

Prepared by:

Wang Government Services, Inc.
7900 Westpark Drive
Mclean, VA 22102.-4299

October 7, 1998 (Amended October 29, 1998)

This proposal or quotation includes that shal not be disclosed outside the Government and shall not be
duplicated, used, or disclosed - in whole or in part - for any purpase other than to evaluate this proposal or
quatation. If, however, a contract is awarded to this offeror or quoler as a resull of, or in connection with,
the submission or this data, the Government shall have the right to duplicate, use or disclose the daa o the
extent provided in the resulting contract. This restriction does not lumit the Government's right to use
information contained in this data if it is obtained from another sonrce withont restriction. The data subject
to this restriction is contained in sheets which have the restriction legend.

A
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WANG GOVERNMENT SERVICES RESPONSE

Task Order and Service Level Agreement 4 - Headquarters Operations
Contract Number/Task Order Number: COW-7-C-0013/F0OS99-004

Date of Order; 8/21/98
Date of Response: 10/7/93 (Amended 10/29/98)

PART 1. TASK ORDER
Wang Government Services, Inc. (WGSI) agrees to meet the requirements stated in this task

order. Staffing and management support will be provided to facilitate Information Technology
operations at INS Headquarters. WGSI support is detailed in the following paragraphs.

3. Reguirements and Deliverables

Task 1 - Information Technology (IT) Support Services for Headquarters Operations
Subtask 1-1 - Computer Operations Support.

WGSI will provide Computer Operations Support in the Data Center at the Chester Arthur
Building (CAB) on a 24 hours/day, 7 days/week basis, to include the following:

¢ Backup and archiving activities for the UNIX and Data General platforms

* Proactive supply management tc insure the printing capability for 24 hours by 7 days
requirement,

* Facility management of INS ADP data tenter. Insure all access to the ADP data center is in
accordance with the INS security policy. Report any problems to the ADP branch manager
and INS facilities security.

* Provide limited hardware recovery and coordination of problem escalation procedure.

* Monitor and control the output processing through use of the MVS system console,

* Manage events within the ADP data center through use of audit and tracking systems, e.g.,
Production Daily Report,

* Develop and monitor the supply inventory system.

WGSH 10/29/98
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Develop assortment of reporting mechanism to insure the ADP branch is kept informed of all
critical activities within the premise of ADP data center,

Monitor and implement corrective action on the RAFACS® NetWare servers

Perform limited hardware malfunction preventative procedures such as replacement of
consumable parts for printers, vacuuming and cleaning of internal as well as external
components of printers and limited reactive response to certain printer error codes.

Provide recommendations on supply vendor issues such as the rebate program to generate
credit on expended consumables.

Provide technical input on various topics such as the UPS (Uninterrupted Power Supply) and
ADP floor plan review to insure that all hardware requirements are satisfied in the floor
design specification.

Interface with the hardware vendors to monitor vendar’s service level commitment and report
any discrepancy to ADP Branch Manager.

Generate periodic reports regarding performance of given hardware devices to determine the
overall availability. .

Subtask 1-2 — Production Control Support.

WGSI will provide Production Control Support on a 24 hours/day, 7 days/week basis for INS
application systems that are operational at the Justice Department Data Centers (JDCs) in
Rockville, MD, and Dallas, TX, and at the Headquarters Operations Center. Support includes:

Monitor and control all aspects of production batch and online environment through use of
MYVS/TSO facilities control.

Provide applications system recovery and coordinate problem escalation procedure.

Manage events within the production control environment through use of audit and tracking
systems, e.g., Production Daily Report.

Develop reporting mechanisms to insure the ADP Branch Manager is kept informed of all
critical activities within the INS production control and its system environment.

Monitor and implement corrective action on the RAFACS’ NetWare servers.

WGSI 10/29/98
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s Control and implement corrective action for all applications systems under the contral of CA
Scheduler.

» Provide problem determination for batch jobs controlled by CA Scheduler that terminates
abnormally.

» Provide on request and ad hoc job processing for the Database and Applications Programming
Group.

¢ Restore data sets upon reguest.
s Provide problem resolution support to the INS Help Desk for mainframe related issues.

» Manage and coordinate production turnover for new applications systems through the INS
SDLC Production Tumover Procedure.

o Coordinate all activities associated with system outages with JDC data centers, HQ
Operations Center and Help Desk support organizations. Broadcast all outage notification to
the end users via TeleView and Cemail. Provide central point of coordination for these
activities.

» Provide technical input on the evaluation of sutomation products, including CA Unicenter,
OPS MVS II and other software products, that facilitate efficient control of the Production
Control Environment.

Subtask 1-3 — Magnetic Media Library Management and Contrel.

WGSI will manage and control INS Magnetic Media Libraries located at the Headquarters
Operations Center. Support tasks include:

» Initialize the cartridge tapes for use by users processing their batch run on the COW gystem.
e Setup cartridge tapes for delivery to FBI HQ via a courier.

¢ Monitor the Tape Management Subsystem (TMS) report once access to this subsystem is
granted.

Subtask 1-4 — DASD Management and Control.

WGSI will provide DASD Management and Control, to include:

WGS1 10/29/98
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s Manage data sets, develop naming conventions, and monitor data sets.

Perform backups.

e Monitor DASD usage; provide input to ADP Branch Manager for billing purposes.

Subtask 1-5 — Capacity Planning.

WGSI will provide Capacity Planning support including:

Gather data using performance monitoring tools such as CA-MICS and other tools (e.g.,
SMF) that provide information about allocation and use of computing resources.

Analyze data and develop workload projections. This data is submitted to the JDCs for
projecting growth trends and future system usage.

All information gathered and processed is incorporated into the JDCs Capacity Plan.

Subtask 1-6 — Contingency Planning.

WGSI will update and maintain the INS ADP Contingency Plan through the following support
activities:

Review the current Contingency Plan and identify changes in the business environment that
have occurred since the date of the plan.

Facilitate the identification of changes to the business environment by developing a
questionnaire to be provided to the INS systems managers, database administrators, and
application programmers. This questionnaire will be developed and distributed as
coordinated with and approved by the INS ADP Operations Branch manager.

Perform a business impact analysis on the changed business environment.
Develop detailed system recovery procedures based on the business impact analysis and the
current computing system environment. The objective of the recovery procedures is to

facilitate continuity of operations.

Review and test the plan annually.

Subtask 1-7 — Documentation.

WGS1 will develop and maintain the following documentation:

WGSI : 10/29/98

5

Use or disclosure of proposal data is
Subject to the restrictions on the title page



COW-1-C-0013

 Existing and new procedure manuals and related documentation concerning functions
performed and services provided under this Task Order.

o Change notices, system outage notices, and other written documentation as required to
inform users about ADP operations and related support.

e SDLC documentation updates.
Subtask 1-8 - Technical Support.
WGSI will work with INS ADP Operations Branch management to define and prioritize
technical support projects. Some projects may require technical support not identified in the
aforementioned subtasks of this Task Order, or may require a level of effort greater than that

proposed to support the other subtasks. In these situations and at INS’ request, WGSI will
submit separate proposals to the INS that address the identified technical support projects.

Subtask 1-9 — Systems Security Support.

WGSI will provide computer security support for technical security systems including the
following activities:

s Insure integrity of all data using INS-provided tools such as CA-Top Secret.

» Control passwords across multiple systems using the INS Password Issuance Control System
(PICS).

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

The period of performance for this task order is from November 1, 1998 through September 30,
1999,

The INS Task Manager and the WGSI Technical Manager shall establish the work schedule no
later than 30 days after the effective date of this task order.

As required by INS, WGSI will provide on-call duty in accordance with Section G.7 of the
contract. ‘

5. Place of Delivery or Performance

The proposed personnel supporting Production Control and Computer Operations will be located
in the Chester Arthur Building (CAB) at 425 1 Street, NW, Washington D.C. All other proposed
personnel will be located at 801 I Street, NW, Washington P.C.

WwGSI 10/29/98
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6. Deliverables

WGSI will provide weekly and monthly task management status reparts. These reports will
address the status items identified in the Task Order.

Additional deliverables and work products shall be defined by the INS Task Manager and the
WGSI Technical Manager no later than 30 days after the effective date of this task order.

WGSI will also provide ad hoc operational and administrative reports as requested by INS
management. The staff proposed herein will support these reports. WGSI will notify INS if the
requirements for ad hoc reports exceed the proposed level of effort. '

7. Security Requirementy

WGSH will meet the INS security requirements. With the consent of INS, certain individuals
may be authorized to start performance under this Task Order prior to obtaining a security
waiver. These individuals and their performance constraints during the "early start" period will
be agreed to in writing by WGSI and INS (COTR and Technical Point of Contact).

8. Other Direct Costs

WGSI expects to incur costs for local travel, long distance travel, pagers, training, etc., as listed
in the attached cost section. WGSI will provide courier service, on a requested basis, to deliver
outputs or other materials to designated locations.

WGSI is not required to obtain prior written approval of ODC's for travel, supplies, and
overtime. However, the expenditure of funds for these items will be coordinated with the INS
Site Manager / Task Manager. WGSI will abtain written approval from the COTR for unusual
ODC’s such as training and conferences.

9. Proposed Staffing

To satisfy the requirements and to provide the deliverables identified above, WGSI proposes the
following staff:

Management
1 Technical Manager

] Systems Analyst (documentation and operations support)

Production Control / Computer Operations
1 Senior Systemns Analyst

3 Systems Analysts (Full Time)

WGSI 10/29/98
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3 Systems Analyst (Part Time/On Call)

7 Lead Computer Operators (Full Time)
3 Lead Computer Operators (Part Time/On call)

T ical Support {all full tim

2 Systems Programmers (Magnetic Media and DASD)
1 Senior Systems Analyst (Capacity planning)

1 Systems Analyst (Contingency planning)

2 Systems Analysts (Systems security)

2 Lead Computer Operators (Systems security)

1 Systems Programmer (UNIX)

i Database administrator (IDMS)

The staffing above totals 23 full time positions and 6 part time / on-call positions. The part time /
on-call positions are utilized to cover weekend wark as well as coverage in case of absences.

The proposed staffing results in the staffing level suggested by INS as depicted below.

INS RECOMMENDED STAFFING - P ion Control i
Lead Senior
Computer Systems Systems
Operator Analyst Analyst

M - F day shift 3 I 1

M - F second shift 2 1

M — F third shift 2 1

S /S day shift (part time) 1 1

S/ § second shift (part time) i 1

S /'S third shift (part time) 1 i

TOTAL = 11 full time; 6 part time

PROPOSED STAFFING — Production Con ration
Lead Senior
Computer Systems Systems
Operator Analyst Analyst

M —F day shift 3 1 1

M - F second shift 2 |

WGSI 10/29/98
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M - F third shift 2 1

S/ S day shift 1 1

8 7S second shift 1 1

S/ 8 third shift 1 |

TOTAL = 11 full time; 6 part time

WGSI 10/29/98
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PART I1. SERVICE LEVEL AGREEMENT

1.

Contract Number/Task Order Number: COW-7-C-0013/FOS§99-004

2. Introduction
a. Organizations Involved
(1)  Service Provider: WANG Government Services, Inc. (WGSI)
(a)  POC Names:| ] (_bye) ]
(b) Location: 801 I Street, NW
Washington, DC 20001
(c)  Telephone Numbers: (202) 616-7655
(2)  End User Organization:
(a) POCNames: Mr. Ray Murray
()  Location: 801 I Street, NW
Washington, DC 20001
(c)  Telephone Numberss: (202) 514-2086

b. Purpose: The purpose of this Service Level Agreement (SLA) is to state the
relationship between the service provider and the end-user organizations. It specifies
the services and commitment of WGSI as well as the expectations and obligations of
the end-user organization.

3. Responsibilities of Service Provider (WGSI)
3.1 WGSI agrees it will:

a) Provide computer operations and production control support and staffing coverage 24
hours per day, 7 days per week.

b) Operate and monitor the INS environment at the HQ Operations Center including
MVS peripheral equipment, minicomputers {including UNIX-based systems),
microcomputers, and Local Area Networks (LANS) as identified in Part I, Subtask
1-1 and Subtask 1-2, above.

¢) Perform printing services, backup and archiving procedures, disaster recovery, and
prevention procedures.

d) Provide, as a minimum, the following production control support: job scheduling, job
submission, job recovery/restart, problem determination and user notification, input
preparation, input/output control, output distribution, and file backup and recovery.

WGSI 10/25/98
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e) Operate and maintain magnetic media libraries located at the HQ Operations Center
and the JDC-D.

f} Respond to user requests to manage data sets resident on INS tapes; operate and
maintain an automated media library management system; and maintain and execute
a magnetic media rehabilitation and disposal program.

g) Manage and control Direct Access Storage Devices (DASD).

h) Establish storage management procedures and rules, and use INS-provided automated
storage management tools as identified in Part I, Subtask 1.3 and Subtask 1-4, above.

i} Respond to user requests for disk storage space; maintain the integrity of INS data
sets residing on DASD; maintain files and perform data base backup and recovery
procedures; perform disaster/recovery support; and monitor DASD usage.

j) Analyze plans, develop workload projections, and prepare an annual Capacity
Planning Report.

k) Update, administer, test, and maintain the INS ADP Contingency Plan,

) Develop new, and maintain existing procedure manuals and related documentation
concerning functions performed and services provided under this Task Order.
Develop change notices, system outage notices, and other written documentation as
required to inform users about ADP operations and related support. Update INS
SDIL.C documentation associated with the subtask activities identified in Part 1, above.

m) Provide technical assistance to support operating systems, DBMS, and commercial
software applications in accordance with the activities identified in Part I, Subtask
1-8, above.

n) Provide computer security support for INS-provided technicat security administration
tools such as CA Top Secret and IDMS DD, and various access control services for
user access to INS applications and databases.

0) Provide a courier service, on request, to deliver outputs or other materials to
designated Jocations.

3.2 Performance Incentives

The following table provides the performance incentives for the HQ Operations SLA:

WGSI 10/29/58
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{b)}(1) |

Headquarters Operations Performance Incentives

Element Requirement | Standard | Management | Source Performance | Calculation
Interval Factor ’
Production Sot contract jobe | Quarterly Exception { +/- 1% total Performance
Contral Section C4.3 [o0 Report monthly price for | = Record of
Support within production control | actual jobs
schedule operations (labor | completed
only) as reflected
in individual task
order @ +/- 2%
doviation.
Maximum of +/-
3%
Staffing of | See contract |L_Jof the Quarterly Staffing | $1000 +/- for cach | Staffing =
Technical Section B4 below report persontoa people on-
Support designated maximum of board or in
posilions $2000 / month security > 30
filled and on- days
board
321 r Payment

For performance of service that meets the standard, the contractor shall be paid the
validated bill for the service.

For performance of a service that does not meet the standard the contractor shall be
paid the validated bill for the service less the reduced value of the service for
unsatisfactory contract performance. The reduced value will be determined by using
the variance determinant established in the performance factor column,

Any reductions or increases to-a validated bill for service will be made during the
period in which the contracting officer makes the determination that 2 reduction or
increase is appropriate, regardless of the period in which the performance occurred.

When the reason for a job failing to complete on schedule is due to circumstances or
causes outside the control and responsibilities of WGSI, the job will be considered to
have completed on schedule for purposes of calculating incentives under this service
level agreement,

For purposes of the staffing Performance Incentive, the following positions comprise
the group to be measured:

WGSI
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i

%
Management
1 Technical Manager
1 Systems Analyst (documentation and operations support)

Technical Support
Systems Programmers (Magnetic Media and DASD)

Senior Systems Analyst (Capacity planning)
Systems Analyst (Contingency planning)
Systems Analysts (Systems security)

Lead Computer Operators (Systems security)

Systems Programmer (UNIX)
atabase administrator (IDMS)

— k) b e e B

3.2.2 Example of D ination of R i

Assume an annual task order value of $1,000,000.

Assume the measurement is quarterly.

Assume the amount placed at risk is $250,000 ($1,000,000/4).

Assume the standard for Production Control is 100% of jobs completed within
schedule.

Assume that the contractor only achieved a 97% job completion rate within schedule.
Assume +/ - 2% deviation.

Assume the incentive is based on - 1% of the monthly invoiced price.

Assume the calculation is determined by:

oo

SR e

Number of pruduclion control jobs completed within schedule = Completion Raie
Number of production control jobs

1. The total estimated reduction for unsatisfactory performance is:

Total task order value at risk: $250,000

Number of production control jobs: 300 (quarterly period)

Number of production control jobs completed within schedule: 291
Compiletion rate: 97%

Incentive based on - 2% deviation

Variance: 3%

Total Reduction for the Quarterly Peniod: $2,500 {250,000 times .01 variance)

3.23 Example of Determination of Reduction (Staffing)

a. Assume the required level of staffing for the Management and Technical Support
functions as detatled above {12 people).

WGSI 10/29/98
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Assume the measurement is quarterly.

Assume that the standard is 10 people on-board {(or in security >30 days).
Assume the number of people on-board is 8.

Assume the level of 8 people was constant throughout the quarter.
Assume the incentive is based on - $1,000 per person monthiy.

Assume the calculation is determined by:

®R Mo ROT

10 — the number of people on-board = varience

h. The total reduction for unsatisfactory performance is:

Number required on-board: 30 (quarterly period = 10 x 3 months)

Number of people on board: 24 (quarterly period = § x 3 months)

Maximum reduction :$6000 (Quarterly = $2,000 x 3 months)

Variance: 6 people

Total Reduction for the Quarterly Period: $6,000 (6 people X $1,000; maximum 6)

3.24 Ex ] ination of Perform i n

a. Assume the required level of staffing for the Management and Technicat Support
functions as detailed above (12 people).

Assume the measurement is quarterly.

Assume that the standard is 10 people on-board (or in security >30 days).
Assume the number of people on-board is 12.

Assume the level of 12 people was constant throughout the quarter.

Assume the incentive is based on + $1,000 per person monthly.

Assume the calculation is determined by:

e oo o

10 — the number of people on-board = varience

h. The total reduction for unsatisfactory performance is:

Number required on-board: 30 (quarterly period = 10 x 3 months)

Number of people on board: 36 (quarterly period = 12 x 3 months)

Maximum Performance Credit: $6000 (Quarterly = $2,000 x 3 months)
Variance: 6 people

Total Performance Credit for the Quarterly Period: 36,000 (6 people X $1,000;
maximum 6}

WGSI 10/29/98
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4. Responsibilities of the End-User Organization
a) The end-user organization agrees it will provide: office space, office furniture,
equipment, and supplies necessary to provide support services.
b) Provide technical direction and guidance to the WGSI Technical Manager.
¢) Facilitate communications between WGSI and the Government.

d) Monitor WGSI performance.

e} Provide performance feedback to INS/WGSI management.

5. 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-annually,

b) Out of cycle reviews may be proposed by any party. Qut 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 upon the effective date of this task order.

WGSI _ 10/25/98
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Service level and procedures established herein have been agreed to by parties represented by the
undersigned.

Ceaps (L1

Immigration & Naturalization Service Contracting Officer

Wi

Immigration & Naturalization Service COTR

[1fs6

Immigrati ization $ervice End User Representative

] [ (bX8)

Service Provider Representative Signature

Service Provider thtracts Representative
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iterm number (s}, descripticn of supplies or servicae, sizes, quantities, unit pricus, and extended otals, Frapaid shipping costs will ba indicated as a
seperate item on tha invoice. Whera shipping costs axcaad $10 (except for parcel post), tha billing must be supparted by a bill of lading or receipt. Whan
saveral Drolers are invoiced 1o an ordering activity during the same billing pariad, consolidated perodic billings are encouraged.

RECEIVING REPORT
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_ REPORT OF RE.JECTIONS
QUANTITY
ITEM NO. SUPPLIES OF SERVICES UNIT REJECTED REASON FORREJECTION
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WANG GOVERNMENT SERVICES RESPONSE
Task Order and Service Level Agreement 3 - END USER COMPUTING (EUC)
Contract Number/Task Order Number: COW-7-C-0013/FOS99-003

Date of Order: 09/08/98
Date of Response: 10/7/98 (Amended October 29, 1998)

PART 1. TASK ORDER

3. Requirements

End User Computing (EUC) (Contract Section C.3) Wang Government Services, Inc.
(WGSI) agrees to meet all requirements stated in Contract Section C.3 and as specified in
this task order. WGSI will address all requirements outlined in INS’ Task Order 3,

except as nated, in the Task 3 and 15 proposals. This allows WGSI to separately address
how the INS EUC and FOS Headquarters requirements will be met.

The User Services Branch (Help Desk Support} and End User Computing Branch (EUC
support) provides a centralized Help Desk that supports three levels of problem analysis
and resolution throughout the INS. Once the Help Desk support determines that it is
unable to resolve a trouble call and has opened the trouble ticket for tracing, the call is
escalated to EUC support for resolution. EUC support may include either (a) offering
solutions by telephone, in person, or (b) referring the problem to the Network
Communications Center (NCC); Field Operations Support, Hardware Maintenance; or 3™
Tier application specific problem resolution staff.

In addition, EUC is responsible for establishing policy, standards, and operating
guidelines for the end-user technology environment and distributing them to government
and contractor personnel throughout INS. End-user technology includes, but is not
limited to the following: LANS, associated hardware and software, both on-site and
distributed systems; supporting, servicing and administering the INS electronic mail
system; evaluating and recommending workable solutions for infrastructure hardware and
software; providing as-needed user maintenance (e.g., replacing printer toner cartridges)
of IT equipment; and assisting in customizing commercial off-the-shelf (COTS) software
within the constraints of licensing agreements.

The WGSI technicians supporting Task 3 will work closely with the technicians
providing support under Task 15, FOS Headquarters Support. Technicians assigned to
both Tasks will work on joint teams and assignments may cross task lines. WGSI will
ensure that the integration of Tasks 3 and 15 is seamless to INS. The WGSI Task 3
Project Manager has overall responsibility for managing both Tasks. The Task 3
Technical Manager has responsibility for managing functions directly related to

WGSsI 10/29/88
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day-to-day EUC Headquarters support operations. The Technical Manager reports
directly to the Project Manager.

WGSI will recommend proposed Team Leads to INS for review and approval. INS’
failure to accept a candidate will be based on the individual’s failure to meet the position
qualifications. All individuals currently in a Team Lead position are not subject to this
review process.

Specific requirements are:

WGSI will respond to all Remedy tickets escalated from the Help Desk and
will be responsible for all assigned tickets from receipt through closure. This
includes resolution and documentation. This is in support of E-Mail and Tier
1 Support requests. Attachment 1 defines the software to be supported.

WGSI will provide network analysis and engineering support including
analyzing hardware and software new releases, upgrades and proposed
products. Developing policy, procedures, recommendations and
comprehensive documentation resulting from this analysis. Customizing
COTS products within the constraints of licensing agreements; coordinating
INS Headquarters licensed software; and conducting special studies, reviews,
and software assessments of software planned for INS usage and data
conversions (e.g., platform-to-platform). As directed, WGSI will duplicate
and distribute INS licensed software. Inventory information will be provided
to the designated INS staff responsible for updating the inventory
management system.

WGSI will provide Field Assistance Team support which encompasses as-
needed on-site support to all INS offices to handle emergency and crisis
situations and vacancies; network administration, problem resolution and user
support; conduct site surveys and assist in site preparation for hardware and
software installations; assist in equipment/software installations/de-
installations (relocations); and prepare equipment for excess. WGSI will track
hardware and software inventory information as it relates to specific Field
Assistance Team assignments. Inventory information will be provided to
designated INS staff responsible for updating the inventory management
system. WGSI will provide integration services to the extent of ensuring
installed software operates with the existing INS platform (e.g., other INS
standard software packages already installed on the workstation).

WGS] will manage any user request that involves five or more desktops as a
project. Project management will include maintaining schedules, site surveys,
user planning, post-change evaluation, inventory update information and
change management review.

WGSI
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» WGSI will provide Agency-wide electronic mail administration and support
(AWES) including analysis, development, implementation, national
administration and support; bulletin board administration and management;
mobile installation and support; HQ post office administration, support and
maintenance; DOJ connectivity;, Microsoft Qutlook maintenance and
administration; and travel AWES assistance team.

»  WGSI will provide post-installation suppert including on-site support to INS
offices after infrastructure deployment and for rapid hardware/software
deployment efforts. This support will include analysis reporting; and post
installation testing and acceptance support.

o  WGSI will assist users via the telephone and at local user workstations. WGSI
will provide courteous service and provide users with periodic updates.

e WGSI will manage and support the INS Operations Center, This support
includes interacting and performing liaison with HQ and local Facilities Staff’
{government and contractor) in support of the Operations Center and local
offices’ MDF requirements to include interaction with program managers of
operational and planned INS application systems. INS will provide
equipment specifications that allow WGSI to determine environmental
requirements.

*»  WGSH takes exception to the requirement that, “EUC support personnel will
provide the maintenance for Remedy, the automated trouble ticketing and
tracking system.” Support for the Remedy system is provided under Task
Order 8, Network Control Center,

PROPOSED STAFFING: 1 Project Manager, | Technical Manager,

2 Systems/Network Administrators, 2 Database Administrators, 1 ADP Hardware
Engineer, 7 Senior Systems Analysts, 4 Systems Analysts, 4 Senior Computer
Specialists, 2 Mid-level Computer Specialists, 1 Senior Logistics Specialist, | Technical
Writer, 1 Secretary, 12 Certified Network Engineers, 2 Senior E-Mail Administrators and
3 E-Mail Administrators. Total of 44 positions. See Attachment 2.

WGSI 10/29/98
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STAFFING JUSTIFICATION: WGSI proposes:

1 Project Manager responsible for overall management of atl EUC related Tasks (e.g.,
Tasks 3, 15 and 9). 1 Techmical Manager responsible for day-to-day technical
management of EUC Headquarters support operations. 1 Senior Systems Analyst to
provide Technical Management Support for reposting, Problem and Change
Management analysis and 1 Technical Writer to provide documentation and writing
support and other various technical business related functions. 1 Secretary will provide
support for this function. The Project Manager will also be responsible for project
management and tracking.

2 Certified Network Engineers, 1 Senior Systems Analysts, and 1 Senior Computer
Specialist are proposed to provide Executive Support.

2 Certified Network Engineers, 2 Senior E-Mail Administrators, 3 E-Mail
Administrators, 1 Senior Systems Analysts, 1 Systems Analyst, 1 Senior Computer
Specialist and 2 Mid-Level Computer Specialists to perform support for the AWES
Electronic Mail Administration.

I Senior Logistics Specialist to manage and support the INS Operations Center.

3 Certified Network Engineers, 2 Database Adninistrators, | ADP Hardware Engineer,
I Senior Systems Analyst, 1 Systems Analyst, and 1 Senior Computer Specialist are
proposed to staff the Engineering Solutions and Analysis team.

5 Certified Network Engineers, 2 Systems/Network Administrators, 3 Senior Systems
Analysts, 2 System Analysts, and 1 Senior Computer Specialist will make up the Field
Assistance Team (FAT) which has the primary responsibility of augmenting the field
offices staff on an as needed basis. When not providing field support this team will
provide local special project support. The Field Assistance Team may be avgmented
from other sources as necessary.

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

The period of performance for this task order is from November 1, 1998 through
September 30, 1999.

On-site hours of support are 6:00 a.m. 10 8:00 p.m. Monday through Friday, except
government holidays,

As required by INS, WGSI will provide on-call duty in accordance with Section G.7 of
the contract,

WGSI 10/29/98
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5 Place of Delivery or Performance
WGSI agrees to the places of performance stated below.

¢ CAB Building
» Tech World
o Other Field Sites (FAT, AWES and Tier IT)

INS may identify additional sites. Any staffing and/or associated costs incurred will be
negotiated as required.

6.  Deliverables

WGSI will provide the INS Weekly Status Report, Monthly Report and Quarterly Report
as stated below. These reports will incorporate relevant information from Task 15, FOS
Headquarters Support.

a. Weekly submissions. (Due the 2™ working day after the end of the weekly reporting
period)

s  Weekly Status Reports on each EUC area of responsibility. The Weekly Report
will include information on accomplishraents for the reporting week, plans for the
following week and any issues. Information relating to Task 15 will be included
in the Task 3 Weekly Report.

¢ Weekly Field Report that identifies new issues, follow-up steps,
accomplishments, event information, change information, and inventory related
subjects for each field assistance effort.

s Statistics regarding the number of Remedy tickets and EUC calls opened and
closed within the reporting period, trouble tickets still open at the end of the
period, tickets open for longer than one month with current status.

+ Statistics regarding trends and frequencies in problems reported and any actions
taken to address recurring problems.

+ Problems hampering contractor performance of EUC operations with
recommendations of any Government action required 1o resolve the problem.

* A continuous report of all hiring, firing, and other personnel changes, including
notation of any vacancies in the established workforce level.

¢ Analyses, recommendations, and “white papers” as required, to support
infrastructure decisions.

¢ Updates to network administration guidelines and procedures as required.

WGSH 10/29/98
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b. 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. WGSI will
provide a listing of who is providing support until 8:00 p.m., as well as, who is
assigned to carry the E-Mail Administration Duty Pager. This report will be
delivered on the 15 of each month,

c. Quarterly Summary of hardware and software products reviewed, as well as proposed
products to be reviewed in the following quarter.

d. Ad Hoc reports on request.

7. Security Requirementy

WGSI will meet the INS secunity requirements. WGSI takes exception to the statement
that “Resumes for all potential employees will be submitted to INS for final approval”.
Under the contract, only resumes for Key personnel must be submitted to INS for
approval. Certain individuals may be authorized to stast performance under this Task
Order prior to obtaining & security waiver. These individuals and their performance
constraints during the "early start” period will be agreed to in writing by WGSI and INS
{COTR and Technical Point of Contact).

8. Other Direct Costs

WGSI expects to incur costs for local travel, long distance travel, pagers, training, etc., as
listed in the attached cost section.

WGSI is not required to obtain prior written approval of ODC’s for travel, supplies, and
overtime. However, the expenditure of funds for these items will be coordinated with the
INS Site Manager / Task Manager. WGSI will obiain written approval from the COTR
for unusual ODC’s such as training and conferences.

WGS) 10/125/98
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Part IL Service Level Agreement

3.1

Contract Number/Task Order Number: COW-7-C-0013/FOS99-003

Introduction

a. Organizations Involved
(1)  Service Provider: Wang Government Services, Inc. (WGSI)  ( (b)(6)

(a) POC Name: :iject Manager, INS EUC
()  Location: Immigration and Naturalization Service
Chester Arthur Building
425 I Street, NW
st Floor, Suite 5050
Washington, DC 20536
(c)  Telephone Number: (202)305-2377
Fax: (202)353-0256

(2)  End User Organization:

(@ POC Name: Usha Keene, Director, EUCB

{b) Location: 801 T Street, NW
6" Floor, Suite 640
Washington, DC 20001
(c)  Telephone Number: (202)514-7990

b. Purpose: The purpose of this Service Level Agreement (SLA) is to state the
relationship between the service provider and the end-user organizations. It
specifies the services and commitment of W(S1 as well as the expectations and
obligations of the end-user organization.

Responsibilities of Service Provider {Contractor)

WGSI agrees it will provide per direction of End User Computing Point of
Contact or Designee:

a) Provide End User Computing (EUC) on-site support from 6:00 am. 10 8:00
p.m. Monday through Friday, except government holidays. Duty Pagers in
support of the E-Mail Administration/Support (AWES) responsibilities will be
rotated among team members on a 24x7, 365 days basis.

wasl|
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b)

8)

h)

i)

k)

D

Resolve calls escalated from the Help Desk and direct calls from receipt to
closure of the trouble call.

Provide Network Analysis and Engineering support.
Analyze and make recommendations on COTS products.

Support development of network administration policy, procedures and
documentation,

Provide COTS interface and customization services within the constraints of
licensing agreements.

Recommend software licenses for INS acquisitions.

Provide electronic copies of every document developed (e.g., analyses,
reports, and recommendations) and post electronic copies on the EUC server.

Conduct special studies, reviews, and assessments of software planned for
INS usage as well as data conversion.

Provide on-site support and assistance, as needed to INS offices, emergency
and crisis situations, fill critical vacancies, network administration, problem
resolution, and user support.

Conduct site surveys per INS POC identified processes and procedures,
oversee and assist site preparations for hardware and software installations.

Support equipment and software installations and de-installations.

m) WGSI will provide integration services to the extent of ¢nsuring installed

p)

software operates with the existing INS platforms (e.g., other INS standard
software packages already installed an the workstation).

Track hardware and software inventory information as it relates to specific
Field Assistance Team assignments. Inventory information will be provided
to designated INS staff responsible for updating the inventory management
system.

As directed, WGSI will duplicate and distribute INS licensed software.
Inventory information will be provided to the designated INS staff responsible
for updating the inventory management system.

Provide Agency-wide Electronic Mail Administration and Support (AWES).

WGSI
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Q

5)

t)
u)

Provide post installation support including on-site support to INS offices
following deployment of the infrastructure and in instances of rapid hardware
and software deployment efforts.

Provide documented analysis reporting and post installation testing and
acceptance support.

Provide consolidated network administration management and support to the
INS.

Manage and support the INS Operations Center.

Submit proposed administrative, management, and installation integration
procedures for INS point of contact approval prior to implementation.

Interact via INS POC or local designee with HQ and local Facilities Staff
(government and contractor) in support of the Operations Center and the local
offices’ MDF requirements to include interaction with program managers of
operational and planned INS application systems.

w) Assign a level of criticality to system fatlures and disseminate a service

request classification table with time escalation to ail end users. The guideline
for determining the level of criticality is depicted in the following table. Time
frames for each classification code start when the ticket is opened. The EUC
Triage unit will call back the user within 1 hour from receipt of the call in the
EUC.

wasl
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x) Determine the nature of the problem and escalate problems beyond the EUC
capabilities to thicd-tier technical support located in the Data Systems Division

(DSD). The guidelines for problems that need to be escalated are depicted in the
following table.

To W
EUCB Team Leade
WGSI Technical Manager

End User Organization Manager

WGSI Deputy Program Manager
WGSI Program Manager

y) Provide courteous service.

z) Resolvd___Jof EUC calls (Classification Codes 1.6) and close trauble tickets
within 1 business day.

aa) Provide users with periodic updates.

bb) Perform periodic surveys to monitor customer satisfaction and provide copies to the
End User Organization Manager.

cc) Maintain statistics regarding the number of Remedy tickets and EUC calls opened
and closed on a weekly basis. Identify trouble tickets still open at the end of the
reporting period and trouble tickets open fonger than one month,

dd) Maintain and service Microsoft Qutlook.

WGSI 10/7/98
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1.2

Performance Incentives

The table below provides the joint performance incentives for the End User Computing (EUC)
and FOS Headquarters (Task 15) Support Service Level Agreement.

?‘.Irmnt

Performance Pactor |Caleulations
Interval

Time 1o resolve | Time 1o resolve all 0% of calls Quarterly Call activity |+-1% tolal quarterly |Porformance = Actupl
and closz EUC  |calls roceived at the  |within loga, trouble )lshor price for EUC  [time to resalve,
tick et EUC, less exocptions  |Claswification tracking aperation (Tasks 99-

noted in the SOW or  |oodes 146 e |avstern 003 and 99-013) @

SLA reeclved within 1 +- 1% veriance.

|business day,

3.2.1 SLA Exceptions

Some tickets cannot be resolved within one Business Day due to circumstances outside the
control of WGSI. These tickets will be considered “Excused Tickets” and will be removed
from the SLA ticket count. Upon request, a listing of “Excused Tickets can be provided to the
contracting officer. The following are examples of Excused Tickets:

a. An EUC Technician is unable to reach the user requesting service within 1 business day.
The EUC Technician must make several attempts (e.g.,, phone, site visit, E-mail) to
reach the user and these attempts must be documented in the Remedy ticket.

b. The EUC is able to reach the user, however, service is delayed at the user’s request
beyond the 1 business day requirement. The EUC must make every attempt to provide
service as soon as the user is available,

¢. A 2" Tier service request where the problem resolution must be shipped on diskette or
CDROM. It is the policy of the EUC to leave these tickets open until the software is
received and installed to ensure problem resolution.

d. A situation where the EUC took all necessary steps within their immediate control 10
resolve the ticket within one business day; however, action is required by an outside
group (e.g., NCC, NDS or cabling) to resolve the ticket.

The total amount of incentive or penalties shail not exceed 3% of the total invoice value for

labor.,

WGS!
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3.2.2 Contractor Payment

a. For performance of service that meets the standard, the contractor shall be paid the
validated bill for the service.

b. For performance of a service that does not meet the standard the contractor shall be paid
the validated bill for the service less the reduced value of the service for unsatisfactory
contract performance. The reduced value will be determined by using the variance
determinant established in the performance factor column.

¢. For performance of a service that exceeds the standard, the contractor shall be paid the
validated bill for the service plus a positive incentive credit for exceptional contract
performance. The performance credit will be determined by using the variance
determinant established in the performance factor column.

d. Any reductions or increases to a validated bill for service will be made during the period
in which the contracting officer makes the determination that a reduction or increase is
appropriate, regardless of the period in which the performance occurred.

3.2.3 Example of Determination of Reduction

a. Assume an annual task order value of $2,000,000.

b. Assume the measurement period is quarterly.

c. Assume the amount placed at risk is $500,000 (§2,000,000/4).

d.  Assume the standard for time to resolve an BUC call and close the trouble ticket is
80% of all calls are resolved within 1 business day.

€. Assume that the contractor only achieved a 75% call resolution rate within 1
business day.

f. Assume the incentive is based on +/- 1% of the monthly invoiced price.

g. Assume the calculation is determined by: -
Number of ived within 1 hysin ing the reportin od = resolution raie
Number of calls received during the reporting period

h. The total estimated reduction for unsatisfactory performance is:
Total task order value at risk: $500,000
Number of calls received: 22,500 (250 per day times 90 days)
Number of calls resolved within 1 business day; 16,875
Resolution rate: 75%
Incentive based on +/- 1% variance
Variance: -5%
Total Reduction for the Quarterly Period: $25,000 ($500,000 times .05 variance)

WGSI
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3.2.4 Example of Determination of Performance Credit

4,

an o

Assume an annual task order value of $2,000,000.

Assume the measurement period is quarterly.

Assume the amount placed at risk is $500,000 (52,000,000/4)

Assume the standard for time to resolve an EUC call and close the trouble ticket is
80% of all calls are resolved within 1 business day.

Assume that the contractor achieved an 82% call resolution rate within ] business
day.

Assume the incentive is based on +/- 1% of the monthly invoiced price.

Assume the calculation is determined by:

mbe B5L thig | business day during the 1 ing period = resolution raie
Number of calls received during the reporting period

The total estimated credit for exceptional performance is:

Total task order value: $2,000,000

Number of calls received: 22,500 (250 per day times 90 days)

Number of calis resolved within | business day: 18,450

Resolution rate: 82%

Incentive based on +/- 1% variance

Variance: +2%

Total Performance Credit for the Quarterly Period: $10,000 ($500,000 times .02
variance)

Responsibilities of the End-User Organization

The end-user organization agrees it will:

a)
b)

c)

d)

e)

Provide REMEDY software for use by the service provider,

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

Establish policy, standards, and operating guidelines for the end-user technology
environment, including LANSs, associated hardware and software, and both on-site
and distributed systems.

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

Describe the minimum information required to identify the end-user (ie., name,
location, telephone number, equipment, user identification, e-mail address, etc.)

Report all faults naticed by customers via the Help Desk.

WG5]
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o

g) Provide WGSI with a description of the problem and potential mission impact.

h) Provide a LAB facility containing equipment mutually agreed upon by the parties
{equipment requested outlined in Attachment 4) for use by the Engineering Solutions
and Analysis Team.

i} INS will ensure they obtain proper software licenses.

Conc¢lusion

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

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.

WGS!

10/7/98
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Service level and procedures established herein have been agreed to by parties represented by
the undersigned.

/’(me

Immigration & Nazumlization Service Contracting Officer

‘& Naturah zation Service COTR

-y
lmml gration &. Naturahzatmn Service End User Computer Branch

Service Provider Representative Signature [ {(b)(6) ]

SEfvice Provider Copiracts Representative Signature

Attachments:

Attachment | ~ Current Applications Supported by EUC
Attachment 2 ~ Proposed Minimum Staffing Table
Attachment 3 — Engineering Solutions Lab Equipment

WGSI 10/7/98
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Attachment 1 — Current Applications Supported by EUC

A2B

EICON ACCESS for Windows
ARCSERVE

cc:Mail 6/8

cc:Mobile

COHO/Resumix

DOJ Internet

DOS 6.2

Erols (all versions)

10. INSERTS

11, Internet Explorer (all versions)
12. McAfee (Windows 3.1 and Windows 95)
13 MS Exchange/Outlook

14 MS Office 4.31/95/97

15. MsProject

16.  Netscape (all versions)

17. PCANYWHERE

WS R e -

18. PCPlus

19. REMEDY

20, SIMPC

21 TCPIP

22.  Travel Manager
23, Westlaw

24, WIN2INCS

25. Windows 3.1
26, Windows 95/98/NT

27, WPS.1
28 WPa.0
29. WP6.1

*As the number of applications increases, it may become necessary to reevaluate staffing levels.

WG5S 10/7/98
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Management
Staff

Attachment 2 - Proposed Minimum Staffing Table

Estimated No.

Project Manager
)

Responsible for overall management of tasks
relating to the EUC (e.g., Tasks 3, 9 and 15),
Primary focus is to create a
seamless/integrated technical support
environment for WGSH technicians and INS.

Technical Manager
(1)

Technical management of day-to-day EUC
Headquarters support operations. Primary
focus is on Desktop and LAN/Server support
for Headquarters, The Technical Manager
reports directly to the EUC Project Manager.

Technical
Management
Support

Senior Systems

Analyst (1)

Direct report to the PM. Responsible for
development and documentation of processes
and procedures, SLA’s etc. Fills in for T™M
when necessary. Responsible for Problem
Management Analysis for EUC services.

Technical Writer (1)

Supports EUC management by creating
formal documents and contractually required
deliverables.

Secretary (1)

Supports all administrative functions of the
PMO.

Executive
Support

CNE (2)

Senior Systems
Analyst (1)

Senior Computer
Specialist (1)

Senior level technicians who provide 2™ Tier
support to Headquarters and FOS ADP
personnel. Incorporated into the FOS
Headquarters Desktop and LAN/Server
Administration Teams.

INS HQ SID
Operations

Senior Logistics
Specialist (1)

Manages and supports the INS Operations
Center. Responsible for planning facilities
and logistic requirements, site surveys and
equipment instatlation for the controlled
facilities which house INS sesvers,
telecommunications and mainframe
equipment. Plans and coordinates with the
Project Management team, INS Facilities
Staff (Electrical, Engineers, Cabling).

WGS]

10/7/98
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Electronic Mail
Administration
and Agency
Wide Support
(AWES)

Team Leader who provides direction to the
team and interfaces with Project
Management and other Team Leads. Other
seniof level certified engineer who manages,
administers, installs, moves and supports all
of the E-Mail LAN equipment.

Senior E-Mail
Administrator (2)

Senior Level administrators to perform
analysis, development, implementation, and
national administration and support.
Responsible for managing DOJ connectivity
(with local, state and federal agencies outside
DOQJ). May be required to travel to client
sites. Responds to Remedy Tickets.

E-Mail Administrator
(3)

Performs agency wide support, upgrades and
troubleshooting of E-Mail systems and
servers. May be required to travel to client
sites. Performs bulletin board administration
and responds to Remedy Tickets.

Semor Computer
Specialist (1)

Senior Systems
Analyst (1)

Provides senior level user support and
trouble shooting of mail system issues.
Responds to Remedy tickets.

Systems Analyst (1)

Performs user support and troubleshooting of
mail system issues. Works closely with
Senior Computer Specialist/Senior Systems
Analyst. Responds to Remedy Tickets and
performs Mobile installs and support.

Mid-Level Computer
Specialist (2)

Provides mid- level user support and trouble
shooting for mail systems. Responds to
Remedy tickets and performs Mobile installs
and support.

WGSE]

10/7/98
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| an Name

ngineering
Solutions and
Analysis

“LOE

Estimalged No.
CNE (3)

Team Leader who provides direction to the
team and interfaces with Project
Management and other Team Leads. Other
senior level certified engineers with
knowledge of current INS systems whose
primary responsibility is to develop working
solutions using emerging technologies.
Responsible for testing both COTs and INS
developed applications prior to roll-out.
Provides recommendation documents 1o INS
to prevent or correct chronic system
nroblems.

Senior Systems

Responsible for researching and

Analyst (1) troubleshooting Network engineering
solutions and providing recommendation

Senior Computer documents. Provides guidance to Systems

Specialist (1) Analyst.

Systems Analyst (1) | Responsible for researching, troubleshooting
and testing applications and providing
recommendation documents.

ADP Hardware Responsible for researching, troubleshooting

Engineer (1) and testing applications and providing
recornmendation documents.

Database DBA to support applications development

Administrator (2)

and central data repositories.

Field Assistance
Team

CNE (5)

Systems/Network
Administrator (2)

Senior Systems
Analyst (3)

Systems Analyst (2)

Senior Computer
Specialist (1)

The Field Assistance Team’s primary
responsibility is to provide temporary
support to the field on an as needed basis.
When not in the field, they supplement the
EUC staff in performing special projects and
responding to Remedy Tickets.

10/7/98
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Attachment 3 — Engineering Solutions Lab Equipment

CLIN Description uanti Usage
1000 Basic Workstation 3

1000A | RAM upgrade 32 to 64 3

1000) Substitute 17 Monitor 3

1008 Dell Server #2 1 NDS Server
100BB | RAMU ebdto 128 1

1009 HP Server #2 1 NT Server
1009A | Upgrade to dual 266 Processors 1

1009B | RAMu e 64 to 128 1

1019 Compag Armada 1592DMT i Laptop
1019A | RAM upgrade 32 to 64 1

1019C | Carrying Case 1

101D | LI-ION Battery 1

101SE | Battery Changer 1

1019F | Docking Station 1

1020 Toshiba 490CDT Laptop

1020C | RAM upgrade 32 to 64
1020D | Carrying Case

1020E | LI-ION Battery

1020F _ | Battery Charger

1020G | Port Replicator

HP 1600CM 1
1025A | RAM upgrade 6MB to 10 MB 1

1029 T Hayes Modem 1= =, Do D

Calor Printer

CD Tower 7 Bay CD-Tower
1032A | CD NET PLUS Software 1
1033 Monitor, Keyboard 1
WGSI 10/7/9%8
23
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CLIN Description uanti : Usage
1036 Digi Board 4Port I Netware Connect
1041 Microsoft Project98 2 Software

Baystack 2803 2

24 Port Patch Panel 1

Cisco 2500 1

UPS 3

6’ Rack 2

Analog lines 2 Netware Connect and RAS

110 Power 4

Windows 98 2 | Software

Windows NT 4.0 Server 2 Software

Windows CE 2 Software

MS FrontPage 98 3 Software

Adobe PageMili 5 Software

3Com Palm Pilot 2

HP Palmtop 2

Olympus D-340L Digital Camera 2

with 8Mb mernoi card

CDRs (Recordable) 100

CDRWs (Rewritable) 50

CD Writer (4x writer, 6x reader) 1

Dupe-It! $1400 l For mass production.

4x writer, 6x reader (ManageWise CD, Y2K Paiches

Corporate Systems Center CD CD)

Santa Clara, CA

408-588-1110

WGSI 10/7/98
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Task Order 1- Project Management

Part I. Task Order

Contract Number/Task Order Number: COW-7-C-0013/F(0899-001

Date of the Order: 8/21/98

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 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 (WANSs), local area networks (LANs), communications equipment,
mainframes, minicomputers and other mid-tier (client server) platforms, workstations,
and associated peripherals.

L.1 Background

FOS/HM services are managed through a system of geographical theaters implemented
by the Systems Integration Division {8ID). Theater management will use matrix
resources to quickly and effectively respond to INS needs and prioritics. INS Theater
managers will assess operational requircments 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 contract’s base year ratio of “Users to Support Personnel™ for FOS/HM was 1:100
using 26,000 as the estimated total number of INS personncl to caleulate the support
ratio. For Option Year One, INS intends 1o manage FOS/HM personnel to budget and
plans 10 use a “Users to Support Personnel” ratio of 1:100 based on an INS population
of' 31,000. FOS/IIM theaters are assigned to one of three regional areas. Figure -1
shows the current 43 FOS/HM theaters by regional areas. Attachment A lists the theaters
within each region. The actual confj guration of these theaters/sites may change in
response to events or in response to recommendations made by the Contractor and
accepted by the Government.
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Figure 1-1: FOS/HM Theaters

1.2 Objectives

The purpose of this Task Order is to establish contractor Project Management for the
admimistration 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 seamless integration of services for
FOS/HM users.

2. References

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

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
Praject Manager for Field Operations Support (FOS) and a Project Manager for
Hardware Maintenance (HM) and Inventory. ‘The Contractor shall also provide
Technical Managers, as required, to support the various task orders relating to FOS/HM.



The Contractor shall update the Program Management Plan describing the contractor’s
understanding of the FOS/HM requirement and ex plaining 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 tasks orders for Help Desk, End
User Computing Support and Assistance, Headquarters Operations, Field Operations,
Inventory, Maintenance, Network Control Center (NCC) management, Intelligence
Tracking, Westcrn Identification Network (WIN) Automated F ingerprint Identification
System {AFIS8), and National Firearms Unit, the day-by-day operations of these tasks
requires conlinual, seamless communication and information-sharin g among the staffs
working on these task orders. The updated Program Management Plan shall describe
how the 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 Cornmittee, as described in the FOS/HM Committee Charter, (See
Attachment B).

The Contractor shall provide an updated Quality Control (QC) Plan, Maintenance Plan,
Contingency Plan, and Personnel and Staffing Plan. The Contractor shall submit monthly
management reports, including progress, status, and financial reports, and participate in
management rcviews as required by individual task orders,

Subtask 1-2 Management Planning. The Contractor shall participate with the INS
FOS/HM Project Manager and Contracting Officer Technical Representative (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. The Contractor shall enhance and
maintain an electronic database of all help desk, operations, technical support, and
maintenance activities performed under this contract and provide for the collection and
reporting of statistical information. This database will be installed and maintained on an
INS Server and be accessible by various INS personnel. Access rights will be identificd
by the various INS Task Managers. The Contractor shall submit, as required, planning
documents and recommendations concerning automated tools to be used in this effort and
shall recommend formats and content for periodic management reports.,

Subtask 1-4 - Web Page and Web-Site Development. The Contractor shall design and
implement the layout and navigation of SID’s intranet Web Page and Web-Sile. The

Contractor shall be responsible for updating web-page content with HTMT. and other web
technology as needed.

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

The period of performance for this Task Order is | October 1998 throu gh 30 September
1999,

mcluge:

* The identity of designated Theater Managers



5. Place 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 the 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

The following deliverables are required with issuance of this Task Order.

a. Project Management Plan —~ FY 99 (15 calendar days of an event necessitating
update).

b. Quality Control Plan — FY 99 (15 calendar days of an event necessitating update)
¢. Maintenance Plan — I'Y 99 (15 calendar days of an event necessitating update)
d. Contingency Plan — FY 99 (15 calendar days of an event necessitating update)

¢. Personnel and Stafling Plan - FY 99 (15 calendar days of an event necessitating
update)

f. Management Reports (Monthly)

g. Field Informational Packages (15 calendar days after Government Request) that
include:

The identity of designated Theater Managers

A description of the Theater Managers role and responsibilities
The levels of expectation

The Theater Strategy

The strategy to maintain personal skills in the WANG workforce
Identification of sites within cach Theater

The WANG management site visitation schedule

Personnel Redeployment Strategy

h. Scrvice Incident Report (Continual) — Description of service provided, to whom,
equipment, problem, resolution, etc.

1. Progress/status reports {per Task Order)



J.  Contractor/Government Meetings shall take place at the 801 I Street. NW, INS
Building, Washington DC at mutually agreeable times.

k. 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 calendar days of an
event necessitating update.

l.  Documentation (as requested)
m. INSight Reports:

1. FOS/HM Staffing Report — a weekly report listing any vacancies, personnel
who have left, new hires, and comparison of actual staff to full Staffing Plan.

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

3. 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" falls on a Friday or a weekend, delivery of
this report may be moved to the weck following the week of the 15™ if the day
is approved in advance by the FOS Program Manager and the Contracting
Officer’s Technical Representative (COTR)

7. Security Requirements

Security rcquirements 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 direct 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 Contractat shall atiain 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.



Attachment A - INS FOS/HM Theaters by Region

Eastern Region

Baltimore
Boston
Buffalo

Detroit

Florida
Georgia
Glynco

Maine

New Orleans
New York City
Ohio Area
Philadelphia
San Juan Area
Vermont
Vermont Service Area
Virginia

Central Region

Chicago

Del Rio

Denver

Grand Forks
Houston
Kansas/Missouri
Laredo

Montana

Nebraska Service Center
Northern Texas

San Antonig

South Texas

Texas Service Center
Twin Cities

West Texas



INS FOS/HM Theaters by Region {continued)

Western Region

Arizona

California Service Center
Los Angeles

Northern California
Pacific Northwest

Pacific Ocean

Portland, Oregon

San Diego
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COW-7-C0013

WANG GOVERNMENT SERVICES RESPONSE

Task Order and Service Level Agreement 2 —- HELP DESK
Contract Number/Task Order Number: COW-7-C-0013/FOS99-002

Date of the Order: 8/21/98 (Revised 9/3/98)
Date of the Response: 10/7/98 (Amended October 26, 1998)

1. Scope
WGSI agrees with the Scope as stated in the INS Task Order

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 (WANSs), local area
networks (LANSs), communications equipment, mainframes, minicomputers and other mid-
tier (chient server) platforms, workstations and associated peripherals.

The purpose of this Task Order is to establish WGSI1 support for the First Tier User
Support portion of the INS Central Help Desk.  All references throughout this response
to “Help Desk” refer to the Central Help Desk unless otherwise stated. Within the INS,
the User Services Branch will oversee First Tier User Support. User Services is
responsible for establishing policy, standards, and operating guidelines for First Tier User
Support and distributing them to government and WGSI personnel throughout INS, First
Tier support includes receiving calls and opening trouble tickets on any IT problems that
come from INS users. Support may include either (a) offering on-the—ﬂ)ot solutions by
telephone, or (b) referring the problem to the next level of support — 2™ Tier Problem
Resolution Staff, the Network Communications Center (NCCY), Field Operations Support,
Hardware Maintenance; or 3" Tier prablem resolution staff

1.1 Background
WGSI agrees with INS Background with minor changes.

The User Services Branch (First Tier Support) and End User Computing Branch {Second
Tier support) provide a centralized Help Desk that supports three levels of problem

WGS1 ) 10/26/98
2

Use or disclosure of proposal data is
subject to the restriction on the title page



COW-7-C0013

analysis and resolution throughout the INS. All user requests for problem resolution and
maintenance are coordinated through the Help Desk. Using REMEDY, an automated
trouble ticketing system, the First Tier support opens a trouble ticket, determines the
nature of the problem, and either helps the user resolve the problem on the telephone or
escalates the ticket to the appropriate technical suppott. Ifthe problem is related to office
automation, desktop applications, Email, a DBMS, or Novell software, the First Tier
support either resolves the problem or escalates the ticket(s) to Second Tier support. 1f
the problem is determined to be a communications problem, the Help Desk escalates the
ticket(s) to the Network Control Center (NCC) which is lacated in the Data
Communications Branch. If the problem is determined to be 2 hardware problem for
equipment out of warranty, the Help Desk escalates the ticket(s) to Wang Hardware.
Tickets for hardware problems for equipment under warranty are the responsibility of the
Help Desk. Help Desk analysts contact the appropriate vendor and troubleshoot the
problem with the user. The INS Help Desk is the single point of contact for providing
timely updates on all systems and applications.

1.2 Objectives
WGSI agrees that the objectives of this task are:

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

b. To provide a first-level mechanism for performing seamless integration of all levels of
problem resolution for all INS IT services, including, but not limited to:

LANs and associated hardware and software
On-site and distributed systems

Network communications

Electronic mail systems

Hardware maintenance

Infrastructure hardware and software installation
Mainframe applications

Other IT problems

SO DD OO DO

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

d. To assure INS end users a timely response to their problems and escalation of tickets
to appropnate support tiers. Due to the [arge number of INS organizations (CLAIMS,
IDENT, ENFORCEMENT, etc.) using REMEDY, it is the responsibility of each of
these organizations to monitor their own tickets once the INS Help Desk has assigned
aticket, In addition, each organization is responsible for informing their users when a
support analyst will arrive or call to help.

WGSI 10/26/98
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e. The INS Help Desk is responsible for overseeing REMEDY tickets for all
organizations and informing the Director of User Services of any problems or issues.

f To answer Help Desk calls in a manner so timely and responsive as to pursue a less
than 9% weekly average 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

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

Help Desk Staffing

WGSI agrees to 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. WGSI is requesting an additional three
(3) people for this task from the staffing level of GFY98. Justification for these extra
positions can be found on page six {(6) of this response.

1 Duties and Responsibilities

The following description is WGSI's view of the duties and responsibilities of the INS
Help Desk. WGSI will show how the Help Desk will work seamlessly with Second-tier
support, FOS field support, Hardware maintenance, HQ Operations, the NCC, and Third-
tier support. Under this contract, WGSI's responsibility for Third-tier problem resolution
ends with referring such problems to the appropriate party - third-tier support shall be
provided by parties other than WGSI. However, tickets for third-party applications
(RAFACS, DACS, etc.) are assigned to the Help Desk queue for menitoring and follow-

up. Many third-party personnel do not have access to REMEDY to track and monitor
these tickets.

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. 1f the problem cannot be resolved at the
first~-tier level, it shall be escalated according to the following principles:

WGSI 10126/98
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¢ If the problem is related to any desktop application (Word, Excel, etc.), E-

mail, or LAN/Server, and the Help Desk cannot solve the problem, the Help
Desk shall escalate the problem to second-tier staff in the End User Computing
(EUC) Branch (WGSI Task 03). Second-tier assumes responsibility of the
ticket once it is assigned to them. This involves contacting the user,
monitoring the ticket, informing the user of completed work (user
confirmation), closing the ticket, and updating the ticket with the solution.

If the problem is determined to be a communications problem, the Help Desk
shall notify the Network Control Center (NCC) (WGSI Task 08) located in
the Data Communications Branch. The NCC assumes responsibility of the
ticket once it ig assigned to them. This involves contacting the user,
monitoring the ticket, informing the user of completed work (user
confirmation), closing the ticket, and updating the ticket with the solution.

If the problem is determined to involve software applications or systems
engineering issues outside the scope of second-tier technical support, the Help
Desk shall refer the problem to the third-tier technical support located in the
Data Systems Division (DSD). Help Desk personnel shall assign tickets to
same not all(IDENT, CLAIMS, Enforcement, etc.) third-tier technical support

provided they have access to REMEDY. If the third-tier support point of

contact does not have Remedy, the ticket stays in the Help Desk quene, and
Help Desk is responsible for monitoring the ticket until third-tier can be
contacted. Once third-tier support has helped the user, Help Desk is
responsible for updating the ticket with problem solution, and closing the
ticket.

If the problem is determined to invoive defective hardware equipment that is
under warranty, the Help Desk shall contact the responsible vendor for
resolution. These tickets stay assigned to the Help Desk queue for monitoring
and foliow-up.

If the problem is determined to involve defective hardware equipment that is
out of warranty, the Help Desk shall assign the ticket to Wang hardware
(WGSI Task 07) for follow-up provided the equipment is listed on the INS
CLIN Support Identification List. Wang hardware assumes responsibility of
the ticket once it is assigned to them. This involves contactmg the user,
monitoring the ticket, informing the user of completed work (user
canfirmation), closing the ticket, and updating the ticket with the solution.

WGS]
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Once Help Desk has assigned the ticket to another support group (EUC, NCC,
IDENT, etc.) it is the responsibility of that support group to contact the user
with the expected arrival of a technical support person, provide updates and
close the ticket. It is the responsibility of the Help Desk to provide up-to-date
status to users when they call in. If the expected arrival time of the technical
support is delayed, it is the responsibility of the assigned support group to
inform the user of the delay.

The INS Help Desk is the central point of contact for all INS support. Itis
imperative that all sites currently using REMEDY and all future sites planning
to use REMEDY, send all ticket requests through the INS Help Desk. The
INS Help Desk is responsible for making sure tickets are documented correctly
befare passing to other support organizations (NCC, Wang Hardware, etc.).

Help Desk is responsible for tickets assigned to the Help Desk queue. Tickets
assigned to other support groups become the responsibility of that support
group. REMEDY has grown considerably over the past year. There are
almost 20 support groups listed in REMEDY. Help Desk cannot be
responsible for the work schedules of these organizations.

Help Desk is responsible for overseeing all REMEDY tickets assigned to all
INS organizations. WGSI Help Desk Management is responsible for reporting
any problems and/or issues to the Director of User Services on a weekly basis.
Help Desk cannot be responsible for the work schedules of all INS
organizations who have access to REMEDY, Help Desk analysts inform users
that once a ticket is assigned to second-tier, the NCC, etc. an analyst should be
calling them within an hour to make an appointment to receive support.

WGSI will identify and resolve commonly recurring problems related to
standard office automation type hardware and software in use within INS.

The standard desktop hardware and software configuration is based on the
Technology Infrastructure Project (TIP). The current INS hardware
configuration standard is the DELL OPTIPLEX GXI1M, 266 MHz, Pentium II.
The standard hardware configuration is based on a 300MHz machine and the
enhanced version is based on a 333 MHz machine, The standard software
configuration is the Windows 95 Operating System. Note: the standard
configuration is continuously revised as technology improves.

Help Desk shall be responsible for implementing a “knowledge database”
troubleshooting tool for analysts. This knowledge database will allow analysts
to ask key questions based on the problem and document the answers in the
ticket while the user is on the phone. If the ticket still needs to be assigned to

WGS]
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second or third-tier support, basic key questions will have been documented
and the user will not feel frustrated answering the same questions over again.
As a result of this knowledge database, First-tier will be able to increase first-
call resolutions.

Help Desk analysts are able to provide information on various systems status
but do not have access to user accounts, provide information on publications,
available classes, or end-user training. The knowledge database will be used
for troubleshooting various systems, and applications not to provide
information on user accounts, available publications and classes and end-user
training. This information is provided to users by other INS organizations
through global email messages.

* Help Desk also receives notification of WAN communications problems from
the NCC, email and LAN/server problems from Second-tier, and problems
with INS specific applications(RAFACS, IDENT, etc) from Third-tier support.
Help Desk receives of pertinent information concemning the problem, opens a
ticket, and informs other analysts of the problem(s), so that when users call,
the Help Desk can provide timely updates.

Hours of Qpersation

WGSI agrees to provide 24 X 7 (24 hours a day, 7 days a week) telephone coverage,
without exception. WGSI will support the following INS shifts: :

*  First shift hours: 7:00-15:30, 8:00-16:30, 9:00-17:30 (Eastern Time)

* Second shift hours: 15:00 —23:30 (Eastern Time)

* Third shift hours: 23:00 - 7:30 (Eastern Time)
WGSI agrees to add an analyst to cover the 6:00 — 3:00 timeframe in order to provide
coverage during early morning hours as augmentation for the third shift staffing. This
analyst will be considered first shift staffing.

Training

WGSI will provide sufficient training to the Help Desk staff to assure a work force that is
well educated in the relevant technologtes and applications and in specific NS
applications. The INS must inform WGSI Help Desk management prior to any new
applications deployed to the field, and/or any updates to current applications/systems.
WGSI management will work with INS third-tier points of contact 1o arrange training for

WGsl 10/26/98
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all or selected Help Desk representative(s). Help Desk is responsible for
updating/verifying phone numbers and names on the INS Point of Contact List,

Additional Personnel

WGSI is requesting three additional Help Desk Analysts be added to this task for 1999 for
2 total of 30 personnel. This extra staffing would allow all analysts to attend more training
on and off site, and cross-train with second-tier and NCC personnel to alfow for job
enrichment and career path growth. Currently, Help Desk analysts are on the phones for
eight hours a day, seven days a week. This is causing “analyst burnout.” WGSI is
proposing that Help Desk analysts stay on the ACD lines for six hours a day with the
remaining two spent working with second-tier, the NCC, attending training classes
(customer service or INS specific applications) or performing other Help Desk related
duties.

Help Desk Tier 1 Qperations

WGSI agrees to the following Help Desk operations:

* Help Desk analysts will make a best effort to answer any call within three (3)
rings. It is impossible to monitor this statistic with the current ACD system.
Placing a caller on hold does not constitute a response.

¢ Help Desk analysts 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 resolution. Completion of the REMEDY knowledge
database will allow for more Help Desk first call resolutions. Help Desk
analysts are responsible for documenting all resolved problems in prablem
tickets.

* Help Desk will follow the escalation procedures as documented later in this
response. WGSI managers or a representative(s) from each support tier, (Help
Desk, NCC, second-tier, HQ Operations, and Maintenance) meet every
morning at 8:30 for a Status Meeting. Third-tier support representatives are
not represented at these meetings. These meetings provide updates on
previous day’s activities/problems and provide information on upcoming
projects. These daily meetings provide seamless coordination between all
departments at INS.

¢ Help Desk involvement in maintenance-related functions shall include initia)
contact with the end user, initial problem determination, documenting the

WUSE 10/26/98
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ticket and assigning the ticket to Wang hardware (if equipment is out of
warranty). Once the Help Desk has assigned a ticket to Wang hardware, it is
their responsibility for contacting the user, providing expected arrival time of a
support analyst, dispatching a support analyst, providing follow-up and closing
the ticket. Help Desk’s responsibility is to provide status updates to users
when they call based on information in the ticket.

Tracking of tickets for all “in warranty” equipment problems is the
responsibility of the Help Desk. Analysts contact the appropriate vendor and
work through a resolution with the user. These “in warranty” tickets stay
assigned to Help Desk queue for monitoring purposes.

The Help Desk uses REMEDY to track all trauble calls. The responsibility of
operating and maintaining the REMEDY database falls under a separate task
order, WGSI Task 08. '

The tracking system, REMEDY, shall document the problem-resolution of
each ticket for historical purposes. It is the responsibility of each assigned
department in REMEDY to provide a problem resolution for tickets assigned
to them. For example, EUC is responsible for providing problem resolution for
tickets they closed not the Help Desk.

When a trouble ticket is opened, the Help Desk tells the user that someone
from (EUC, NCC, or Third-Tier) will be contacting them within an
hour with an expected arrival time of a support analyst. If necessary, the
responsible support organization calls the user back to reschedule. Help Desk
cannot be responsible for the work schedules of all organizations.

Trouble tickets shall not be considered resolved, or closed until the support
organization assigned the ticket (EUC, Wang hardware, etc.) has received
positive confirmation through personally speaking with the user, by voicemail
or email that the problem has been resolved to that user’s satisfaction.

WGS1 shall provide any statistical data requested by the COTR regarding all
problems that come to the Help Desk. WGSI will make every reasonable
effort to comply with the COTR’s request(s) within two business days.

Trouble tickets may be opened by a user who contacts the Help Desk by
calling the Hotline (202)514-1851, leaving voicemail, sending email to Help
Desk (INS), or faxing (202)514-0576. Email, voicemail and faxes are

WGSI
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monitored every half-hour. Analysts open, update, and/or close tickets as
required.

¢ It is also the responsibility of the Help Desk to call the Law Enforcement
Service Center (LESC) every four hours for status updates. Every time an
analyst calls the LESC for status checks, a ticket is apened, updated and
closed. Additionally, the LESC can page the Help Desk in emergencies or call
the Hotline number.

» The Help Desk is responsibie for coordinating information for planned and
unplanned outages to the user community. This is done through, AWES-
Support (email), faxing, and Teleview. Help Desk receives notification of
planned outages from the Justice Data Center one to two weeks prior to the
outage. Help Desk coordinates sending the outage message to the INS yser
community with HQ Operations. The INS user community is informed of the
outage two working days prior to the outage. Also, during the outage, Help
Desk must work very closely with Production Control to provide timely
information to users.

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

The period of performance for this Task Order is 1 November 1998 through 30
September 1999.

On-site hours of support are as previously described under “Hours of Operation”.

As required by INS, WGSI will provide on-call duty in accordance with Section
(.7 of the contract.

Place of Delivery or Performance

WGEI agrees that Help Desk Operations shall be performed at its present location
in the INS Chester Arthur Building (CAB), 425 Street, NW, Washington D.C.

Deliverables
WGSI agrees to deliver a Weekly Report by COB Tuesday to the Director of User

Services on all Help Desk operations. The report shall include, but not be limited
to, the following:

WGSH
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» Statistics regarding: the number of trouble tickets Help Desk opened, closed,
and modified; average number of hours it took Help Desk ta close tickets
assigned to them; and an aging report by month showing number of trouble
tickets assigned o Help Desk.

* Statistics regarding number of tickets Help Desk closed in 12 hours, percent
closed in 12 hours (based on the number closed in 12 hours divided by the total
number of Help Desk tickets)

» Statistics regarding trends and frequencies in problems reported and any
actions taken to address recurring problems.

e Weekly ACD statistics: number of accepted, answered, and abandoned calls;
and percent abandoned (based on number accepted and answered).

*  Weekly totals for received voicemails, emails and faxes.

* Any issues/concerns/actions hampering WGS1's performance of Help Desk
operations with recommendations of any Government action required to
resolve the problem.

* Financial status of the Task is sent under separate cover. When final figures
are not available, the WGSI shall report projected financial status based on a
financial model. WGSI shall provide the COTR with a written explanation of
the financial model used. The Mouthly roll-up report (see b., following) shall
contain final financial figures,

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

* A Manning report of all hiring, firing, and other personnel changes, including
notation of any vacancies or other variations in the established workfarce level
will be sent under separate cover once a week.

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

By the 15" of the month WGSI agrees to submit a Monthly Status Report that will roll-up
all statistics for the month and shall provide actual, final financial figures for the preceding
month.

5. Security Requirements
Sccurity requirements are described in Section H of the contract. All personnel

assigned 1o the task must have an approved INS employment waiver or suitability
determination granted by the INS Security Office before work can begin. Certain

WGS! 10726/98
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individuals may be authorized to start performance under this Task Order prior to
obtaining a security waiver. These individuals and their performance constraints
during the "early start" period will be agreed to in writing by WGSI and INS
(COTR and Technical Point of Contact).

6. Other Direct Costs

WGSI expects to incur costs for local travel, long distance travel, pagers, training, etc., as
listed in the attached cost section.

WGSL is not required to obtain prior written approval of ODC’s for travel, supplies, and
overtime. However, the expenditure of funds for these items wiil be coordinated with the
INS Site Manager / Task Manager. WGSI will obtain written approval from the COTR
for unusual ODC’s such as training and conferences.

WGSI 10/26/98
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PartIL. Service Level Agreement

1 Contract Number/Task Order Number: HQ96-37/FOS99-002
Introduction
a. Organizations Involved

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

N

(a) POC Names: Technical Manager, INS | {(b)N6)
Help Desk

(o)  Location: 425 1 Street, NW
Room 5120
Washington, DC 20536 —

(c)  Telephone Numbers: (202) 616-7668 L_ j

(2)  End User Organization:
(a) POC Names: Glenn Hall
(b} Location: 801 1 Street, NW
6 Floor, Suite 640
Washington, DC 20001
()  Telephone Numbers: (202) 616-7685

b. Purpose: The purpose of this Service Level Agreement (SLA) is to state the
relationship between the service provider and the end-user organizations. It
specifies the services and commitment of WGSI as well as the expectations and
obligations of the end-user organization.

Responsibilities of Service Provider (WGSI)

3.1 WGSIH agrees it will:
a) Provide Help Desk Telephone Support 24 hours a day, 7 days a week.

b) Respond to a Help Desk initial call within a time frame not-to-exceed (NTE)
20 seconds (i.e., an on-hook wait time of NTE 3 rings).

W(GSL 10/26/98
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c) Return 95% of voicemails and emails left by users within 60 minutes. All
voicemails and emails will be returned within two hours.

- d) Resolve 95% of tickets assigned to the Help Desk within one business day
subject to the exceptions noted in the Performance Incentives table.

e) Ensure a less than 9% weekly average abandoned call rate.
f) Gather all required information from users and document in trouble ticket.

8) Provide ticket number to user and assign ticket to appropriate organization as
soon as possible.

h) Use Remedy, the Government-provided automated trouble ticket system.

i) Help Desk monitors trouble tickets assigned to the Help Desk queue through
resolution and closure of the problem,

j) Help Desk monitors all open REMEDY tickets assigned to all INS
organizations. Points of contacts for each organization is notified by Help
Desk management when the length of time tickets have been open exceed a
reasonable timeframe.

k) Provide accurate and current responses tailored to individual users.
1} Provide courteous service.

m} Provide higher priority to workstations manned by Immigration and
Naturalization Service (INS) senior management. These users are identified by
a "Hot List” in Remedy.

n} Determine the nature of the problem and escalate the problem to second-tier
staff in the End User Computing (EUC} Branch, the Network Control Center
(NCC), Third-Tier support or to the Hardware Maintenance (Wang or
warranty provider) support staff.

0} Assign a level of criticality to system failures and disseminate a service request
classification table with time escalation to all end users. The guideline for
determining the level of criticality is depicted in the following table:

WGSI 10/26/98
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| o) Develop and deliver escalation procedures.

p) Notify end-users of planned outages due to maintenance or other activities.
r) Track the number of trouble tickets opened and closed.

s) Track trends and frequencies in problem reports and actions taken to resolve
problems,

t) Perform periodic surveys to monitor customer satisfaction.

WGs)

10/26/98
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2) Initiate escalation procedures for problems that preveat a number of people
working, or put users’ information at risk. The guideline for problems that
need to be escalated is depicted in the following table.

EUC Team Leader
WGSI Technical Manager
2 End User Organization Manager
WGSI Deputy Program Manager
3 WGSI Program Manager
3.2 Performance Incentives

The table below provides the performance incentives for the Help Desk SLA.

Element |Standard Performan |Measurem[Source Performane !Calculations
ce ent ¢ Factor
Requireme|Interval
nt
Resalution of tickets [No more  |Quarterly {REMEDY|H/- 1% total Performance=
of Help to monthly |closed ticket rate
Desk He!p Desk deviation labor price
tickets resolved within|[from the for Help
1 business day |established Desk
standard Operation +/-
1% variance.
Maximum
3% totsl
incentive,
’:Eu:n.l.inm
WGSI 10726/98
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3.2.1

322

WGSI Payment

For performance of service that meets the standard, WGSI shall be paid the
validated bill for the service.

For performance of a service that does not meet the standard WGSI shall be
paid the validated bill for the service less the reduced value of the service for
unsatisfactory contract performance. The reduced value will be determined by
using the variance determinant established in the performance factor column,

For performance of a service that exceeds the standard, WGSI shall be paid the
validated bill for the service plus a positive incentive credit for exceptional
contract performance. The performance credit will be determined by vsing the
variance determinant established in the performance factor column,

Any reductions or increases to a validated bill for service will be made during
the period in which the contracting officer makes the determination that &
reduction or increase is appropriate, regardless of the period in which the
performance occurred.

In all cases, adjustment (reduced value or positive incentive) will not exceed
3% of the labor component of the validated bill for service for any individual
incentive.

Example of Determination of Reduction (Call Resolution)

o R

N

Assume an annual task order value of $1,000,000 (abor only).

Assume the measurement period is quarterty.

Assume the amount placed at risk is $250,000 (51,000,000/4).

Assume the standard for number of calls resolved within one business day is
95% on a monthly basis.

Assume that the WGSI achieved a 93% call resolution rate,

Assume the incentive is based on +/- | % of the monthly labor invoiced price,
Assume 1% deviation allowed,

Assume the calculation is determined by:

WGSI
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i

Calls resolved within ] business day = resolution rate
Calls assigned to Help Desk

The total estimated reduction for unsatisfactory performance is:

Total task order value at risk: $2 50,000

Number of calls selecting analyst received: 22,500 (250 per day times 90 days)
Number of calls resolved within 1 business day: 20,925

Resolution rate: 93%

Incentive based on +/- 1% variance

Variance: 2%

Deviation allowed: 1%

Total Reduction for the Quarterly Periog: $2,500 ($250,000 times .01
variance)

3.2.3 Example of Determination of Performance Credit (Call Resolution)

Ao op

Fw o

Assurmne an annual task arder valye of $1,000,000 (labor only).

Assume the measurement period is quarterly.

Assume the amount placed at risk is $250,000 ($1,000,000/4).

Assume the standard for number of calls resolved within one business day is
95% on a monthly basis.

Assume that the WGSI achieved a 97 % cal) resclution rate.

Assume the incentive is based on +/- 1 % of the monthly labor invoiced price.
Assume 1% deviation allowed.

Assume the calculation is determined by:

Calls resolved within ] business day = resolution rate
Calls assigned to Help Desk

The total estimated reduction for unsatisfactory performance is:

Total task order value at risk: $250,000

Number of calls selecting analyst received: 22,500 (250 per day times 90 days)
Number of calls resolved within 1 business day: 21,825

Resolution rate; 97%

Incentive based on +/- 1% variance

Variance: 2%

Deviation allowed: 1%

Total Performance Credit for the Quarterly Period: $2,500 (3$250,000 times
.01 variance)

WGSI
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