REP #GSVWOTPDO0OT SUBMITTED TO:

TECHNICAL VOLUME Ganaral Sarvices Administration

USA Contact Multichannel Faderal Citizan Information Canter (FCIC)
Contact Center Services 1800 F Strest NW, Room G142

for the General Services Administration Washington DC 20405

Attention: Warren D. Snaidar

Decambar 13, 2007

(DTelelech

Government Sebabens, LLT,

USE AND DISCLOSURE OF DATA

This proposal includes data that shall not be disclosed outside the Government and shall not be duplicated, used, or disclosed-in whole
or in part-for any purpose other than to evaluate this proposal. However, if a contract is awarded to this offeror as a result of, or in
connection with, the submission of this data, the Government shall have the right to duplicate, use, or disclose the data to the extent
provided in the resulting contract. This restriction does not limit the Government's right to use information contained in this data if it is
obtained from another source without restriction.

FREEDOM OF INFORMAITON ACT EXCLUSION

The data furnished in connection with this proposal is deemed by TeleTech Government Solutions, LLC, to contain trade secrets and
commercial or financial information which is privileged and confidential under Title 5. United States Code, Section 552. Accordingly,
such data will not be disclosed outside the Government and will not be duplicated, used or disclosed in whole or in part for any purpose
other than to evaluate this proposal.



General Services Administration Sol. No. GSVO7PD000 7
TGlETeCh USA Contact Multichannel Contact Center Services

Government Solutions, LLC.

Table of Contents
PROPOSAL INDEX ..ot eeee et eeee e et e e e e aeeaaeaeereaeaseaeeesaeeeeesaeeeasaseeeessareeeesanns VI

EXECUTIVE SUMMARY ..ottt ee ettt e e e e e e e e e e e e e e s s st aeneeae e e e e e e e e aannns 1
VISION FORGSA .ottt ettt e e ettt ettt e et e e e e e e e e e e e e s samnn et e e et e aeaeeeeens 1
SECTION 1.0 EXPERIENCE (L.7.2.1.3) ttttitiiiieeeee oottt e e e e e e eeeeens 5.
1.1 MNIMUM REQUIREDEXPERIENCE(L.7.2.1.3.1) tirreriiiiiiiiiiiiii e e e e e e eeeeeeeeeeee e e e e e e eeeeaaennnnees 5
1.2 DoCUMENTATION OFEXPERIENCE(L.7.2.1.3.2) ceeiiiiiiiiiiiiiiene e eeeeeeee e 5
1.2 1  TTGS OVEIVIEW....cciieiiieeeeeieitteeemmmmmm e e e e eeeeeeeaassesssaaaasaaeaaaaaaaeeanaenneeeeseesssnnnnnes 5
1.2.2  FINANCIAI FACES ... .ottt e e e e e e e e e e e e e e e eeeeeaeeennnnns 5
1.2.3 TTTGS Staffing Data.........ccceviiieiiceeeeeiiices e 6
1.3  PASTPERFORMANCE(L.7.2.1.4) ittt e e e e e e e e e eeeeennees 7
I O O YT TP 7
1.4 SANDARD REPORTINGCAPABILITIES ..cvvuuititieeietteeestneesssneeessnesssnnnasessssnneasssnaesesnnnnns 7
SECTION 2.0 TECHNICAL APPROACH (L.7.2.1.5)ccciiiiiiiiiiiiiieeei 8
2.1  TECHNICAL APPROACHOVERVIEW ...ccuuiiiiiiiiesitueeeetteesesneesssnssssnnnansssssneesssnesesnneesesnns 8
2.2  FRVICES TOBEPROVIDED (L.7.2.1.5.0) i e e e e e e e e e e e e eenannnees 8
2.3 AUTOMATED SERVICES(C.3.1) ittt eeeeee e e e e e e e e e e e e eeee s 8
2.3.1 Automated Voice Response Services (C.3.1.1) . uuiiiiiiiiiiiieeeeeeeieeeeeeiiiiieeens 8

2.3.2 Facsimile Services Fax On-Demand and Fax Ba¢k1.2, C.3.1.2.1,C.3.1.2.2)...8

2.3.3 Voice Mail Service and Automatic Callbackl€phone) (C.3.1.3, C.3.1.4)................ 8
2.3.4  Web Callback (C.3.1.5) ..iiiiiiiiiiiiiiieieeiieeer et eenar s 9
2.3.5 Automated Outbound Dialing Campaign (C.3.1.6)........cccviiiiiiiiiieeeeerieeieninnnnd 9.
2.3.6 Automated Facsimile Delivery (C.3.1.7) ..o 9
2.3.7 Automated E-Mail Delivery (C.3.1.8) ..ciuueeeeeiiieeeeeeeeeicee e eeeeeeeee e 9
2.3.8 Hosted On-Line Ordering (C.3.1.9) .....ucceaemioiiiieee et e 9
2.3.9 Hosted E-Mail Web FOrm (C.3.1.10) ...ciieeeeeeeiee e 9
2.3.10 Hosted FAQ Services (C.3.1.11) ...cciiiiiiiieiieiiiiiiiiiiiiiaaa e e e e e eeeeeeieeeeeeeeeeeeees 9
2.4 ATTENDED SERVICES(C.3.2) 1iiiiiiiieiiiiiiiieeiiiitte s s s e s emaaas s e e e e e e e e e e e aaeeeeensnsnnnnnnns 10
2.4.1 Responding to Telephone INQUIres (C.3.2. 1) cuuuiuiiiiiiiiiieeeeeeeeeeeeeeeeeeeveeee 10
2.4.2 Outbound Calling ServiCe (C.3.2.2) ... uuummmeerrmmniaaaeeeaaaaeeererereerersmmnnnnmnnnnnnnnes 10
2.4.3 Responding to Postal Mail Inquiries (C.3.2.3).......uuuuriiiiiiiieieeeeeeeeeeeeeeevieeee 10
2.4.4 Responding to E-mail INQUIMES (C.3.2.4) e oo eee e e 10
2.4.5 Responding to Facsimile Inquiries (C.3.2.5).cc.uuuuiiiiiiiiiiieiiieeeeeiiis 10
2.4.6 Interactive Web-Based ServiCes (C.3.2.6) mmm  iieeiiiiiiiieeeiiiiiiiiiiinaeeeeeeeeeaaens 10
2.5 OTHER SUPPORTSERVICES(C.3.3) . uiitiiiieiieiiieieeeetiiiititi st e e e e e e eeeas 10
2.5.1  FUlfillment SErviCes (C.3.3.1).........ummmmmeeeeeererrrunnnnnniaaaeeaaaeeeaeerssereeresereseemmmmnes 10
2.5.2  Transcription SErviCe (C.3.3.2) .. ieereeere ettt e e e eee e e e 11
2.5.3 Language Translation Services (C.3.3.3) i e e e e e enaeeeeens 11
2.6 DRECTORYLISTING SERVICE (C.3.4) .ottt ettt memmme ettt 11
2.7  TECHNICAL AND MANAGEMENT SERVICES(C.3.5) ..uutiiiiiiiiiiiiiiieeieee e eeeeeeeeeen e 11
2.7.1 Core Project Management Support (C.3.5.1).....ccoiiiiiiiiiiiiiiiiiiiiiee e 11

Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.



General Services Administration Sol. No. GSVO7PD000 7
TGlETeCh USA Contact Multichannel Contact Center Services

Government Solutions, LLC.

2.7.2 Incremental SUPPOIt (C.3.5.1.1) .ottt eeeeeeiiiiiiiiieee e 11
2.7.3 Technology Management (C.3.5.4) ... eiieeeeeeeeerr e an e e e e 12
2.7.4 Information System Security (C.3.5.5) i 12
2.8 (CONTINGENCY/DISASTERRECOVERYPLANNING (C.3.5.4.61L.7.2.1.5.3).cccccvvvrrrrrrinnnnnnn. 12
2.9 OONTENT AND KNOWLEDGE MANAGEMENT (C.3.5.6) ..uvvuuiiiiiiiieeiiiieeieeeeeeitiv e 12
2.9.1 Contact/Case Management (C.3.5.7) ... iiiieiieeeeeeerrr e eae e e e e 12
2.9.2 Relationship Management (C.3.5.8) ... 12
2.10 QJSTOMERSATISFACTION ASSESSMENTEC.3.5.9) .uuiiiiiiiii e e 12
2.11 PECIAL PROJECTSUPPORT(C.3.6) .euuruuuiiiiiaieeeeeieei ettt mmmmme ettt e e e e e e e e 12
2.12 SAFF TOBEPROVIDED (C.4) ..iiiiiieeeieiiiiiiii st e et e e e e et teeeeee e e e e e eeaaaaaana e e e e e e e eaaaaaaeeees 12
2.12.1 Key PersONNel (C.4.1) . ..uuuuuuii o ettt e e e e e e e e e e e e eeeeeeeeeeeeeeeeessennnnns 12
P2 A S U o] oo S = 1 1 (0 ) 13
2.12.3 Information SPeCialiSt (C.4.3).....uutceeeeereiiiiiie e s 13
2.12.4 Facilities and Technology Infrastructure/(R.1.5.2) ........coevvvvirivneniieiineeee e 13
2.13 FACILITIES TO BEPROVIDED (C.5)..iiiiiiiiiiiiiiiiiiiiiee ettt ettt 14
2.13.1 General Requirements (C.5.1) ........commmmmmeerireeeeeeeeeeeeeeeeeeernnnnnnn 14
2.13.2 Facility INnfrastructure (C.5.2) ... e 14
2.13.3 Site Selection and Facility Design Requing®i€C.5.3).........ccceeeiiiiiiieeeeeenerenim 14
2.13.4 Project HOUSING (C.5.4) .. iiiiieeiiieeeeeme et e e e e e e e e eeeeneees 14
2.13.5 EXclusive Use SPaCe (C.5.4.1)......ccmmmmmeeeeeeeeeeeeieiiiiiiissaea e e e e e e e e annaaeaaaaaeenens 14
2.13.6 Facility and Systems ACCESS (C.5.5). miiiiiiiiiiiiiiiiiiiiiiiane e eeeee e 14
2.14 TECHNOLOGYINFRASTRUCTURE(C.6,C6.1.1) ..ceeivieiiiiiiiiiiiiiiiee e e e e e e e e e e e eeeeaneees 14
2.15 QLL PROCESSINGTECHNOLOGY AND SERVICES(C.6.1) .ccuvuriiiiiiiiiinieieeeeeeeeeeeeeeiieees 15
2.15.1 Automated Fax-Back/Fax on Demand (C.6.1.2)...........coevvrrrrvriniiiiiiiieeeeeennn, 15
2.15.2 Automatic Numbering Identification (ANI) @1.3)......cceeeiiiriiiiiiiiiiiiiieiiiiiiiees 15
2.15.3 Accounting and Management (C.6.1.4) e eeeeeeeeeeeeeeeeiiiiieea e e e e eeaeeens 15
2.15.4 Call QUEUING (C.6.1.5) ..ot ee e e e eeraeees 15
2.15.5 Call Transfer (C.6.1.6) ...cccciie e 15
2.15.6 Computer Telephony Integration (CTI) (C.B)Lu...uvveueuiiiiieieieeeeeeeiieeeeeiiiiiiees 15
2.15.7 Dialed Number Identification Service (DN[E)6.1.8).........cevvriiiiiiiiiiieeeennnnnnn. 16.
2.15.8 Automated Voice ResSpoNnSse (C.6.1.9).. . cccaeiiiiiriiiiiiiiieee e 16
2.15.9 TDD/TTY Calls (C.6.1.10) ...ccttiiiiiiiieiiieeiieeeieiiiiriie e e e 16
2.15.10 System Capacity (C.6.1.11) ....uuuuuiieiiieae e s 16
2.16 E-MAIL ROUTING AND MANAGEMENT (C.6.2) .ciiiiiieeiiieeeeeeette e 16
2.17 FAQSYSTEM (C.6.3) ciiiieiiiiiiiiiiiiiiiae e e e ettt eeeeees e e e e e e e e e e e e et e tebaaab s e e e e e e aaaaaaas 16
2.17.1 Hosted FAQ Service (C.3.1.10) .. .uuuueeeeeeeeiiiiiiiieiaeeeeeeeeeeeeeeeeeeeeenesennnnnnsennnne 16
2.18 KNOWLEDGEMANAGEMENT (C.6.4) ... i oottt e e e e e e e eeeeaannees 16
2.19 ONTRACTMANAGEMENT SYSTEM (C.6.5) .oiiiiiiiiiiieeeeeeere e 16
2.19.1 Enterprise Web-based Desktop and Knowledgealgement System.................... 16
2.20 WORKFORCEMANAGEMENT SYSTEM (C.6.6) ..ceeeviiieeeiiiiiiiiiess e rrerenic e 16
2.21 QISTOMERSURVEY AUTOMATION (C.06.7) teeeeeiiiiiuiiiiiaiee e e e e eeeeeeeeeeteeeene e e e e eeeeeeeeninenes 17
2.22 OMPLIMENT AND COMPLAINT MANAGEMENT (C.6.8)...ccviiiiiiiiiiiiiiiiiiiiiiiiiieeeenas 17
2.23 FRVICEMONITORING AND QUALITY CONTROL(C.6.9) ...coiiiiiiiiiiiiiiieeeeeeiiiii e 17
1

Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.



General Services Administration Sol. No. GSVO7PD000 7
TGlETeCh USA Contact Multichannel Contact Center Services

Government Solutions, LLC.

2.23.1 VOICE MONITONING ...ttttiuiiiiaae e e emmmmee e e e e e e e e et seeeee s e e e e e e e e e e eaeaas 17
2.23.2 Internet and E-Mail MONITONING........uuuuuuriiiiiiiieie e 17
2.23.3 Performance Monitoring SESSIONS ..... .o eeeeieiieiiiiiiiiiiiiiaa e e e eneaeee e e e 17
2.23.4 Remote Monitoring Without TTGS Participation.............cceeuvvvveiiiiiiiiieeeeeennn. 17
2.24 TRAINING (C.6.10) .oieiiiiiiiiiieieiiititee e et s e e e e e e e e e e e e e eeeeeeeessbnnnnnssnnnne 17
2.25 UTERATURE FULFILLMENT (C.6.11) .uuuuuuuiiiiieeeie e oo eeeeeeeeeeeseevmmmmms s s e e e e eeeeaeaaaeeenesnnnnnnnnns 17
2.26 VOICEMAIL AND ELECTRONICMAIL (C.6.12) ..cutuiiiiiiiiiiieeeeeeeeeeeeeeeeeeeseemems e 18
2.27 ONLINE ORDERINGSYSTEM (C.6.13) .eevveuuiiiiiiiiieieeeeeeeeeeeeeeee s emmmmssss s s e e e e e eeeaeeeeeennnnnnnnns 18
2.28 WEB CHAT SYSTEM (C.0.14) ... oottt ettt e e e e e e e e e e e 18
2.29 POWERSUPPLY (C.8.15) tuuuuiuuiiiiiiiieeeeeeiee et eeeestttsmmmmms s e e e e e e e e e e e eeeeeanseannanaeaeeaeeeeannes 18
2.30 DATABASE DESIGN(C.6.16)....ccciiiiiiiiiiiiiiiiiiiiia s e e e e e s emmmeeeeaeenneis s s s s e e e e e e e e e aeeeeeeeeeeend 81
2.31 TELECOMMUNICATIONS SERVICES TO BEPROVIDED (C.7) ..oiiiiiiiiiiiiiiiiieeieeeeeeee e 18
2.32 LocAL TELECOMMUNICATIONS SERVICES ANDINTERNETACCESS(C.7.1).....cccevvvvevinnnns 18
2.33 NTERCITY TELECOMMUNICATIONS SERVICES(C.7.2) 1uviiiiiiiiiiiiiiiiieeieeea e e e e e e s s 18
2.34 NETWORKDESIGN (C.7.3) ceeeeiittuuuuniiaaeaaeeeeeeeeeeeeeeeieeenae e e e e e e e e e eeeeeeseeesaana s e e e e e eaeaaans 18
2.35 NETWORK TERMINATION EQUIPMENT (C.7.4) .cciiiieeeeeeeeiie e seenenn e 18
2.36 FRVICE COORDINATION (C.7.5) cuuuuiiiiiieieee ettt e e e e e 19
2.37 TELEPHONENUMBER OWNERSHIP(C.7.6) ..uvvuuuiiiiiiiiiieeeeeeeeeeeeeeeeeeesimnmnmseeeseeeeesnnnnnnnnnns 19
2.38 NTERNETDOMAIN OWNERSHIP(C.7.7) wuuuuuiiiiaieeeeeeeeeeeeeeeeeeetitiemmmmme e 19
2.38.1 Emergency Response Capability (L7.2.1.5.4).cc.ccccovrimriiiiiiiiiiiieieieeeeeeeeeeeee 19
2.39 HIMAN RESOURCESMANAGEMENT PLAN (C.8) ..cciiiiiiiiiiiiiiiiiiiii e 19
2.39.1 Recruitment and Retention (C.8.1) ....uuueeeeiiiiiiiieeeeirree e e e e e en e 19
2.39.2 TraiNINg (C.8.2) ..ciiieiiie ettt e e e e e e e e e e et e et e e e et ennnne e e e e e b an s 19
2.40 QALITY ASSURANCHQUALITY IMPROVEMENT(C.9) ..uuuiiiiiiiiiieieeecieeeeeeeeeeeeii s 20
2.40.1 Service Monitoring and Calibration (C.9.1)........ccooiiiiiiiiiiiiiiiice e 20
2.40.2 Effectiveness of Service Delivery (C.9.2) .. .iiiiiiiiiie e 20
2.40.3 Quality Improvement Program (C.9.3) .. eeereeiieiiiiiiiiiiiiiianneeaeeeeeaaaaaeeens 20
2.41 RERFORMANCEMANAGEMENT (C.10)...iiiiiiiiieiiiiiiiiiiiiee e e e e e e e e e e e sreeeess e e e e e e e e e e e e eeeeanannnnnns 20
2.42 NMANAGEMENT REPORTS(C.11) tuuuiiiiiiiieieie ettt e e e e e e e e 21
2.42.1 Weekly and Monthly Status Reports C. 11.0) c....cooovvvviiieiiiiiiiiiiieeeeeeeeeeeeen 21
2.42.2 Operational REPOMS (C.L11.2) . .uuuuiieeeeeiiiiiiiiiiiiiiiiiae e e e e e e e e e e e eeeeeeeeeeeeeenee 21
2.42.3 Problem Resolution RePOrs (C.11.3) . mmeeceeurrriiiiiieieeeeeeeeeereeeeessnnsnnnnnnnnnnennns 21
2.42.4 Monitoring REPOIS (C.11.4)....ceeiiiieeeeeeieeeeeeeiiitee e e e e e eeeeeeeeeeeeeeeees 21
2.42.5 Compliment and Complaint Management Re@t4d1.5) .......viiiiiiieeieeeeeennnnn. 21
2.42.6 Ad HOC REPOIS (11.6)...cceeieiiiiiiiimmmmmmeeeeeeieeeeeiiitiiiae s e e e e e e e e e e e e eeeeeeeaeeeeeeennenes 21
SECTION 3.0 MANAGEMENT PLAN (L.7.2.1.6) «eovviiiiiiieeiiieeeeimm et 23
3.1  (GONCEPT OFOPERATIONS(CONOPS)PLAN ...cvttttiiiieaaa e e e e e e e e e e e eeeeeeeeeiaeees s 23
3.1.1 Program Management STIUCLUIE .........coeemeeiiiiiieiiieeeeir e e e 23
3.1.2 TTGS Program Management Office (PMO) .....cccooooiiiiiiiiiiiiiiiiiiiiee e 23
3.1.3 Project Management Office (PMO) Roles andoBesibilities ...............ccccevveeeens 23
3.1.4 Project Management Methodology...........cooeiiiiiiiiiiiiiiiiii e, 23
0 I T {151 1 1Y = 1 = Vo 1= . 1T | USRS 23

Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.



General Services Administration Sol. No. GSVO7PD000 7
TGlETeCh USA Contact Multichannel Contact Center Services

Government Solutions, LLC.

I 700 0 T I - U111 o PO RRPRPPT 24
3.1.7 Mutual Supply RelationShipS........cocceeiieee e 24
3.1.8 Disaster Recovery/Contingency Plans.. cccccc.oooiiiiiiiiiiiiiie e, 24
3.1.9 CONOPS Plan DeSCrPLIONS .......ccceeiiiieeeeeeiiiiiiiiiseee e e e e e e e e eeeeeeeeeseesennnnsennnne 24
3.2  QUALITY CONTROU/IMPROVEMENTPLAN ....uuiiiiiiiiiiiie e e ee et e e e e s et e e e e e eene e e e e eeenes 25
3.2.1 Day-to-Day Operations Management: Supervi@perations Manager ................ 25
3.2.2  Quality ASSUrance ManagemMeENTt .. ....... e eeeeeeeeeeiieeeieiiiiinniiaaaeeeaaaaaaeeeans 25
3.2.3 Evolving Performance Standards........ . cceieeieeeiiiiiiiinseeeeeeeeeneaaeeaeees 25
3.2.4  EXPErieNCe CONSISTEINCY ....uuuuruuuuiieeeeiaas e e e e e e e e e e e e eeeeeeeeeseebnnnn s s 25
3.2.5 Internal CaliDrations.............uuveimmmmeeeeieeeeeee e e e e e 25
3.2.6 Agent Login ID and Remote Monitoring ACCESS - .cooveiiieiiieeeeiiiiiiieae e 25
3.3 (ALL CENTERTASK ORDERPERFORMANCEPLAN ......ccceiiiiiiiiiiiiiiiiiiiieieeeee e e 25
3.3.1 Task Order Staffing and CommunNIiCatioN ..............uuvuiiiiiriiieeeeeeeeeeeeeeeeiiieeee 25
3.3.2  Staff Deployment NOUIfICAtION...........uuceeeiiieieiiiiieeeeeerrs e e e e e 25
3.3.3  ComMmMUNICALION SErAtEQY .....ceeeevrrrrtmmmmneeeeeetttenniaaaaeaeeeeaeeeeeeeeeeesseeenneeessnnnnns 26
3.3.4 Problem Identification, Escalation, and R@8O0h................cccccevveiiiiiiiinnnnn, 26
3.4 READINESSPERFORMANCEPLAN .....uiiiiiiiiiii e e e e e e e e eeees 26
3.4.1 Workforce Management — National Operationgo®u Center..............cceevvvvvvnnnns 26
3.4.2 Site Operations Support Center (OSC) .. cuauriiiiiiiiiiiiiiiiee e e eeeeeeeeeeeeeeee. 26
3.4.3 Accomplishing Performance-Based Expectatians.............cccevvvvvvvvvviiinnnnnnnn. 26
3.4.4 Meeting Readiness ReqUIrEMENTS.......cccurrruriiiieiiiiiiiiiiiiiiiiii e 26
3.4.5 Subcontractors and REAAINESS........ccuueeemrerriiiiiiiiiiiieae e 26
3.5 (LL CENTEROPERATIONS PERSONNEL ANDSTAFFING PLAN ......uuiiiiiiiiiiiiieeeeeeii e 27
G T U0t R (=) VA =1 270 1 27
3.5.2 Staff Recruitment & Selection ProCeSS.........uuiiiiiiiiiiiiieeeeeieeeeeeeiieeees 27
3.5.3  Resource AVailability.........cccoiiiiiieceeeiiiiiise e 27
3.5.4 Staffing, Lines of Authority and SUPervisiON.............cooovviiiiiiiiiiciiie e, 27
3.6 TRAINING PLAN ...ttt ee e e e e e e e e e s e bbbt e e e e e e e e eeaennnnnes 27
3.6.1 Performance and ReteNTION............ o eeeeerrummniianaa e e e e e eeeeeeeeeeeeieeeneeeeeennnne 27
3.6.2  Support Personnel Certifications .......cccccceoiiiiiii e 27
3.6.3 Example Training Schedule..........oo e 27
3.6.4 Knowledge Base Management ............ceeeeeeerurrummmiiiiiaieeeeeeeeseeeeeeresssnnnnnnnnnenes 28
3.7 SRATEGIC PARTNERING & SUBCONTRACTORPLAN .....cciittiiiieiieiiii e e 28
3.8 REPORTING& COMMUNICATIONS PLAN ....uttiiiiiiiiiiiiiiiieeee e e e e e esienenee e e e e e e 28
3.8.1 Status and Management REPOIS. ... .ot ee e 28
3.8.2  Weekly and Monthly StatuS REPOIS ......ccceeeveiveriiiiiiiiiieie e eeeeee e eeeveeeeeeee 28
SECTION 4.0 SECURITY PLAN (L.7.2.1.7) ettt ettt 29
4.1 INFORMATION SYSTEMS SECURITY MANAGEMENT (C.3.5.5) ...uuiiiiiiiiiiiiiiiiiiiiiiieeeeeee 29
4.1.1  Phase |: INTALON .....uuueiiiii e e e eeeeeeebbes e e e e e e e e e 29
4.1.2 Phase 2: Security CertifiCation....... o «eeeeeiarieeeeeeeeeeerreeeerrsnnnnsnnnnarenn 29
4.1.3 Phase 3: Security ACCreditation.......ccccceeeiiiiiiiiiiiiiiiiiiirr e 30
4.2  HERSONNELSECURITY (C.3.5.5.1) . iiiiiiiiiiiiiiiiiiiiii ettt e e e e e e e e e e ee e 30

Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.



General Services Administration Sol. No. GSVO7PD000 7
TGlETeCh USA Contact Multichannel Contact Center Services

Government Solutions, LLC.

4.2.1 Termination SECUrity PrOCEAUIES. ......couummmiieitiiiiiiiieaea e e e e e e e eeeeeeeeeeveeenneeeeeees 30
4.3 INFORMATION AND TELECOMMUNICATIONS SYSTEM SECURITY (C.3.5.5.2) c..vvvvviiiennnnn. 30
4.4  FACILITY SECURITY (C.3.5.5.3) 1ottt s e 30

SECTION 5.0 PLAN FOR SPECIAL HIRING (L.7.2.1.8) cccetteeeeiiiieiiiiiiiiieaeeeeeeeeeeeeeeenannnns 31
TR R O V=1 oAV 31

S0 00 Yo 11 o[ T U 31
5.2 TTGSOUTREACH TONATIONAL ORGANIZATIONS. ...ccuuiitiiiiiieitiieeeteeteeeneesseaeenneens 31

5.2.1 Past Outreach EXPEIENCE ........cvvvieeceeeeeeeeeeetiiiiiss s e e e e e e e e e e aeeeeeeeeeeeeeeeeeennes 31
TG T [ o T I 31

5.3.1 MatchPoint SKillS ASSESSMENt..........iemceeeiieiiie e eeeeeaa e eees 31
5.4 DISABLED VETERAN SOURCING ...cuuiutittiiteiteetiiteetestissnsstnessassnssssnsssnsetnsensssnsesseanaens 31
5.5  BEVMPLOYMENT PHILOSOPHY....cuuuiiiitiiieittieeitiieeetteesesteessessasessstnaeesssneesstneeesstnseessannns 31
5.6 CPTIMUM REWARDS  «eveeeeeee e eee e eee e e e et e e e e e eeeeee e e e e eee e e et et e e e eeeeeeeeeeee e ans 31
5.7 QPTIMUM REWARDS  REINFORCESGSASUCCESS . uveueeueeeeeeeeeeeeeeeeeeeseeeeseseesseeesen. 31

Vi

Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.



General Services Administration Sol. No. GSVO7PD000 7
TGlETeCh USA Contact Multichannel Contact Center Services

Government Solutions, LLC.

List of Exhibits

Exhibit 1-1. TTGS’ Surpasses the Minimum ExperieQualification Criteria 5

Exhibit 1-2. TTGS Enjoys Constant Growth 5

Exhibit 1-3. TTGS USA Contact Small Business Pagnérror! Bookmark not defined.

Exhibit 1-4. TTGS Successful Projects that shoulovigle the confidence to GSA that TTGS
will perform exceedingly wellError! Bookmark not defined.

Exhibit 2-1. TTGS’ Technical Solution 8

Exhibit 2-2. TTGS’ Enhancement Life Cycle 11

Exhibit 2-3. TTGS System Architecture Block Diagrani3

Exhibit 2-4. Standards of Section 508 and Abilityfd GS’ Avaya ACD Error! ~ Bookmark
not defined.

Exhibit 2-5. TTGS’ GCC FunctionSrror! Bookmark not defined.

Exhibit 2-6. TTGS’ Voice Platform Monitoring Tools Error! Bookmark not defined.

Exhibit 2-7. TTGS’ Workstation Specification SummarkError! Bookmark not defined.

Exhibit 2-8. TTGS Average Training Room Layout 17

Exhibit 2-9. Recruitment Lead Times  Error! Bookmark not defined.

Exhibit 2-10. Field Staff Retention Egror! Bookmark not defined.

Exhibit 2-12. TTGS Quality Department StructurError! Bookmark not defined.

Exhibit 2-13. TTGS’ Life Cycle Management Methodgyd20

Exhibit 2-14. Ad Hoc Sample Report: Trends 22

Exhibit 3-1. Project Management Roles & ResponisikgdError! Bookmark not defined.

Exhibit 3-2. Project Management Methodology Error! Bookmark not defined.

Exhibit 3-3. Scope Management Proces&rror! Bookmark not defined.

Exhibit 3-4. TTGS Standard Disaster Recovery Sofuti 24

Exhibit 3-6. TTGS’ Concept of Operations (CONOP&nB Error!  Bookmark  not
defined.

Exhibit 3-7. Communication Strategy 26

Exhibit 3-8. TTGS Call Center Organizational Sturet 27

Exhibit 3-9. Call Center Roles and Responsibiliie®r! Bookmark not defined.

Exhibit 3-10. Example of TTGS’ New Hire Trainingt&xlule Error!  Bookmark  not
defined.

Exhibit 4-1. TTGS Data Classification Error! Bookmark not defined.

Vi
Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.



(DTelelech.

Government Solutions, LLC.

General Services Administration Sol. No. GSVO7PD000 7

USA Contact Multichannel Contact Center Services

Proposal Index

RFP Reference

Attachment 3: Technical Proposal Index

Requirement

| Contractor Proposal Reference

L.7.2.1.2 Executive Summary Executive Summary
L.7.2.1.3 Experience Section 1.0
L.7.2.1.3.1 Minimum Required Experience Section 1.1
L.7.2.1.3.2 Documentation of Experience Section 1.2
L.7.2.1.4 Past Performance Section 1.3
L.7.2.15 Technical Approach Section 2.0
L.7.2.1.5.1 Services to be Provided Section 2.2
C.3.1 Automated Services Section 2.3
C.3.1.1 Automated Voice Response Services Section 2.3.1
C.3.1.2 Facsimile Services Section 2.3.2
C.3.1.3 Voice Mail Service Section 2.3.3
C.3.14 Automated Callback (Telephone) Section 2.3.3
C.3.1.5 Web Callback Section 2.3.4
C.3.1.6 Automated Outbound Dialing Campaign Section 2.3.5
C.3.1.7 Automated Facsimile Delivery Section 2.3.6
C.3.1.8 Automated E-mail Delivery Section 2.3.7
C.3.1.9 Hosted On-Line Ordering Section 2.3.8
C.3.1.10 Hosted E-Mail Web Form Section 2.3.9
C.3.1.11 Hosted FAQ Service Section 2.3.10
C.3.2 Attended Services Section 2.4
Cc.3.2.1 Responding to Telephone Inquiries Section 2.4.1
C.3.2.2 Outbound Calling Services Section 2.4.2
C.3.2.3 Responding to Postal Mail Inquiries Section 2.4.3
C.3.2.4 Responding to E-Mail Inquiries Section 2.4.4
C.3.25 Responding to Facsimile Inquiries Section 2.4.5
C.3.2.6 Interactive Web Services Section 2.4.6
C.3.3 Other Support Services Section 2.5
C.3.3.1 Fulfillment Services Section 2.5.1
C.3.3.2 Transcription Service Section 2.5.2
C.3.3.3 Language Translation Service Section 2.5.3
C.34 Directory Listing Services Section 2.6
C.3.5 Technical and Management Services Section 2.7
C.35.1 Core Project Management Support Section 2.7.1
C.3.5.2 Site Management Section 2.7.2
C.3.5.3 Program Management Section 2.7.2
C.3.5.4 Technology Management Section 2.7.3
L.7.2.1.7 Security Plan Section 4.0
C.3.5.5 Information Systems Security Section 4.1
C.3.5.5.1 Personnel Security Section 4.2
C.3.5.5.2 Information and Telecommunications Systems Security Section 4.3
C.3.5.5.3 Facility Security Section 4.4
L.7.2.1.5.3 Contingency/Disaster Recovery Planning Section 2.8
C.35.5.4 Contingency/Disaster Recovery Section 2.8
C.3.5.6 Content and Knowledge Management Section 2.9
C.3.5.7 Contact/Case Management Section 2.9.1
C.3.5.8 Relationship Management Section 2.9.2
C.3.5.9 Customer Satisfaction Assessments Section 2.10
C.3.6 Special Project Support Section 2.11
c.4 Staff to be Provided Section 2.12
C.4.1 Key Personnel Section 2.12.1
C.4.2 Support Staff Section 2.12.2
C.4.3 Information Specialist Section 2.12.3
L.7.2.15.2 Facilities and Technology Infrastructure Section 2.12.4
C.5 Facilities to be Provided Section 2.13

Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.




(DTelelech.

Government Solutions, LLC.

General Services Administration Sol. No. GSVO7PD000 7
USA Contact Multichannel Contact Center Services

RFP Reference

Attachment 3: Technical Proposal Index

Requirement

| Contractor Proposal Reference

C.5.1 General Requirements Section 2.13.1
C.5.2 Facility Infrastructure Section 2.13.2
C.5.3 Site Selection and Facility Design Requirements Section 2.13.3
C5.4 Project Housing Section 2.13.4
C.54.1 Exclusive-Use Space Section 2.13.5
C.5.5 Facility and Systems Access Section 2.13.6
C.6 Technology Infrastructure to be Provided Section 2.14
C.6.1 Call Processing Technology and Services Section 2.15
C.6.2 E-Mail Routing and Management Section 2.16
C.6.3 FAQ System Section 2.17
C.6.4 Knowledge Management Section 2.18
C.6.5 Contact Management Section 2.19
C.6.6 Workforce Management Section 2.20
C.6.7 Customer Survey Automation Section 2.21
C.6.8 Compliment and Complaint Management Section 2.22
C.6.9 Service Monitoring and Quality Control Section 2.23
C.6.10 Training Section 2.24
C.6.11 Literature Fulfillment Section 2.25
C.6.12 Voice Mail and Electronic Mail Section 2.26
C.6.13 Online Ordering System Section 2.27
C.6.14 Web Chat System Section 2.28
C.6.15 Power Supply Section 2.29
C.6.16 Database Design Section 2.30
C.7 Telecommunications Services to be Provided Section 2.31
C.7.1 Local Telecommunications Services and Internet Access | Section 2.32
C.7.2 Intercity Telecommunications Services Section 2.33
C.7.3 Network Design Section 2.34
C.74 Network Termination Equipment Section 2.35
C.7.5 Service Coordination Section 2.36
C.7.6 Telephone Number Ownership Section 2.37
C.7.7 Internet Domain Ownership Section 2.38
L.7.2.15.4 Emergency Response Capability Section 2.38.1
L.7.2.1.6 Management Plan Section 3.0
L.7.2.1.6.1 Program Management Plan Section 3.1
L.7.2.1.6.2 Human Resources Management Plan Section 2.39
C.8 Human Resources Management Section 2.39
C.8.1 Recruitment and Retention Section 2.39.1
C.8.2 Training Section 2.39.2
L.7.2.1.6.5 Quality Assurance/Quality Improvement Plan Section 2.40
C.9 Quality Assurance/Quality Improvement Section 2.40
C.9.1 Service Monitoring and Calibration Section 2.40.1
C.9.2 Effectiveness of Service Delivery Section 2.40.2
C.9.3 Quality Improvement Program Section 2.40.3
L.7.2.1.6.4 Performance Management Plan Section 2.41
C.10 Performance Management Section 2.41
C.11 Management Reports Section 2.42
C.11.1 Weekly and Monthly Status Reports Section 2.42.1
C.11.2 Operational Reports Section 2.42.2
C.11.3 Problem Resolutions Reports Section 2.42.3
C.11.4 Monitoring Reports Section 2.42.4
C.11.5 Compliment and Complaint Management Reports Section 2.42.5
C.11.6 Ad Hoc Reports Section 2.42.6
L.7.2.1.8 Plan for Special Hiring Section 5.0

Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.




General Services Administration Sol. No. GSVO7PD000 7
TGlETeCh USA Contact Multichannel Contact Center Services

Government Solutions, LLC.

Executive Summary

TeleTech Government Solutions (TTGS) has the capabi lity, agility, and depth to deliver superior
performance-based solutions and services to USA Con  tact customers. TTGS has consistently
delivered to GSA based on its proven call center ca  pabilities and experience. This was put to
the test in no greater challenge then supporting GS A on behalf of FEMA for the Hurricane

Katrina Supplemental Registration Intake Program. W e bring a unique partnership model and
teaming strategy backed by innovative tools and pro cesses that foster cross-agency
cooperation and new market penetration. We bring to  gether the right partners, innovative
approach, qualifications and desire to be GSA’s par  tner of choice on this important initiative!

Vision for GSA

GSA is in the forefront of providing the high guglservices their Government clients demand to
keep America running. In recent months, GSA hagefdran entirely new vision of its future and
USA Contact success will be a critical factor ie tlealization of its mission: making GSte
technology acquisition service provider of chom®tr customers.(John C. Johnson, GSA).

Overview

TTGS is pleased to respond to USA Contact MultidehriContact Center Service Request for
Proposal. This proposal outlines the technical @@t and teaming strategy to successfully
meet the objectives of the USA Contact. TTGS’ psgabsolution will:

e Position the Government’s public information seeg®n par with or exceeding private
industry standards by providing customers with lgastcessible, accurate, timely, and
professional responses to their inquiries via thegferred method of communications.

e Provide capability to respond quickly to providdifjumanaged multichannel inquiry
response and management solutions to meet the ne&@sleral agencies and programs
in emergency and crisis situations.

* Provide increased capability to measure and cottiedelivery of information services
to meet the evolving needs of citizens.

e Provide solution that comply with federal infornmatisystems security requirements.

e Gain and sustain access to commercial off-the-sk&dte-of-the art technology that is
secure and scalable to meet current and futureresgents.

e Control information dissemination costs

* Promote job opportunities for individuals who ati&d or with severe disability.

TTGS is the premier business process and customeraction management R
specialist. We perform complex outsourcing actegtiacross all aspects of ‘@Q@

customer management lifecycle. By leveraging oabéng technologies, glob 2y
R

best practices, and innovative human capital grede we provide an array
front-and back-office support capabilities for tm@st respected and recognized
companies and government organizations around okl w

Today, TTGS provides in-market and in-region bussngrocess outsourcing (BPO) and
customer management capabilities for our cliemsflover 80 customer management centers
(CMC’s) across 18 countries — each day supportivey 8.5 million customer interactions for
our clients in 31 languages.

What truly differentiates TTGS is the scientificpapach we take to understanding and managing
the incremental customer interactions of our clieiot provide the right “alchemy” or “mix” of
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people, process, and technology solutions uniquthdm business situation. The core building
blocks of our value proposition come from the offgs we provide across three distinct areas:

* Human Capital Management Strategy -Hire better people, train deeper, retain longer

« Enabling Technologies —Centralized, enabling technology delivers transttional
infrastructure

e Global Best Practices —Optimal use of geography, skills, and metrics thiou
standardized process

TTGS’ broad array of capabilities is very strongawéver, it is how we blend our solutions for
the individual business that provides our cliensirategic advantage in the marketplace. We are
confident our approach, coupled with our teamimgtsgy, will meet and exceed USA Contact
expectations.

TeleTech Government Solutions (TTGS) Approach

Commitment. TeleTech Holdings and TTGS have made a corporatenitment to the
performance and growth of USA Contact. GSA hasri@kcontact center customers both large
and small. TTGS understands the importance ofustarners and has prepared to support both
large and small contact center requirements wighsdime care and attention to detail. We offer
the depth of our enabling technology, a fully fodn®rogram Management Office, a
management system built for USA Contact, and anessi migration and growth strategy that
will bring prospective clients worldwide to USA Qawt. TTGS has been preparing for USA
Contact while supporting GSA as an incumbent oistRontact. We have taken a strategic
approach in qualifying teaming partners and havdarfanancial and resource commitments to
USA Contact because it is the most important cehfaa our continuing evolution.

Partnership. TTGS partnerships will include GSA Regional offisaff and local companies
large and small who have established relationshipls GSA and prospective USA Contact
clients. We will partner with GSA through our owtol activities to advance understanding of
USA Contact benefits. Foster and initiate ongoingtact with GSA officials in the Regions
through meetings and participation in GSA eventgdim a deep understanding of the concerns
of GSA management across the Regions to sharpestratggic plans.

Teaming Strategy.Our strategy and approach in establishing thet tighA Contact team is a
critical component in our proposed solution to GFAGS is pleased to have BearingPoint, Inc
(BE) as our teammate on USA Contract. BearingPaimhajor global IT integrator, operates in
34 countries with sales of $ 4B in 2006 provides ¢éixperience, expertise, and commitment to
excellence that USA Contact and TTGS can rely u@waringPoint, Inc., is a leading global
management and technology consulting firm with ntbe: 17,000 professional and operations
personnel, providing strategic consulting, appiarat services, technology solutions, and
managed services to Global companies and governargahizations around the world. They
help clients achieve results by identifying missaritical issues and implementing innovative
and customized solutions designed to generate weyereduce costs, and access the right
information at the right time. In addition to prding a deep knowledge and past performance
with GSA and other Government agencies, BearingRuailhalso provide other mission critical
capabilities for our team including Project Manageitn government integration/implementation,
and system certification and accreditation. Be&wigt's value channel of partner companies &
subcontractors adds to the depth of our servicerioffs across the USA Contact spectrum of
tasks and customers.

Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.



General Services Administration Sol. No. GSVO7PD000 7
TGlETeCh USA Contact Multichannel Contact Center Services

Government Solutions, LLC.

Our teammate BearingPoint has a wealth of expegi®udding and operating large, successful
call/contact centers and CRM solutions. They hastabdished dedicated CRM practices and
have completed over 1,900 CRM/Contact Center swigtto clients since the mid-1980s. In the
CRM Public Services practice, BearingPoint curserttks over 300 clients. In addition,
BearingPoint has a large National Call Center pracwith dedicated resources that specialize
in consolidating and implementing multichannel emttcenters, CRM, telephony application
and hardware, and contact-center-oriented services.

As a leading partner of the TTGS Contact Centeivelgl team, BearingPoint will lend its

experience and understanding of the government caenGSA seeks to serve with its
multichannel contact center capability. Experienine providing business and technology
consulting services has enabled BearingPoint tokfguand thoroughly gain an understanding of
the issues that leaders face in government orgamzatoday.

Additionally, TTGS has established an extensivented certified partners, who share the same
vision and values. TTGS certification process isd@pth, ensuring a high commitment to
quality, customer satisfaction, and diverse empoggpresentation. As a result, our partners
compliment TTGS with their national footprint an@pth of specialized skills and services
required for USA Contact.

Performance Objectives. TTGS fully understands the performance objectaed assessment
criteria that the GSA has established and is cotathito meet and exceed them. We take great
pride in providing all of our clients with the besdrvice possible at a reasonable price. TTGS’ 25
years of experience has resulted in a set of progescompetencies which are the foundation to
ensure quality services are delivered in the mdéstient manner. We have detailed in our
proposal how we will achieve all of GSA’s requirartsefor USA Contact.

Technical Solution. TTGS will use its existing capacity in 14 U.S.loaénters, consisting of
7885 seats, in addition to Partner seats and @Hagents to provide the redundancy,
scalability, flexibility and diversity needed to eteGSA’s requirements. TTGS and our partners
services can operate 7x24x365, are geographicaigrse and highly available. In 2005, TTGS
provided 500 agents within 28 hours of emergensl¢ tader activation and 4000 agents in 28
days using existing capacity in six US sites tovyate registration services to FEMA 7x24,
including the holidays that occurred during thektasder. Today, TTGS provides a wide variety
of inquiry services, order intake and fulfillmeappointment scheduling, outbound services and
the other similar work types required by GSA. OCenvgces can be provided in 31 languages. We
provided Spanish inquiry, registration and appogrttirsetting services to the FDIC in 2005, and
today provide in-language services to the State aReent for VISA information and
appointment setting services. Based on our prewaapsrience, TTGS is confident our technical
solution presented indicates thought leadershigdzhby proven delivery capabilities.

Past Performance. TTGS provided outstanding call center services suppo Federal
Emergency Management Administration. During theeraftath of Hurricane Katrina, TTGS
provided call center services that helped citizensecover from the resulting natural and man-
made disasters. Through TTGS efforts, Gulf Coasitlemts were able to file claims quickly to
obtain government assistance for their losses. t€ehnology was a critical success factor in
implementing the project; specifically our GigaPOPBentralized data centers and Voice over
Internet Protocol (VolP) network. This technologart of our TTGS On Demandsuite of
applications, delivered the necessary call cenfeastructure to the sites, enabling us to manage
six centers from a central location.
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Why TeleTech Government Solutions?

TTGS partners with its clients to enhance the dvenatomer experience while reducing their total
cost to serve. TTGS possesses the proven core tamofess, past performance, and vision for USA
Contact. We have established USA Contact as a marguogram for TTGS and will drive
innovation to meet your customers’ needs into thgt mlecade. Working forward, TTGS will
achieve the highest levels of performance on eparject to enhance USA Contact reputation as
the vehicle of choice across Government. TTGSnsroitted to the achievement of GSA'’s goal “to
improve the delivery of Government information aedvices to the American public”.

TTGS is the right partner for USA Contact on tmgortant initiative! TTGS has the capability,
agility, and depth to deliver superior performambesed solutions and services to USA Contact
customer.

“TTGS is the Right Team, at the Right Time for thiRight Program”
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Section 1.0Experience (L.7.2.1.3)

TTGS has the People, the Capabilities, the Experien

Technical Solution based on Proven Processes and Me
ges to GSA.

Successfully for other Clients with Similar Challen

ce, the Expertise to provide a superior
thodologies that have be used

1.1 Minimum Required Experience (L.7.2.1.3.1)

TTGS comfortably meets and exceeds the minimum iredjuexperience required for this
solicitation. TTGS has been providing long-termtesh programs and designing, implementing,
operating and managing multichannel contact cenfers some of the world’s largest
organizations for 28 years. In addition, TTGS hagro25 years of extensive experience
providing information and call center services $amin size and scope. Section 2 Technical
Approach will demonstrate how TTGS meets or excebdsrequirements of USA Contact.
TTGS extensive experience supporting clients caliter requirements clearly exceeds the

Minimum Experience Qualification Criteria as is simoin Exhibit 1-1.

Exhibit 1-1.
USA CONTACT Minimum Experience
Qualification Criteria
1. At least two (2) years general experience in providing
information and referral with services with monthly work handled
by agents of no less than 100,00 telephone inquires and 7,500 e-
mail inquires per month

TTGS’ Surpasses the Minimum Experienceualification Criteria

TTGS Experience

Over (6) years general experience in providing information
and referral with services with monthly work handled by
agents of no less than 100,00 telephone inquires and 7,500
e-mail inquires per month.

2. At least one (1) year of specialized experience in providing
information services in a multi-media environment, including the
use of telephone, facsimile, e-mail, and Web media;

Over five (5) years of experience providing information
services in a multi-media environment (telephone, facsimile,
e-mail, Web-based media).

3. At least two (2) years of experience in providing information
services in a Multilanguage environment;

Over five (15) years of experience providing information
services in a multi-language environment.

4. At least two (2) years specialized experience in handling case
management in an information and referral service.

Over five (15) years specialized experience in handling case
management in an information and referral service.

1.2 Documentation of Experience (L.7.2.1.3.2)

1.2.1 TTGS Overview

TeleTech, as the Prime lead of the TTGS team, miamicorporate headquarters in Englewood,
Colorado. As a leading provider of strategic contenter services, TTGS’ North American
operation consists of 25 state-of-the-art contactters throughout the United States servicing
many of the world’s largest enterprises. Nearly0Q8, TTGS employees in the United States help
customers around the globe via phone, e-mail, Widbaatomated solutions channels. In addition,
TTGS has global contact centers throughout Cartadape, Latin America and the Asian Pacific
rim. No other outsource provider can match TTG®esience. With over $1B in revenue last year
and growing, TTGS is able to handle the financehends of this contract’s task orders.

1.2.2 Financial Facts

TTGS has been providing long-term customer caregrpras for the world’'s largest
organizations for 25 years. TTGS has demonstratadistently strong growth rates since going
public in 1996 and enjoys a low debt to capitai@atatio, as is shown iBxhibit 1-2.

Exhibit 1-2. TTGS Enjoys Constant Growth
1997 | 1998 | 1999 | 2000 | 2001 | 2002 | 2003 | 2004
$311 | $425 |$604 $885 $916 $1,107 |1,001 1,052

2005
1,087

2006
1,211

1996

Revenue in millions | $183
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1.2.2.1 TTGS’ Ability to Implement, Operate, and Manage Multichannel Contact

REDACTED

1.2.3 TTTGS Staffing Data

REDACTED

1.2.3.1 TTGS’ Ability to Manage Teaming Partners and/or Large and Small Business
Subcontractors

REDACTED

1.2.3.2 TTGS Ability to Recruit, Hire and Retain Contact Center Personnel

REDACTED

1.2.3.3 TTGS Ability to Support Projects Having Diverse Language and Skill Requirements

REDACTED

1.2.3.4 Ability to Evaluate and Implement Integrated Knowledge and Case Management
Solutions Supporting Multiple Access Channels

REDACTED

1.2.3.5 Ability Develop and Implement Quality Assurance andmprovement Programs
Supporting Contact Center Services

REDACTED

1.2.3.6 Ability to Support Projects with Stringent Systemsand Information Security
Requirements

REDACTED

1.2.3.7 Implementing Electronic Services to Support Automagd Self-Help Applications

REDACTED

1.2.3.8 Ability to Ramp-Up Operations Supporting Crisis and/or High Priority Situations
Like 24/7 Support

REDACTED

1.2.3.9 Ability to Prepare and Recover from Disasters and/oMajor Service Disruptions

REDACTED

1.2.3.10Ability to Evaluate and Implement New Technology

REDACTED
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1.2.3.11Repeatable Operational and Management Processes/Brams Implemented
Demonstrating High Commitment to Service Excellence

REDACTED

1.2.3.12Quality Assurance and Process Improvement

REDACTED

1.2.3.13Training

REDACTED

1.2.3.14Training Capabilities

REDACTED

1.2.3.150perations Support Center

REDACTED

1.2.3.16Disaster Recovery/Contingency Planning Abstract

REDACTED

1.2.3.17Mission and Scope of TTGS’ Disaster Recovery Plan

REDACTED

1.2.3.18TTGS Solutions for Disaster Recovery

REDACTED

1.2.3.19Relevant TTGS Call Center Projects

REDACTED

Exhibit 1-4. TTGS Successful Projects that shouldnovide the confidence to GSA that

TTGS will perform exceedingly well.
REDACTED

1.3 Past Performance (L.7.2.1.4)

1.3.1 Overview
REDACTED

1.4 Standard Reporting Capabilities

REDACTED
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Section 2.0Technical Approach (L.7.2.1.5)

TTGS offers GSA a unique and forward-thinking Techn  ical Approach and Strategy that
optimizes internal and external resources, delivers a program and quality management solution
that leverages corporate and personnel experience a s well as the latest management

information system technologies, and honors a corpo rate commitment to drive current and
develop new business opportunities for our GSA cont ract vehicle.

2.1 Technical Approach Overview

REDACTED

Table Redacted

Exhibit 2-1. TTGS’ Technical Solution
2.2 Services to be Provided (L.7.2.1.5.1)

REDACTED

2.3 Automated Services (C.3.1)

REDACTED

2.3.1 Automated Voice Response Services (C.3.1.1)

REDACTED

2.3.2 Facsimile Services Fax On-Demand and Fax Back (C132, C.3.1.2.1,
C.3.1.2.2)

REDACTED

2.3.3 Voice Mail Service and Automatic Callback (Telephor) (C.3.1.3, C.3.1.4)

REDACTED

2.3.3.1 CallBack Manager

REDACTED
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2.3.3.1.1 Inbound Module

REDACTED

2.3.3.1.2 Outbound Module

REDACTED

2.3.4 Web Callback (C.3.1.5)

REDACTED

2.3.5 Automated Outbound Dialing Campaign (C.3.1.6)

REDACTED

2.3.6 Automated Facsimile Delivery (C.3.1.7)

REDACTED

2.3.7 Automated E-Mail Delivery (C.3.1.8)

REDACTED

2.3.8 Hosted On-Line Ordering (C.3.1.9)

REDACTED

2.3.9 Hosted E-Mail Web Form (C.3.1.10)

REDACTED

2.3.10 Hosted FAQ Services (C.3.1.11)

REDACTED
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2.3.10.1FAQ Guideline (C3.1.11.1)

REDACTED

2.4 Attended Services (C.3.2)

REDACTED

2.4.1 Responding to Telephone Inquiries (C.3.2.1)

REDACTED

2.4.2 Outbound Calling Service (C.3.2.2)

REDACTED

2.4.3 Responding to Postal Mail Inquiries (C.3.2.3)

REDACTED

2.4.4 Responding to E-mail Inquiries (C.3.2.4)

REDACTED

2.4.5 Responding to Facsimile Inquiries (C.3.2.5)

REDACTED

2.4.6 Interactive Web-Based Services (C.3.2.6)

REDACTED

2.5 Other Support Services (C.3.3)
2.5.1 Fulfillment Services (C.3.3.1)

REDACTED
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2.5.2 Transcription Service (C.3.3.2)

REDACTED

2.5.3 Language Translation Services (C.3.3.3)

REDACTED

2.6 Directory Listing Service (C.3.4)

REDACTED

2.7 Technical and Management Services (C.3.5)

REDACTED

2.7.1 Core Project Management Support (C.3.5.1)

REDACTED

2.7.2 Incremental Support (C.3.5.1.1)

REDACTED

2.7.2.1 Site Management (C.3.5.2)

REDACTED

2.7.2.2 Program Management (C.3.5.3)

REDACTED

Exhibit Redacted

Exhibit 2-2. TTGS’ Enhancement Life Cycle

Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.

11



General Services Administration Sol. No. GSVO7PD000 7
Te|ETECh USA Contact Multichannel Contact Center Services
Gov LLC.

ernment Solutions,

2.7.3 Technology Management (C.3.5.4)

REDACTED

2.7.4 Information System Security (C.3.5.5)

REDACTED

2.8 Contingency/Disaster Recovery Planning (C.3.5.4 .6; L.7.2.1.5.3)

REDACTED

2.9 Content and Knowledge Management (C.3.5.6)

REDACTED

2.9.1 Contact/Case Management (C.3.5.7)

REDACTED

2.9.2 Relationship Management (C.3.5.8)

REDACTED

2.10 Customer Satisfaction Assessments (C.3.5.9)

REDACTED

2.11 Special Project Support (C.3.6)

REDACTED

2.12 Staff to be Provided (C.4)

REDACTED

2.12.1 Key Personnel (C.4.1)

REDACTED

Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.
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2.12.2 Support Staff (C.4.2)

REDACTED

2.12.3 Information Specialist (C.4.3)

REDACTED

2.12.3.1Qualifications (C.4.3.1)

REDACTED

2.12.3.2Competencies (C.4.3.2)

REDACTED

2.12.3.3Skills Categories (C.4.3.3)

REDACTED

2.12.3.4Minimum Qualifications Requirements for Supervisory Information Specialists
(C.4.3.3.5)

REDACTED

2.12.3.5Multi-language Support (C.4.3.4)

REDACTED

2.12.4 Facilities and Technology Infrastructure (L.7.2.1.52)
2.12.4.1Site Selection

REDACTED

Exhibit Redacted

Exhibit 2-3. TTGS System Architecture Block Diagram

13
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to the restriction on the title page of this proposal.



General Services Administration Sol. No. GSV07PD000
Te|ETECh USA Contact Multichannel Contact Center Services
Gov LLC.

ernment Solutions,

7

REDACTED

2.12.4.2Network Infrastructure

REDACTED

2.13 Facilities to be Provided (C.5)
2.13.1 General Requirements (C.5.1)

REDACTED

2.13.2 Facility Infrastructure (C.5.2)

REDACTED

2.13.3 Site Selection and Facility Design Requirements (8.3)

REDACTED

2.13.4 Project Housing (C.5.4)

REDACTED

2.13.5 Exclusive Use Space (C.5.4.1)

REDACTED

2.13.6 Facility and Systems Access (C.5.5)

REDACTED

2.14 Technology Infrastructure (C.6, C6.1.1)

REDACTED

Exhibit 2-4. Standards of Section 508 and Ability bTTGS’ Avaya ACD

Exhibit Redacted
Exhibit 2-5. TTGS’ GCC Functions

Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.
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Exhibit Redacted
Exhibit 2-6. TTGS’ Voice Platform Monitoring Tools

Exhibit Redacted

REDACTED

Exhibit 2-7. TTGS’ Workstation Specification Summary
Exhibit Redacted

2.15 Call Processing Technology and Services (C.6.1 )

REDACTED

2.15.1 Automated Fax-Back/Fax on Demand (C.6.1.2)

REDACTED

2.15.2 Automatic Numbering ldentification (ANI) (C.6.1.3)

REDACTED

2.15.3 Accounting and Management (C.6.1.4)

REDACTED

2.15.4 Call Queuing (C.6.1.5)

REDACTED

2.15.5 Call Transfer (C.6.1.6)

REDACTED

2.15.6 Computer Telephony Integration (CTI) (C.6.1.7)

REDACTED

Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.
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2.15.7 Dialed Number Identification Service (DNIS) (C.6.18)

REDACTED

2.15.8 Automated Voice Response (C.6.1.9)

REDACTED

2.15.9 TDD/TTY Calls (C.6.1.10)

REDACTED

2.15.10System Capacity (C.6.1.11)

REDACTED

2.16 E-Mail Routing and Management (C.6.2)

REDACTED

2.17 FAQ System (C.6.3)
2.17.1 Hosted FAQ Service (C.3.1.10)

REDACTED

2.18 Knowledge Management (C.6.4)

REDACTED

2.19 Contract Management System (C.6.5)
2.19.1 Enterprise Web-based Desktop and Knowledge ManagemeSystem

REDACTED

2.20 Workforce Management System (C.6.6)

REDACTED
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2.21 Customer Survey Automation (C.6.7)

REDACTED

2.22 Compliment and Complaint Management (C.6.8)

REDACTED

2.23 Service Monitoring and Quality Control (C.6.9)

REDACTED

2.23.1 Voice Monitoring

REDACTED

2.23.2 Internet and E-Mail Monitoring

REDACTED

2.23.3 Performance Monitoring Sessions

REDACTED

2.23.4 Remote Monitoring Without TTGS Participation

REDACTED

2.24 Training (C.6.10)

REDACTED

Exhibit 2-8. TTGS Average Training Room Layout
Exhibit Redacted

2.25 Literature Fulfillment (C.6.11)

REDACTED

Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.
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2.26 Voice Mail and Electronic Mail (C.6.12)

REDACTED

2.27 Online Ordering System (C.6.13)

REDACTED

2.28 Web Chat System (C.6.14)

REDACTED

2.29 Power Supply (C.6.15)

REDACTED

2.30 Database Design (C.6.16)

REDACTED

2.31 Telecommunications Services to be Provided (C.
2.32 Local Telecommunications Services and Internet

REDACTED]

2.33 Intercity Telecommunications Services (C.7.2)

REDACTED

2.34 Network Design (C.7.3)

REDACTED

2.35 Network Termination Equipment (C.7.4)

REDACTED

7)
Access (C.7.1)

Use or disclosure of data contained on this sheet is subject

to the restriction on the title page of this proposal.
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2.36 Service Coordination (C.7.5)

REDACTED

2.37 Telephone Number Ownership (C.7.6)

REDACTED

2.38 Internet Domain Ownership (C.7.7)

REDACTED

2.38.1 Emergency Response Capability (L7.2.1.5.4)

REDACTED

2.39 Human Resources Management Plan (C.8)\

REDACTED

Wage Determination Rate (L.7.2.1.6.2)

REDACTED

2.39.1 Recruitment and Retention (C.8.1)

REDACTED

2.39.2 Training (C.8.2)

REDACTED

2.39.2.1Training Curriculum (C.8.2.1)

REDACTED

2.39.2.2Training Facilities (C.8.2.2)

REDACTED

Use or disclosure of data contained on this sheet is subject
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2.39.2.3Instructor and Classroom Criteria (C.8.2.3)

REDACTED

2.39.2.4Reporting and Recordkeeping (C.8.2.5)

REDACTED

2.39.2.5Training Metrics and Analysis (C.8.2.6)

REDACTED

2.40 Quality Assurance/Quality Improvement (C.9)

REDACTED

2.40.1 Service Monitoring and Calibration (C.9.1)

REDACTED

2.40.2 Effectiveness of Service Delivery (C.9.2)

REDACTED

2.40.3 Quality Improvement Program (C.9.3)

REDACTED

Exhibit 2-12. TTGS Quality Department Structure
Exhibit Redacted

|[Exhibit 2-13. TTGS’ Life Cycle Management Methodobgy
Exhibit Redacted

2.41 Performance Management (C.10)

REDACTED

A. Purpose:

Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.
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REDACTED

B. Definitions:

REDACTED

C. Process:

REDACTED

Quarterly Process Steps:
2.42 Management Reports (C.11)

REDACTED

2.42.1 Weekly and Monthly Status Reports C. 11.1)

REDACTED

2.42.2 Operational Reports (C.11.2)

REDACTED

2.42.3 Problem Resolution Reports (C.11.3)

REDACTED

2.42.4 Monitoring Reports (C.11.4)

REDACTED

2.42.5 Compliment and Complaint Management Reports (C. 15)

REDACTED

2.42.6 Ad Hoc Reports (11.6)

REDACTED

21
Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.



General Services Administration Sol. No. GSVO7PD000 7
TG'ETECh USA Contact Multichannel Contact Center Services

Government Solutions, LLC.

Exhibit 2-14. Ad Hoc Sample Report: Trends
Exhibit Redacted
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Section 3.0Management Plan (L.7.2.1.6)

TTGS has made a commitment to provide optimum perfo  rmance and exponential growth of the
USA Contact. As an incumbent on the current First C ~ ontact Program and a recipient of the largest
task order awarded in response to Hurricane Katrina on behalf of FEMA, we understand the extreme

importance for a fully structured Management Plan. We offer dedicated corporate resources, an in-
place PMO, as well as a Web-based Performance Manag ement System built for USA Contact, and a
business growth strategy that will bring prospectiv e clients worldwide to USA Contact.

REDACTED

3.1 Concept of Operations (CONOPS) Plan

REDACTED

3.1.1 Program Management Structure

REDACTED

3.1.2 TTGS Program Management Office (PMO)

REDACTED

3.1.3 Project Management Office (PMO) Roles and Respondiliies

REDACTED

Exhibit 3-1. Project Management Roles & Responsiliies

Exhibit Redacted
3.1.4 Project Management Methodology

REDACTED

Exhibit 3-2.  Project Management Methodology
Exhibit Redacted

3.1.5 Risk Management

REDACTED
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3.1.6 Training

REDACTED

3.1.7 Mutual Supply Relationships

REDACTED

3.1.8 Disaster Recovery/Contingency Plans

REDACTED

3.1.8.1 About the TTGS Disaster Recovery Plan

REDACTED

3.1.8.2 TTGS Solutions for Disaster Recovery

REDACTED

3.1.8.3 Standard Solution

REDACTED

Exhibit 3-4. TTGS Standard Disaster Recovery Solutin
Exhibit Redacted

3.1.9 CONOPS Plan Descriptions

REDACTED
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3.2 Quality Control/Improvement Plan

REDACTED

3.2.1 Day-to-Day Operations Management: Supervisors/Opet&éions Manager

REDACTED

3.2.2 Quality Assurance Management

REDACTED

3.2.3 Evolving Performance Standards

REDACTED

3.2.4 Experience Consistency

REDACTED

3.2.5 Internal Calibrations

REDACTED

3.2.6 Agent Login ID and Remote Monitoring Access

REDACTED

3.3 Call Center Task Order Performance Plan
3.3.1 Task Order Staffing and Communication

REDACTED

3.3.2 Staff Deployment Notification

REDACTED

Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.
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3.3.3 Communication Strategy

REDACTED

Exhibit 3-7. Communication Strategy
Exhibit Redacted

Exhibit 3-7. Communication Strategy
3.3.4 Problem Identification, Escalation, and Resolution

REDACTED

3.4 Readiness Performance Plan

REDACTED

3.4.1 Workforce Management — National Operations SupporCenter

REDACTED

3.4.2 Site Operations Support Center (OSC)

REDACTED

3.4.3 Accomplishing Performance-Based Expectations

REDACTED

3.4.4 Meeting Readiness Requirements
3.4.4.1 Launch Timeline and Action Plan

REDACTED

3.4.5 Subcontractors and Readiness

REDACTED

Use or disclosure of data contained on this sheet is subject
to the restriction on the title page of this proposal.
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3.5 Call Center Operations, Personnel and Staffing  Plan
3.5.1 Key Personnel

REDACTED

3.5.2 Staff Recruitment & Selection Process

REDACTED

3.5.3 Resource Availability

REDACTED

3.5.4 Staffing, Lines of Authority and Supervision

REDACTED

3.5.4.1 TTGS Call Center Organization

REDACTED

Exhibit 3-8. TTGS Call Center Organizational Structure
Exhibit Redacted
3.6 Training Plan

REDACTED

3.6.1 Performance and Retention

REDACTED

3.6.2 Support Personnel Certifications

REDACTED

3.6.3 Example Training Schedule

REDACTED

Use or disclosure of data contained on this sheet is subject
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3.6.4 Knowledge Base Management

REDACTED

3.7 Strategic Partnering & Subcontractor Plan

REDACTED

3.8 Reporting & Communications Plan
3.8.1 Status and Management Reports

REDACTED

3.8.2 Weekly and Monthly Status Reports

REDACTED
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Section 4.0Security Plan (L.7.2.1.7)

TTGS provides a complete security plan that is cons istently applied across all sites. Our
Security Plan includes structural security, personn el security, and systems security. Through a

central management structure, TTGS will proactively  , and effectively secure its call center IT
systems according to Government requirements and in dustry practices.

4.1 Information Systems Security Management (C.3.5. 5)

REDACTED

4.1.1 Phase [: Initiation
4.1.1.1 System Categorization

REDACTED

4.1.1.2 Risk Assessment

REDACTED

4.1.1.3 Systems Security Plan

REDACTED

4.1.1.4 IT Contingency Plan

REDACTED

4.1.1.5 Configuration Management Plan

REDACTED

4.1.2 Phase 2: Security Certification
4.1.2.1 Security Test and Evaluation (ST&E) Plan and Report

REDACTED

4.1.2.2 Plan of Actions & Milestones

REDACTED
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4.1.3 Phase 3: Security Accreditation

REDACTED

4.2 Personnel Security (C.3.5.5.1)

REDACTED

4.2.1 Termination Security Procedures

REDACTED

4.3 Information and Telecommunications System Secur ity (C.3.5.5.2)

REDACTED

4.4 Facility Security (C.3.5.5.3)

REDACTED
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Section 5.0Plan for Special Hiring (L.7.2.1.8)

Team TTGS is committed to improving employment oppo rtunities for people with disabilities.
TTGS will establish a hiring goal of at least 5% qu  alified disabled individuals, services of the

blind or disabled individuals through affiliated or ganizations over the next five years, with
special emphasis on individuals with targeted disab ilities.

5.1 Overview

REDACTED

5.1.1 Sourcing

REDACTED

5.2 TTGS Outreach to National Organizations

REDACTED

5.2.1 Past Outreach Experience

REDACTED

5.3 Tools
5.3.1 MatchPoint Skills Assessment

REDACTED

5.4 Disabled Veteran Sourcing

REDACTED

5.5 Employment Philosophy

REDACTED

5.6 Optimum Rewards ™

REDACTED
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5.7 Optimum Rewards " Reinforces GSA Success

REDACTED
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