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Contract Attachment 6

Core Business The AMI Line of Business (LOB) that offers a specific product or service (IMS, NWP, SMF, MFR, TEL, 1SS, OAS, [TA, MMS, PDS,

Activity: sC)

Qwner: ‘The party responsible for managing and reparting the measure (i.e., Manages)

‘Perspective: The Balanced Scorecard perspective which tie measure supports, if spplicable (e.d. Customer, Internal Systems & Processes,
Organizational Capacity, Financial).

Performance Goal  The name of the performance goal/operatioral measure..

Name:

. Linkage: The organizations/documents/initiatives thet the performance goat iinks to (e.g. ESC, AMC, ARG, FAA, IS0, Tactical Pian n).

Enter all that apply. Be as specific as possible by iisting the Iritlalives, activities, etc.
Performiance Goal/ A brief description of the measure and its intent. How will & imprave performance?
Operational Measure
Description:

LaqfLead: If this is 2 measure of past performance, 1t is a lagging Indicator. If you are measwring some action that you befleve will bring

future success, i€ Is a leading Indlcator.

Frequency: How frequently measurement will accur (inonthly, quarterly; annually). Monthly preferred.

Unit Type; The unit of measurement. For example: dollars, percentage of completion, production counts, et

Polarity: If pafarity Is "low".a small niumber is desirable. IF polarity (s "high" a [arge nusmber Is desirable, For example, if you are trying to
measure defects, polarity would be low because you want few defecs,

Formuta:: 1f the measure requires sore mathematical calculation, input the calculation here.

Data Source; Identify from which system the Information for the measure is produced.

Data Collector: Partiés responsible for providing data Informetion to the an.mm.__..n.oi_ﬂ_..ﬁ applicable).

Baseline: “The starting point-from which the measurement process will occu

Target: Identifies the desired result in terms of some metric a :nn.ﬁnmﬂww!_._n_._ﬁuanﬁni_:ﬂmn._ﬁmn

Target Rationade:  Idantify why the target is-appropriate or the thought process thst went into developlng tha target.

G/Y/R Rules: Identify howe you will score the progress.of your measure/goal. Examples: Subjective: 3=Green, 2<Yellow, 3=Red; OR

>=85% Green, 80%-84% Yellow, ggnﬂ.

Notes from 1172008 Busliess Pianfilrig Mis LI TR LR R R R ORISR L AR e
:msmzcmﬂaﬂcagnaﬂ_ﬁﬂmﬁaiz&é :nﬁoo_&a_oﬁ.

Identify/develop operational metrics, NOT infatives, that support your tactical plan

Operational Metrics are what we measure onh a day-to-day basis.

Keep those things from last year that we measure day-fo-day (e.g., surveys, CNAs, COOP, Disaster Recovery, etc.).

Not loaking to capture one-time project initiatives. Take gther things from the FY08 w_n__._ﬂman and extract the projects/initiatives,

OAS AMC Response Time Perf, Measures, rev 1 203 6/7/2013



Confract Attachment 6

Devise aperational metrics from your area's work instructions,

Tag 150 work instructions along with ARC/FAA activities/initiatives.

Preferred. frequency of measuring fs Monthly.

G/Y/R Rudes: The purpase of setting rules is to generate corrective action at the time It s needed, Ysflow
danger of not being accomplished as written. It brings appropriate attention,

Track your cost savings.

OAS AMC Response Time Perf Meawures, rev 1 dof3

s aflag. Red means the méasiwe is In

8712013



Confract Attachment 6

| farget:  [At least 85% of all fickets escalated to Level 2 technicians will be resoived within the time stated in the Sesvice Lavel Agreement k
by assigned priority on each ticket, . .

| I._.p_.nn;-nal jonaler |As per the Service Level Agraement with cur customers., -

| I B _

“ |G/Y/R Rules: : - — _ _

2012-10-23 OAS AMC Resolution Time Perf Measures, revi xsx Page 1ef1 Aftachment2 &/7/2013



Core Business
Activity:
Owmer:
Perspective:

Performance Goal
Namae:

Linkage:

Performance
Goal/ Operational
Measure.
Description:

‘Lag/Lead:
Frequency:

Untt Type:
Polarity:

_uQ:_:__P.

Data Source:
Data Collector:

Target:
Target Rationale:
G/Y/R Rules:

The AMI Line of Business (LOB) that offers a spedific product or service (TMS, NWP, SMF, MFR, TEL, ISS, OAS, ITA, MMS,
PDS, CSC) :

The party responsible for managing and reporting the measure (i.e., Manager)

The Balanced Scorecard perspective which the measure supports, if applicable (e.g. Customer, Internal Systams &
Processes, Organizational Capacity, Rinandal).

The name of the performance goal/operational measure.

The organizations/documents/initiatives that the performance goal links to (e.g. ESC, AMC, ARC, FAA, IS0, Tactical Plan).
Enter all that apply. Be as specific as possible by fisting the initiatives, activities,. ete.

A brief description of the measure and Its Intent. How will It improve performance?

If this is a measure of past performance, It fs a lagging Indicator. If you are measuring. same action that you belleve wil
bring future success, it is.a leading indicator.

How frequently measurement will ocour (monthly, quarterly, annuatly), 235_* preferred.

The unit of measurement. For example: dollars, percentage of completion, _u_dn._nnoz counts, etc.

If polarity is "iow™ a small ==Bun.. is.desirable. Ifpolarity Is "high" a large number [s desirable. For e@ample, If you are
tiying to measure defects, polarity would be iow bacause you want few defects.

If the measure requires some mathematical calculation, input the calcuiation
here.
Identify from which system the Information for the measure Is produced. .

Parties responsible for providing data information to the measure owner {if applicable).
The starting point from which the measurement process will occur.

Jdentifies the desired result In tenns of some metric and the date by which. the metric will be achieved.

Identify why the target Is appropriate or the thought process that went inte developing the target.

Identify how you will score the progress of your measure/goal. Bxamples: Subjective: 3=Green, 2=Yellow, 3=Red; OR
>=§5% Graen, 80%-8§4% Yellow, <80% Red, etc.



Notes from 11/10/08 Business Planning Meeting: , E . g, - % R S
Remember to measure only those items for which you _._m<n B:wo_ over,

Identify/develop operational metrics, NOT initiatives, that support your tactical plan.

Operational Métrics are what we measure on a day-to-day basls.

zonunsmms_:nmmda last year that we measure day-to-day (e.g., surveys, CNAs, COOP, Disaster Recovery, eic.).

Not looking to.capiure one-time praject initiatives. Take other things from the FYOR Business Plan-and extract the projects/initiatives,

Devise operational metrics from your area's work instructions.

Tag ISO work Instructions along with ARC/FAA activities/Initiatives.

Preferred frequency of measuriing Is Monthly.

G/Y/R Rules: The purpose of setting rules Is to generate corrective action at the time It Is needed. Yellow Is' a flag. Red means the measure is In
danger of not being accomplished as written. It brings appropriate attention.

Track your cost savings.

2012-10-23 OAS AMC Rasolution Time Perf Measures, rev1.xisx Page 1 of 1 Aftachment2  6/12/2013



Coniract Attlachment 8
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Contract Attachment 6

slslslsaig alsigzizlel2 |slsls |a

Core Business The AMI Line of Business (LOB) that offers a specific product or service (IMS, NWP, SMF, MFR, TEL, ISS, 0AS, ITA, MMS, PDS,
Activity: CsC)

Ownet: The party responsible for managing and reporting the measure (i.e., Manager)

Perspective: The Balanced Scorecard perspective which the measure supports, If applicable {(e.g. Customer, Intemnal Systems & Processds,

. Organizational Capacity, Financial).

Perfarmance Goal  ‘The name of the performance goal/gperational measure.

Neme:

Linkage: ‘The anganizations/documents/initiatives that the performance goal links to (e.g. ESC, AMC, ARC, FAA, ISC, Tactical Plan).
’ Enter ail that apply. Be'as specific as possible by listing the kitiatives, activities, ete.

Performance Goal/ A brdef desaription of the measure and s intent, _._nzi___a_au_.oﬁum.-nauaﬂu

Operational Measure

Description:
Lag/lead: I this is a mieasure of past performance, It is a lagging indicator, IF you aré measufing some.action that you believe will bring
future suecass, it |5 a leading Indicater,

Freguency: How frequently measurament will oocur {monthiy, quarterly, annually). Monthly preferred.

Unft Type: The.unit of measurémant. For example: dollars, percentage of completion, prodyction counts, etc.

Polarity: If polavity i "low” a small number is desirable. If palarity s “high" a large number ks desirable. For eample, if you are trying to

measure defacts, polarity wollld be low because you want few deferts,

Forowla: If the messure requires some mathematicai calaulation, input the calculation here.

Data Source: Identily from which system the information for the measure Is produoced.

Data Callecior: Parties responsible for providing data Information to:the measure owner (if applicable).

Baseline: The starting point from which the measurement jrocess will cecur.

Target Identifias the desired resuit In térms of some metric and the date by which the metric will be achleved.

Target Ratiormle:  Identify why the-targat Is appropriate or the thought process that went into developing the target.

G/Y/R Rules: Identify how you will score'the progress of your measure/goal, Eamples: Subjective: 3=Green, 2=Yellow, 3=Red; OR

>=05% Green, 80%-94% Yellow, < 83_..698..
Notes'froni' 117107 08 Bilstites Plifakig MestTig: = R R R B B E IR RS

Remember to:-measure :asﬂunnﬁaqgw:ﬁ:iﬁgaoﬁ_.
Em..n@....niou operational metrics, zo._..__._&nnﬁ that mﬁBaEB&B_ plan.
ics 3 F

OAS AMC Customer Survay Measures FY-13 _ 2of3 672013



Cantract Attachment 8

W8 1 ¢ T © [ €& T * T —&_ TH[ T | 3 T X
Keap those things from last year that we measure day-to-day (e.9., surveys, CNAs, COOP, Disaster Recovety, etc.).

Not looking to capture one-time project initiatives. Take other things from the FYCS Business Plan and extract the projects/initiatives.

Devise operational metrics from your anea's work Instructions. .

Tag ISO wark Instructions along with ARC/FAA aclivitiesfinftiatives.

Preferred frequency of measuring [s. Monthly. .

G/Y/R Rules: The purpose of setting rules Is to generate corrective action at the time' It [s needed. Yellow Is aflag. Red means the meastre is In
danger of not being accompiished as written.. ¢ brings appropriate atfention.

Track your cast savings.

dz |3l=lslelz

OAS. AMC Customer Survey Measures FY-13 3of3 67/2013
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Contract Attachment 7

ARC Desktop (MMAC) >= 95%
ARC Desidop (Reglons) >= 95%
Applicztions >= 95%

Finaridals >= 929
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- Performance Work Statement
(PWS)

Customer Service Center (CSC)
Office Automation Services (OAS)and
Custom Solutions Division (CSD)
Support Contract

Federal Aviation Administration -

Office of Information Technology (AMI-1)
Customer Services Division (AMI-600)

Office of Application Services (AME-1)
Custom Solutions Division (AME-500)

6500 South MacArthur Blvd
Oklahoma City, Oklahoma 73169

PWS Version 18 (11/06/2012)



I. Introduction and Overview

A, Rackground

The Enterprise Services Center (ESC) is a center of excellence providing the best-integrated business
services and solutions to the Federal Government. The ESC delivers products and services enabling their
customers to excel in managing the business of govemnment. The ESC conasists of the Office of
Information Technology (AMI), the Office of Enterprise Systems (AME), the Office of Financial
Services (AMZ), and the Office of Cuatomer Services (AMO). All of these organizations reside under the
FAA’s Office of Finance and Management (AFN) Regions and Center Operations (ARC) Office.

The Office of Information Technology (AMI) is an IT services provider to the Department of
Transportation (DOT), the Federal Aviation Administration (FAA) and other organizations at the Mike
Monroney Aeronautical Center (MMAC). AMI is a “fee-for-service” organization, which encourages
business-like decisions creating more cost awareness and increased customer focus. Expeoted results for
AMI include reducing costa by gaining efficiencies and econamies of scale,

The Office of Application Services (AME) is a directorate of ESC that provides system design, technical
mapagement, programming services and adminisiration of systeme for assigned national and local
programs. AME also provides innovative information management solutions to local, agency, and other
government organizations.

The Customer Services Division CSCis a service division within the AMI directorate. The Custom
Solutions Division (CSD) is a service division within the AME directorate. The CSC and CSD divisions
have a requirement for technical support in tandem with the government to provide the following services
for the MMAC, FAA, DOT and other Federal Agencies:

Customer Services Division Services:
Service Desk Support.
Production Control and Application Monitoring,
Information Techuology Service Management (ITSM) Software Administration.
Desktop Support (Deskside and Remoto Administration).
Computer Hardware Maintenance.
Asset and Quality Management Systems Support.
Custom Solations Division:
s Application Specific Help Desk Support.
e Application Monitoring.

The Service Provider (SP) shall provide these services as defined in Section 5 of this Performance Work
Statement (PWS). The SP shall implement and manage all services listed in this PWS.

The objcctive of this PWS is for the SP to provide high-quality, user-focused technical services to the
Office of Information Technology (AMI) and Office of Application Services (AME). The SP shall
effectively administer, manage, and perform the duties and responsibilities as defined in this PWS. AMI
has historically used its own Service Level Agreement (SLA) internally with its costomers, which
currently reflects minimum Acceptable Performance Levels (APL) allowed for services listed in this
PWS. The SP is expected to develop and provide to AMI and AME a Best-in-Class Service Leovel
Agrecment that shall become a binding part of the contract effort and shall be used in conjunction with
the Government's own Quality Assurance Surveillance Plan (QASP) (Attachment 5). The SP°s SLA

PWS Version 18 (11/06/2012) 2



shall “equal or exceed” AMI and AME’s requirements for services listed in this PWS. The SP’s proposed
SLA shall be required when proposals are submitted (CDRL A001). The Contracting Officer (CO) will
notify the SP of acceptance or required modifications to the SLA. The SP shall make appropriate
modifications (at no additional cost to the Government) and obiain acceptance of the SLA from the CO
prior to completion of Contract Phase-in. The SP’s SLA shall be updated as changes occur to
Government SLAs and/or target meirics and shal] be submitted for review and acceptance by the CO.
Guidance (minimum required) on. AMI and AME’s SLAs and Performance Measures is provided in SOW
Attachment 1 (ARC SLA), Attachments 2 and 3 (CSC Performance Measures) and Attachment 6
(CSD Performance Measures). '

The SP shall be responsible for providing project supervision and for assuming a role with the
Government in providing technical solutions and in securing and retaining tmsiness. SP personnel will be
performing work as required to acoomplish the CSC requirements of AMI and the CSD requircments of
AME. SP services are to be performed using facilities and materials provided by the Government,
Section 3.C. Services will be principally perfarmed at the MMAC, Oklahoma City, Oklahoma, unless
otherwise stipulated by the Government on individual task ordes(s).

The SP shall be responsible for all applicable directives, orders, regulations, specifications, eic., provided
by the Government, in support of this contract. All tasks and deliverables shall be accomplished n
gccordance with 1SO 9001 Standards and Information Technology Infrastracture Library (TTIL)
guidelines. New amd/or changes to processes and procedures will bo developed with the coordination of
the SP and the Government. -

. Scope ol YWark

The SP shall provide IT technical suppart to the ARC Offfice of Information Technology Directorate
(AMI-1), Customer Sexvices Divigion (AMI-600), to support their primary ARC IT Infrastructure
responsibility for Service Desk (known as the CSC) Support and Office Automation Services (OAS) for
all specified users and sites. The SP shall also provide IT technical support to the ARC Office of
Application Services Directorate (AME-1), Custom Solutions Division (AME-500), to support their
primary application specific service desk (known as the CSD). The CSC, OAS, and CSD Support are
located at MMAC in Oklahoma City, Oklahoma. The purpose of this Scope of Work is to provide a brief
overview of the technical requirements for the required services. Specific details regarding the required
services are provided in paragraph 5, Performance Requirements.

The SP shall provide the following services:
Customer Service Center Services

The CSC provides Level 1 Service Desk and Service Management (i.c., incident management, asset
management, and configuration management) services to both DOT and Non-DOT customers nationwide.
The CSC Service Desk operates 24 hours a day, seven days per week, 365/366 dayn per year
(24x7x365/366), providing desktop and application support for approximately 50,000 DOT and Nop-
DOT end-users. CSC is the first point of contact for the customers’ end-users who need support.

The CSC currently vfilizes an Automated Call Distribution (ACD) phone system. The CSC is able o
guin efficiencies and economies of scale through the utilization of skill based routing. As CSC agenls
are cross-trained on various systems, application and/or cusiomer requirements, additional akill sets can
be added to their purview, thus utilizing their time more effectively.

The CSC handles incidents, problems, questions, change management, provides an interface for other
activities such as customer change requests, and problem management is planned in a fiture
implementation. CSC support includes but is not limited to:

PWS Version 18 (11/06/2012) 3



=  Monitor call queues (phone and email).

* Answer phones promptly.

= Exhibit courteous, professional behavior when dealing with customers.

=  Utilize the Knowledge Base (part of the CSC Information Technology Systems Management
(ITSM) tool suito). ‘

= Assess the problem / request.

= Access desktops remotely, when necessary.

» Escalate call to experts or Level 2 technicians,

s  Document findings and actions in the CSC ITSM tool suite.

duction comtrol and application monitoring. Production Control is the monitoring
of mainframe applications and batch processing for abends (abnormal system activity) 24x7x365/366, as
well as the monitoring of email boxes for incoming email notifications or alerts of abnormal system
activity, This consists of products including but not limited to TPX, SDSF, 3270 Terminal Emulation
Software, Control-D/M/R and Netview. Production Control Responsibilities include but are not limited
to; ’ -

= Continually monitor mainframe using TSO and Control-M.
= Answer Production Control hottine.

« Ensure that all systems and on-lines are up and in an active state as required by affected

= Periodically monitor the console at the command center, checking for various “Shout” messages
and clearipg any ootstanding messages to prevent stacking console messages.

=  Contact appropriate systems or applications programmers by phone to provide the job abend
information and abend steps, and when applicable, follow their instructions and restart
appropriate joba.

= Retrieve and comply with application callback informiation provided in the CSC Knowledge
Database.

=  Open an event for any abend that may occor throughout the shift, detailing all activity that is
reqlﬁredfortheaﬂhcmdjnb abend.

CSC vides Service Desk Software istration. The System Administrators sre
responsible for the overall administration and maintenance of the ITSM software tool suite modules.
System Administrator responsibilities include monitoring an assignment queue and coordinating
resclution with customers, Level 2 support technicians andpombly vendors. System Administrator
monitors performance of system software and works with senior level personnel to troubleshoot and
resolve issues. System administrator monitors performance of the TTSM software tool, assists in testing
software enhancements and/or upgrades as well as other project related items. System Administrator
services include but are not limited to:

* Monitor quoue and maintain adequate day-to-day production operations support; maintenatice
includes, but is not limited to, changes (aew, change, delete) of personnel, technicians,
administrators, customers, workflows, views of data, and/or reports.

= Update ITSM Software Tool after appropriate approvals are granted.
= Work with senior level personnel to implement new requirements into ITSM Software Tool.

PWS Version 18 (11/06/2012) 4



The CSC ensurcs the delivery of customer satisfaction and other key measurements of effective IT
‘Service Management through its implementation of Information Technology Infrastructure Library (ITIL)
software and best practices. The CSC service management software system is a Service Desk and IT
Services Management solution supporting all ITIL disciplines in a single integrated ard out-of-the-box
product. The CSC currently utilizes BMC Remedy software suite.

At the present time, there are no System Administrator positions being utilized on this contract however,
in the event new business is acquired, it is foresesable we will need contrect resources in this skill
category for implementation of new customers.

Office Automation Servicea

OAS provides Level 2 services and supports approximately 5,300 desktops and/or laptops for all ARC
and ARC Supported customers at the MMAC. The ARC IT infrastructure is currently comprised of
Microsoft Windows servers with Active Directory, Dell Intel-based desktops and laptops with Windows
XP and Windows 7 operating systems, and Miccosoft Office productivity software. The current
messaging system used by FAA is Lotus Notos (change to Microsaft Exchange/Outiook).

Deployment of new PCz and reimaging of existing PCs is accomplished by the use of Microsoft Windows
Deployment Service (WDS). A detailed listing of the corrent ARC Standard Desktop Configuration is
provided in Attachment 4. The SP shall support any and all future technologies implemented into the
FAA IT infrastructure.

OAS provides Remote Administration (RA) Support, Remote Administrator positions are sedentary in
nature. Remote Administrators are the first point-of-contact for most events elevated to Level 2
technicians and are expected to closely monitor all incoming event traffic. When an issue can be resolved
remotely, it is incumbent upon the Remote Administrator to resolve the issue within the Service Level
Agreement times. Remote Administrator logs all corrective actions in events utilizing the provided ITSM
software tool. RA Support includes but is not limited to:

»  Effectively troubleshooting and resolving, or escalating, issnes.

=  Remotely installing/removing softwarc applications.

»  Effectively disseminating workload to appropriate service groups.
OAS provides Computer Deployment Adminjgtration Services Deployment Administrator
positions provide face-to-face customer support. Deployment Administrators are respoasible for
monitoring a Deployment Administration queue and effectively priorifizing their workload daily.
Deployment Administrators contact customers to schedule sito visits. Once on site, Deployment
Administrators set up rew or existing desktop and laptop computers, image the hard drive, and configure
and test Windows operating system and application software to assure basic functionality, all within the
Servico Level Agreement times. Deployment Administrators log all computer setup and canfigummtion
actions in requests utilizing the FAA-provided ITSM software toal. Computer Deployment Services
include but are not limited to:

= Monitoring the Deployment Administration queve in the CSC ITSM tool suite.

=  Effectively and efficiently setting up and configuring new and existing computers.

= Logging all computer setup and configuration ections in the ITSM software tool.

The Process Automation Administration Team is a subgroup within the Computer Deployment
Administration Services group. Process Automation Administrators are responsible for researching and
developing improved methods for deployment of computers and sofiware through the use of the most
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advanced technologies and techniques available to the OAS. Most work performed by Process
Automation Administrators is expected to accelerate computer and sofiware deployment and
troubleshooting activitica petfurmed by other OAS employees in support of OAS customers.

OAS provides Deskside Administration Support Deskside Administrator positions provide face-to-face
customer support. Deskside Administrators are responsible for monitoring a personal event queue and
effectively prioritizing their workload daily. Deskside Administrators contact sffected customers to
schedule site visits. Onoe onsite, Deskside Administrators will effectively troubleshoot issues and work
to resolutions within the Service Level Agreament times. Deskside Administrators log all corrective
actions in eventy utilizing the provided CSC 1ITSM sofiware tool. Deskside Administrator Support
includes, but is not limited to:

=  Monitoring her/his personal event queue in the CSC ITSM tool suite.
= Effectively troubleshooting issucs and resolving incidents.
= Logging all corrective actions taken to resolve incidents in the ITSM software tool.

OAS proyides Herdware Administration Support. Hardware Administrator pogitions provide face-to-face
customer support. Hardware Administrators are responsible for hardware requests for warranty repairs
and replacement parts in PC systems, printers and peripherals that are under warranty with respective
manufacturers. Hardware Administrators monitor a Hardware Administration queve and effectively
prioritize their workload daity. Hardware Administrators contact affected customens to schedule site
visits. Once onsite, Hardware Administrators will effectively troubleshoot issues and work o resolutions
within the Service Level Agreement times. Hardware Administrators log all corrective actions in events
utilizing the provided CSC ITSM software too]. Hardware Administrator Support inclodes, tut iz not
limited to:

= Replacing and/or repairing computer, printer and peripheral hardware.

»  Ordering parts.
»  Tracking warranty repair assets,
QAS provides Asset and Ouality Management Support. Property Assistants provide Asset Management

Support. Property Assistants monitor and resolve all events in the Asset Management queue utilizing the
ITSM software 1ool by updating information (computer user, organization, etc.). Property Assistants
resolve IT property issues by working with Government Property Delegates, property transfer documents
and working with the provided AITS (Automated Inventory Tracking System) and the CSC ITSM
software tool. Property Assistants provide GSA vehicle support by maintaining records, mileage logs and
submitting reports to MMAC Facilities Management pomts-uf-contmt Property Assistants provide FAA-
furnished cell phone support by resolving cell phone issues with appropriate contacts. Property Assistants
also serve as Document Administrators by providing document maintenance suppart for Quality
Management System processes and procedures.

* Monitoring the Asset Management qucuc in the CSC ITSM tool suite.
= Effectively troubleshooting and resolving or escalating issues.

= Tracking IT property bar codes.

»  Maintaining documentation of processes and procedures.

OAS provides Special Projects Support. Special Projects Administrators provide support for a variety of
mandated or elective projects related to Office Automation Support. These projects include, but are not
limited to, federally mandated information systems operational or security programs, Microsoft Windows
operating system upgrades, Microsoft Office upgrades, and other standard or specialized application
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sofiware upgrades. Special Projects Team activities inolude, but are not limited to,: handling acceptance
and waiver requests for new software applications that are not currently on the ARC-approved sofiware
applications list; development of project implementation and testing plans; coardination end direction of,
and participation in, testing of application sofiware, oporating system software, and software upprades;
development of resolutions and workarounds to issues that arise during testing and implementation of
new application and operating system software and software upgrades. Some Special Projects Team work
is CSC ITSM ticket-based, and soms is monitored outside the CSC ITSM software tool, Ticket-based
work requests are expected to be completed within the Service Level Agreement times. Special Projects
Administrator support includes, but is not limited to;

» Handling acceptance and waiver requesis for carrently unapproved software applications.
»  Development of project implementation and testing plans.
»  Coordination and direction of, and participation in, software testing.

* Development of resolutions and workarounds for issucs identified during software testing or use
by OAS customers.

Custom Solutions Division Services:

The CSD provides Level 1 and Level 2 Help Desk services to DOT customers and the general public
nationwide. The CSD Help Desk operates Monday through Friday from 7:00 e.m. to 5:00 p.m. Central
Time and provides application specific help to DOT and general public end users.

The CSD currently utilizes the Universal Call Directory (UCD) phone system. The CSD handles
application specific incidents, problems, and questions. CSD support includes but is not limited to:

s  Monitor call queves (phone, voice mail, and email),

» Amswer phone promptly.

o  Exhibit courteous, professional behavior when dealing with customers.

. Assoss the problem / request.

e Resolve the problem / roquest, if possible.

s Escalate the problem to experts, when necessary.

e Create help desk tickets for all phone calls, voicemail, or email that are received.

s  Monitor Application Status Reports and forward any emrors to the CSD Technical Team.
s Assist in festing pew custom application releases.

s Provide any required general assistance on the custom application to end users.

A. Herviee Requirements

The SP shall adhere to their Government-approved, Best-in-Class SLA to meet the primary areas of
technical support listed in this PWS, The SP shall pricritize work and track performance against the SP
SLA and SP Quality Conirol Plan (QCP) through the use of the Remedy ITSM tool set, ensuring that
contractual performance metrics are met or exceeded.
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Thaus, the SP shall be responsible for compliance and performance in accordance with their own SLA that
meets the needs of this PWS and AMI/AME Operations. The SP SLA and QCP shall be reviewed
annually, providing all updates to the CO for verification and approval at the beginning of each new
contract period. The following Priority Levels are considered critical to soecess of AMI OAS Operations
(which doez not include CSC or CSD) and shall be used in support of all service requests:

Priority Customer Impact CSC Event | Response to Resolution Time
Process Customer by
Time Level 2 after
escalation
Critical » Nationwide outage 15 Min 15 Min. 4 Business Hrs.

» Widespread user impact Resources will be
asgigned to
resolve the issue
as 800N &S

. possible.
High e Outage affecting multiple | 15 Min. 1 Hr. 10 Business Hrs,
users in a Service Area or
Center
Medium ¢ Single vser is impacted 15 Min. 1 Hr. 20 Buginess Hrs.
e Limited impact to FAA
Low o Single user is impacted 15 Min. 1 Hr. 40 Business Hrs.
= Minimal impact to FAA
.
L ]

B. Howrs of Operation
CSC Hours of Operation. CSC Hours of Operation are 24x7x365/366, including all Federal holidays.

OAS Hours of Operation, OAS Hours of Operation are between the hours of 0600 to 1800 Central Time,
Monday through Friday, excluding Federal Holideys (listed in paragraph C). Additionally, there may be
onscheduled support requests that may require on-call personnel to report to the MMAC. On-call
personnel shall respond to the customer within one hour of being contacted. Frequency is estimated at

approximately thirty calls per year.

CSD Hours of Operation. CSD Howrs of Operation are between the hours of 0700 to 1700 Central Time
Monday through Friday, excluding Federal Holidays (listed in paragraph C). The SP shall maintain a
forty hour work week that must begin on Monday and end on Friday.

C. Observance ol Legal Holidays and Administrative Leave
The Government observes only the holidays listed below:
Necw Ycar's Day Labor Day
Martin Luther King, Jr.'s Birthday Columbus Day
Washington’s Birthday Veteran’s Day
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Memorial Day Thanksgiving Day

Independence Day Christmas Day

Any other day designated by Federal statute

Any other day designated by Executive Order

Any other day designated by Presidential
proclamation

When any such day fafls on Saturday, the preceding Friday is observed and when any such day falls on
Sunday, the following Monday is observed.

NOTE: Legal Holidays and Administrative Leave only apply to OAS and CSD personnel. CSC
operations are required 24x7x365/366, including all Legal Holidays and dyring periods of Administrative
Leave,

D, Serviee Provider Pragram/Project Manager

The SP shall assign a Program/Project Manager (PM) who shall be responsible for the performance of the
wark specified in accordance with the terms and conditions of this contract. The PM is considered as Key
Personnel as addressed in AMS 3.8.2-17, The PM shall be available during core hours (9:30 am — 2:30
pm CT business days) within three business days of the request to meet with Government personnel
designated as the Contracting Officer (CO), MMAC Program Manager, and/or Contracting Officar’s
Representative (COR). The PM must be able to read, write, speak and understand English.

The PM shall as 8 minimum have a Bachelor’s degree, successfully completed 24 hours of college

level management or business conrses, and have a minimum of five years of project management or
managerial cxperience in cither private industry or the Government, The PM shall also possess the
following qualifications:

= Be highly experionced in management of projects of the magnitude of this contract.
=  Have a working knowledge of Government logistics operations.
=  Possess effective management, organization, and problem solving gkills.

The SP PM shall be responsible for the following:

= Manage the program for the Contractor.

= Be the primary point of contact for the CO, COR or Government program manager to
" resolve problems under the contract. Shall designate a representative as acting PM
whenever absent and provide adequate notifications to the CO and COR.

=  Ensure reports and other deliverables are delivered timely.

»  Maintain appropriate staffing levels. In furtherance of labor-hour taskings, fill vacancies
within tweaty work days afier the vacancies occur or provide & written statement to the CO
and COR stating the reason(s) for not meeting the placement criteria with stated corrective
actions to timely meet future employee placoments.

= Aitend meetings pertaining to contract pexformance as required by the CO.

I, Administeative, Mapagerial. Supervisors

The SP is responsible for providing adequate supervision of its employees. The SP shall provide a
Task Lead for each of the following: CSC, OAS and CSD. These employees should divide their
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time between supervisory administrative duties and the performance requirements outlined in
Section 5. Task Leadess are working supervisors and shall not spend more than half an hour per
week per employea supervised on the following supervisory administrative functions:

* Review of time cards.

e Scheduling.

e Final interviews for vacancies.

®  Providing information to the SP for employee performance reviews,

The Task Lead will be responsible for all quality assurance as specified in the SP’s quality assurance
plan, The Task Lead is the point of contact between the SP and the FAA COR.

Qualifications for Task Lead shall include that of a high school graduate or equivalent and three years
progressive experience in Service Desk Management and Office Automation, respectively. Must be
professional at all times mnd possess good customer communication skills, A Bachelor’s degreo in
computer science, information sysicms, or other related discipling is degired.
Task Lead shall also have the following skills/qualifications:

= Possesy working knowledge of Service Desk or Office Automation, respectively.

= Be skilled at getting work accomplished through team efforts.

= Posscss ability to effectively communicate orally and in writing,

* Possess flexibility to supervise personnel with technical skills in a wide range of ITIL.

disciplimes.

= Possess ability to assign and prioritize the work of subordinates.

Task Lead will be responsible for the following:

» Receive, review, sign, and accept or reject work assignments from the COR and justify to
the Government the rationale for not accepting work.

= Assign work to individual SP employees.

& Monitor to insure work is completed timely and carrectly per SLA requirements.

= Resolve discipline problems with the SP's employees. -

* Resolve any other disputes with the COR.

= Attend mectings pertaining to contract performance as required by the CO/COR/Program
Manager.

The SP shall maintain adequate staffing levels under to ensure performance and delivary requirements are
met. In furtherance of Labor-Hour tasks, the SP shall manage leave usage whereas to ensure FAA
requirements will not be impacted by significant unplanned leave usage.

G raaing,

The SP shall be required to have an ongoing training program via their Training Plan to ensare SP
employees acquire new knowledge and skills necessary to support new technology for managing changes
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in workload requirements listed in this PWS, and as new technology is employed. The SP Training Plan
shall include a new employee-training program.

‘When advantageous to the Government, training may be provided by the Government at no cost to the SP
or paid for by the SP and reimbursed by the Government if the training course falls into one of the
following categories:

f, Unique to the FAA: The Govemment is providing traiing exclusively for tasks that aro
required to be performed at FAA facilities (i.e., on-the-job training fo each SP employce or a train-the-
trainer, as required to falfill additional requirements such as new Customer Provider Agreements
(CPAs)/SLAS, changes to CPAs/SLAs, service desk software, agency policies, security issues, software
upgrades, etc.). In these instances, the FAA will pay direct hourly charges associated with the number of

hours spent in training, or

b. Directed/Mandated by the Governmeat: The class is directed/mandated by
Government regulation, FAA Administrator (AOA-1), or an FAA Security Element.

Reimbursement of Government-paid training costs will be required if a SP employeo does not
remain in the position for a year from the date of training. The SP ghall provide to the COR on or
before the fifth day of each month a Training Report in accordance with CDRL AG0L

H. Quulity Control Requireinents

Quality Control Plam; The SP shall establish and maintain a Quality Control Plan to ensure the
requirements of this contract are provided as specified. The SP shall provide a Quality Control Plan
describing the inspection system for the requested services Hsted in the PWS. The SP shall develop and
implement procedures fo identify, prevent, and ensure non-recurrence of defective services. The written
Quality Control Plan shall be required when proposals are submitted (CDRL A003). The CO will notify
the SP of acceptance or required modifications to the Plan. The SP shall make appropriato modifications
(at no additional cost to the Government) and obtain acceptance of the Plan by the CO prior to completion
of contract Phase-In. The Plan shall be updated as changes occur and shatl be submitted for review and

acceptance by the CO.

Quality Assurance. The Government will maonitor and evaluate the SP°s performance under this
contract. When an obscrvance indicates defective performancs, the COR will notify the CO and the SP.
Any action taken by the CO as a result of surveillance will be according to the terms of this contract. Any
matter concerning a change to the scope, prices, terms or conditions of this contract shall be referred to
the CO. The services to be performed by the SP during the period of this contract will at all times and
places be subject to review by the CO or authorized reproscntative(s). Other Government personnel may
from time-to-time observe SP operations; however, these personnel will not interfere with SP
performance.

The Government may permit from time-to-time telecommuting by the SP employees when determined to
be in the best inferest of the Government ir order to mest work requircments. The SP must have an
established program subject to review by the Gavernment CO and COR.  Specific date, time, and
description of the tasks to be performed shall be approved by the COR prior to telecommuting, All
telecommuting schedules must be authorized by the CO. Telecammuting will be at no additional cost to
the Govormment.
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Travel must be coordinated with the COR and approved by the CO, The SP shall obtain prior
authorization for travel prior to incurring amy travel costs. A proposal showing a camplete breakdown of
all travel charges shall be provided to the COR at no additional cost to the Government. The SP shall be
responsible for arranging all required travel. Reimbursements will be mads in accordance with existing
Fedoral travel regulations and the Reimbursement of Travel Coats clanse contained in this contract (See
Section H). If accepted, the CO will provide a written authorization to the COR and SP to proceed with
travel, subject to available travel funding. -

K. Conservation of Palitics

The SP shall instruct employees in utilities conservation practices. The SP shall be responsible for
operating vader conditions which preclude the waste of utilities, which shall inciude:
® Lights shall be used anly in areas where and when work is actually being performed. -
* Mechanical equipment controls for heating, ventilation, and air conditioning systems shall not b
adjusted by the SP or by SP employees unless authorized.
®  Water Faucets or valves shall be turned off after the required usage has been accomplished.

L. Wark Arca Prolessianalism

SP personnel shall ensure the work area reflects a professional appoearance because the CSC, OAS, and
CSD are subject to constant exposure by visitors and application support personnel. Surplus items will be
stored out of sight and porsonal effects kept to & minimum. Playing computer games is strictly prohibited.
Playing music or the radio should be kept to a minimum.

M, Off-Site Space Requirements

In the ovent adequate space is not available to house the personnel required for specific task(s) or in the
unlikely event that AMI or AME declares & Continuity of Operations (COOP) situation, the SP shall
provide (with approval and authorization from the CO) the required space including the following:

All utilities, telephone, janitorial services, etc.
Workstations.

Associated hardware and software,

Office equipment/furnishing(s) and supplies.

With the direction and assistance of the Government representative(s), the SP shall provide the
appropriate telecommunication connectivity as required for information systems access. In recognition of
the cost differential between Government and contractor facilities, a factor will be negotiated and applied
when services are not performed at Government facilities.

N. Tranpsition

Phase-In Plan; Services under this contract are vital to the dovumment and must be continued
without interruption; therefore, upon contract expiration, 8 successor, either the Government
another SP, may continne them. The SP agrees to: ‘

= Fumish, as part of its technical proposal, a Phase-In Plan (CDRL A004).
= Exercise its best efforts and cooperation to effect an orderly and efficient transition..

To ensure a smocth transition in the change of work effort from the current SP, the SP shall begin
the 30-day Phase-In period as required by the SIR/contract. The purpose of this Phase-In is to:
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= Observe work accomplished by current employees.

*  Complete personnel requirements (work force) incloding the hiring of personnel to assure
satisfactory performance beginning on the contract start date. Soliciting personniel for
cmployment during their duty hours is prohibited, unless interview arrangements are made
through the contracting and personnel offices.

= Obtain sccurity clearances, if required.

* Completo training requirernents and accomplish necessary training of SP employees.

=  Complete the development of necessary work plans/procedures,

=  Complete the development of quality control plans and procedures.

The SP will use this time for staffing and implementing those operating procedures under the

contract described in the required Phase-In Plan. The SP shall be allowed access to the facilitics

to familiarize sepervisors, key personnel and staff with equipment, reporting, work scheduling
and procedures. However, such access will not interfiere with the production efforts of current

SP personnel. To preclude such interference, arrangements for access to the Government
facilitics will be made with the CO.

Phase-Out: Should the FAA award 2 follow-on contract to this effort; the SP agrees to cooperate
with the FAA and the follow-on SP to insure a smooth transition to the new contract, During the
phase-out familiarization period, the incumbent shall be fully responsible for all current task order
services. In the event the follow-on coniract is awarded to other than the incambent, the incumbent
SP shall cooperate to the extent required to permit an orderly change over to the successful SP. With
regard to the successor SP’s access to incumbent employees, a recruitment notice may be placed in
each facility. At the conclusion of auy performance period, including option periods or extensions,
the services provided under this contract may be awarded to anothor SP. The SP in place shall be
required to assist in the phase-in activities.

O. Contract Funds Status 1R¢

The SPsllallpwpmandmlbmltnmomhlyCFSRmmordmccmﬂiCDRLAﬂosforlnbnrhonr
taskings.

All invoices submitted under the resulting contract must be reviewed and approved by the CO and
COR for payment. Invoices should track costs at the CLIN and task level to provide auditable
details for payment approval.

(). Period of Perforinunce

A one year (base) period of performance with four one-yeer options is contemplated.

The contract is to be performed at the following location unless otherwise stipulated by the
government in individual task ardess:
MMAC

6500 South MacArthur Boulevard
Oklahoma City OK 73169.
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S, Goavernment/Contractor Relationshi

. The sexvices to be delivered by the SP to the Government are non-personal services. No employer-
employee relationship will exist between the Govemment and the SP and/or between the
Government and the SP’s employees.

SP personnel shall be required to perform dutics requiring a sccurity investigation. The type of
investigation required will be determined by the position rigk level designation for all dutics,
functions, and/or tasks performed. The scope of the investigation required and the forms to be
campleted shall be determined in accordsnce with FAA Order 1600724, Contractor and Industrial
Security Program. The SP shall be responsible for the preparation and submittal of the required
forns to the Security Office. The SP personnel shall not be required nor permitied to perform work
prior to receipt of the required approval unless a temporary waiver is granted by the appropriate
Government official. The SP shall take all necessary steps to assure that contractor or subcontractor
personnel who are selected for assignment to the resulting contract are persons of professionel and
personal integrity and trust, and meet all other requirements stipulated herein. The fact that the
Government performs security investigations shall not in any manner relieve the SP of this
responsibility.

The SP shall submit a semi-annual report providing a listing of the names of all SP personnel who
had access to an FAA facility, sensitive information and/or resources anytime during the reporting
period. Copics shall be submitted to the CO, Security Office, COR(s), and MMAC FM, pursuant to
CDRL A006 (Contract Employee Listing). In furtherance of the above report, the SP shall also
submit a monthly report of any employment chenges made during the reporting period to the CO,
Security Office, COR(s), asnd MMAC PM, pursuant to CDRL A007 (Employee Changes). Examples
of such changes are terminalions, new hires, and name changes.

1. Eabor Disteibution Repoerting (LDR)

Contmotor employees may be required to report time by projeat or by activity within a project. Ifa
Government LDR system is available for contractor use, then contractor employces shatl be required
fo use the system. If one is not available, contractor employees may use a contractor provided
system subject to the Government’s approval and at no additional cost to the Government. The data
from a contractor provided system must be provided in an clectronic format.

< Government Furnished Property and Services

A Gencral

The Government will provide, without cost, the facilities, equipment, materials and services listed below.
The Govermnment-fornished property and scrvices provided, as part of this contract shall be used by the SP
only to perform under the terms of this contract. No expectation of persons] privacy or ownership using
any FAA electronic information or communication equipment shall be expected.

B. Faciltties and Utilifies

The Government will provide space and facilities plus associated utilities and housekeeping, equivalent to
that provided to FAA persannel, for the SP to perform the work defined in this document. Where
possible space provided shall bo maintained to the same standards as like areas occupied by FAA
personnel. Facilities provided are to be used exclusively in support of this contract. The SP shall not
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make any alterations to Government fumished space or facilities except as approved in writing by the CO
or the COR with no direct cost fo this contract. Whenever the SP vacates Government space, such space
and facilities shall be restored to its original condition, considering any approved alterations plus nommal
wear and foar, at no direct cost to this contract,

. Govermnent arnished roperiy

The items described in the following paragraphs shall be considered Government furnished property.
Definitions, usage and contractor accourtability shall be in accordance with Acquisition Management
Policy, Contract Administration, Section 3.10 and Contrector’s Guide for Control of Government
Property, Section 4. Contract Administration.

The SP will be required to pravide propesty management controls to ensure optimum utilization and
security. The FAA retains property management authority for all items provided, as well as, sole
discretion in the placement, movement and removel of all property provided to the SP. The SP must not
remove, relocate, or re-assign Govemment fumished property without prior approval of the COR. SP
shall optimize thejr use of Government furnished property provided. The SP shall comply with
associated FAA property clauses and contract requirements, including submission of an annuat veport
pursuant to CDRL A008 (GFP Annual Report).

1. Othice Faroiture

Government will provide workstations, desks, chairs, filing cabinetry, telephones, and headsets for SP

personneloompambletoﬂmaeprmdedtnGovemmentpmomnl Anyfurmshingspmvidedmatﬂ:e
sole discretion of the Govenment (i.e., type, model, style, etc.)

reneral Supplics

The SP is responsible for providing their general office supplies. Company specific supplies and
materials required by the SP, (i.e., pre-printed stationary, business cards, and timecards) will not be
supplied by the Government. [t is at the Government’s discretion to provide general office supplies in
support of contract requirements.

AMI or AME will provide the appropriate supplies needed (i.e. toner, ink cariridges) for Govemment
furnished equipment.

~. Computer Havdware and Soltware

With the exception of computer hardware and software required by the SP' management and
adminisirative personnel, the FAA will maintain and diatribute all computer equipment and software
typically required to fulfill requirements as requested by FAA under this contract, subject to availability,
and based on AMI or AME’s workload priorities. SP personnel shall not install, uninstall, move, or make
modifications to any hardware or software on computers designated for SP individual use located at the
MMAC without prior approval from the COR and in coardination with the cognizant AMI-600, AMI-900
or AME-500 Propesty Custodian. The SP will be required to implement and manage property
management controls or procedures including conducting property audits two times per year for all loaned
FAA property. The outoomes of these audits will be provided fo the COR and the AMI-600 or AMI-900
Property Custodian. Before Government equipment can be provided, the SP Program/Project Manager or
designee must sign the appropriate FAA property documents.

PWS Varsion 18 (11/06/2012) .18



The FAA maintains a computer network and provides SP access. The Government will provide contract
personnel with access as required for SP support requirements. SP personnel shall not connect any
computer equipment to the FAA network without prior authorization from the COR, The COR will be
responsible for obtaining the network access and any clearances necessary through the Government. For
furlher informanon please refer to FAA Order 1370.79A ‘Internet Use Policy’,

umentl.ib; Order/137 and to FAA Orders and Notices —

H. Misuse of FAA Computer Network

The SP must adhere to all FAA Intranet, Internet, network policies and orders. Misuse of FAA provided
computer equipment or network by SP persoane] will result in a determination by Government
management as to appropriate corrective action for each infraction. Depending upon the nature and
soverity of the infraction, corrective actions can range from loss of privileges (i.0., loss of access to the
Internet, governmeut o-mail system, efz.) to a recommendation to the CO for removal of SP personnel.
Further, these detexminations are not subject to appeal. Lastly, these provisions do not preclude the
imposition of any applicable civil or criminal penalty resultant from an infraction. For further
information, please refer to FAA Order 1370.79A ‘Interner Use Policy’,

A faa go entLibra ja/0 3 ; FAA Orders and Notices —

Information Systems Security,
J/fwww.faa gov/regulations policies/orders noti ex.cfin/go/document list/ opicID/184.

All SP personnel usingFAAcomputarwsomesormmingthoFAAndworkshnﬂagreemmdsign
the FAA Office of Human Resowrces ‘Local Area Network Rules of Behavior prior to receiving
requested access. Please refor to the Human Resource Management website for further information:

h ov/ahr/policy/.

4. Applicable Directives - References

TheSPshﬂlpufomﬁeeﬁoﬂdmribedhmmmnmmdnnmmﬁnﬂnpphcnbhgwmcmdmmvm
(publications, notices, FAA orders, eic.). The contractor shall obtain said directives via the internet at
hgpm’mm_v[gg_]ggmwm_& In the event that a directive is not available on line, the
Contracting Officer shalt be contacted to make alternative arangements to view 5aid document. It shall
be the responsibility of the SP to be aware of any changes fo these government directives,

3. Performance Requirements

A, Customer Service Center

The Office of Information Technology (AMI), Customer Services Division (AMI-GOG), Customer
Service Center (CSC) provides Level 1 Sexvice Desk and Service Managemeat services to both DOT and
Non-DOT customers. The CSC Service Desk operates 24x7x365/366 providing password maintenance,
application and desktop support for approximately 50,000 DOT and Non-DOT end users. The CSC
handles incidents, problems, questions, change management, provides an intesface for other activities
such as customer change requests, and problem menagement is plamned in a future implementation. The
CBC ensures the delivery of customer satisfaction and other key measurements of effective IT Services
Management through its implementation of ITIL software end best practices.
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{1) Service desk

The SP shall provide Level 1 Service Desk and Service Management (i.e. incident management, asset
management, and configuration management) services for approximately 50,000 DOT and Non-DOT
customers nationwide, CSC is the first point of contact for their customers’ end-users who need support.
CSC’s workload currently consists of Password Maintenance events, Application eveats, and Desktop
events,

Call center operations are located at MMAC, This requirement is for 24/7/365/366 operation. CSC agents
are defined as Level 1/Tier 1 Support. The CSC staff assists customers experiencing password issucs,
problems with accessing or using computer resources and/or application issucs. CSC agents attempt to
resolve these incidents over the phone and also cxerciso judgment in escatating problems/issues to
technical support personnel. Work requires documenting events using automated infrastructure
management/ticketing software.

The service desk agent shall be able to perform password maintenance for end users following
documented processes and procedures. Thess Password Maintenance events are repetitive and simplistic
in nature and require minimal technical expertiso.

The service desk agent shall be able to perform application support for multiple systems. These systems
include but are not limited to rccounting systems, procurement systems, payroll systems, computer based
instruction systems, etc. These Application events are complex in nature and require a high level of
technical expertise.

The service desk agent shall be able to troubleshoot issues with Microsoft Office, Lotus Notes and the
applicable Operating System being utilized by the FAA. Other software packages are numerous and
range from commercial-off-the-shelf (COTS) to customized programs for FAA use and some are software
packages written by the FAA for sole use by the FAA and/or DOT. These Desktop evenis are complex in
aature and require a very high level of tcchnical expertise.

CSC logged approximately 207,061 events from May 2009 to May 2010. These events consist of three
basic types of work, i.e. Password/Login Maintenance, Desktop, and Application. Events are broken
down as follows:

Event Type CSC Resolved Events Escalated to 12
Password Maintenance 54,236 0
Application 3,602 77,190
Desktop 8,028 64,005

Event growth rate from FY06 to FY07 was 35%, FY07 to FY08 was 7%, FYOR to FY09 was 19% and
event growth rate from FY09 to an estimated total for FY10 js 41%. At this time, it is anticipated that the
annuzal growth rate for CSC events will average 26%.

ESC actively markets CSC services; therefore, it is anticipated that CSC’s customer base will continue to
grow, It is foreseeable that CSC could gain new business increasing workload by an additional 25%
annually.

Core business hours are 0500 to 2000 central time, however CSC operations run 24x7x365/366.
= Peak hours have historically shown to be from 0630 — 1430 accounting for approximately §0% of
call volume.
= Between the hours of 1430 to 1730 there is a steady ramp-down accounting for approximately
15% of call volutne.
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=  Between the hours of 1730 to 0500 there are minimal calls, however, siaff continues to perform
production control ahd monitoring services every 15 minutes. After hours (2000 —
0500)weckends/holiday support accounts for approximately 5% of call volume.

Qualifications for Help Desk Specialists are outlined in Section 6 (Technical Requirements). In addition
to these qualifications, the SP shall be familiar with and practice ITIL standards in rolation to the ITSM
service desk software tool. The SP shall ensure all CSC agents are Help Desk Institute (HDI) Customer
Service Representative {CSR) and/or Support Center Analyst (SCA) certified (or equivalent) within six
months of hire date (CDRL A002). '

Support includes but is not limited to:
= Answers phones promptly.
= Monitoring email, phone and vmail.
»  Ability to communicate effectively over the phone or in person (English is required, other
languages welcome).
Ability 1o write clearly and concisely.
Exhibiting courteous, professional behavior when dealing with customers.
Utilizing the Knowledge Databasc (part of the CSC tool suite).
Asgessing the issue/request.
Accessing desktops remotely, when applicable.
Escalating call to experis or Level 2 technicians.
Documenting findimgs and actions taken to resolve events in CSC ITSM software tool.
Providing status and outage communication via the ACD, voice-mail (v-mail), and web sites.
Coordinate and maintain call back lists, escalation lists, special cvents, etc., with appropriate
customer representative and COR.
Update appropriate Knowledge Base to reflect changes.
Keeping users apprised of incident and resolution status per CSC guidance.

Production Control is an additional responsibility of the CSC Service Desk and is a collateral duty of the
CSC agents. The SP shall provide Production Contro) support for approximately forty global applications
on the FAA mainframe located in Kansaz City. The areas of support include monitaring production jobs
(mainframe operational support), issuing minimal console commands and monitoring incoming email
notifications for system server outages. There is an average of 1,000 abnormal terminations that occur
yearly. The CSC creates Service Desk events, contacts the appropriate Level 2 technical staff, and
provides follow-up support to the Level 2. The SP shall provide coverage 24 hours a day, seven days &
week, 365/366 days a year. The production control conscles and applicable incoming email account shall
be checked at 8 maximum of every Hifteen minutes.

Because Production Control services are a collatersl duty, additional skill sets arc not required other than
those listed in Service Desk, Scction 5.A.1.

Support includes but is not limited to:
= Monitor system consoles and provide information related to mainframe operational status,

abnormal terminations, and performance problems to the appropriate system technical staff.
Answer Production Control hotline and provide applicable support needed to resolve issue.
Reset and reestablish user status in servers, printers and online systems such as COMPLETE,
TS0, and CICS.
Perform system and application startup and shnt down activities upon request.
Execute console commands.
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= Coordinate with system software staff and mainframe service provider to resolve abnormal job
terminations and assist in identifying hardware/software problems that may bave contributed to
the termination.

®  Fully document, report, and coordinate all production control problems identified by and/or
reported to the CSC by creating events and track from open to close status.

=  Escalaie production jobs abnormal ends (abends) to appropriate technical or functional rezources
based on SLAs and/or Knowledge Management Resources.

= Restart jobs manvally or through Control-R at the direction of application or technical support
personnel and coordinste manual submission of batch jobs with applications personnel, if not
processing under Control-M.

(3) Service Desle Sofiware Administration

It is vital to have up-to-date and accurate ITSM software. As the Service Desk Administrator, the SP
shall provide maintenance to the suite of ITSM. modules (Incident Management, Change Management,
Problem Management, Service Lovel Manegement and Configuration Management,). Administrative
activities include maintensnce/configuration of multiple customer SI.As, access conirol for all ITSM tool
users, all category types, views of data in the software, reports, and assist in software release upgrades. In
2008, Service Desk Administrators resolved 3,305 events.

Qualifications for Service Desk Administrator shall inchxle an Associate’s degree in computer sciencs,
information systems, or other related discipline with two years progressive expericnce in system or
software administration OR a Bachelor’s degree in computer science, infonmation systems, or other
related discipline with one year of experience in systemn or software administration.

In addition to the qualifications listed above, the SP shall ensure all Service Desk Administrators are ITIL
foundations certified within six months of hire date. :

Support includes but is not limited fo:

Attend meetings which may impact required changes to the software.

= Coordinate 2l changes to the software with CSC Administration team.

= Provide status updates and/or notification bulletins to appropriate personnel groups or individuals
when changes are scheduled to be made and when changes are made (i.e., Configuration
Mapnagement and Change Management).

=  Update the software after the appropriate approval process.

»  Work with Service Desk personnel to maintam casy-to-use Service Desk software.

=  Woik with technical team and software vendor to apply, test, and implement software upgrades.

=  Ensure that monthly and as-requested reports produced are accurate, coordinated, and distributed.

=  Work with trainors and others to train new customers and Service Desk staff.

®  Work with technical staff and customers to build and meintain interface files 83 required by
customers.

= Muaintenance includes but is not limited to changes (new, change, delete) of personnel,
technicians, administrators, customers, workflows, categories, views of dats, and/or reports.

. Office Automation Servives

The Office Automation Services (OAS) group cunrently provides support in six main functional work
arcas. These work areas are defined as Remote Administration, Deployment Administration, Deskside
Administration, Hardware Administration, Assct and Quality Managemsnt, and Special Projects
Administration. OAS currently has twenty-five government employees that work with the SP staff 1o
compiete all of the FAA’s goals for this group. The Government staff will serve as project leads for the
mmmerous objectives assigned to the group.
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In fiscal year 2009, Level 2 received a total of 28,620 events. These events were distributed between the
work areas by job function as follows:

‘Work Area OAS Events Resolved SP Events Resclved
Remote Administration* 17,242 3,178
Deskside Administration™ 4,827 2.046
Hardware Administration 2,059 1,630
Asset & Quality Mgmt 4,492 : 4,466

* The full time Remote Administration staff was all federal employces from May 2009 until April 2012.
**During the first nine months of FY2009, Camputer Deployment and Special Projects svents were
included in the Deskside Administration events in the ITSM tool in use during this period.

Workload depicted for FY(9 may not represent fiture workload patterns. The expected growth in events
per year is between two and four thousand. These events vary in complexity from an extreme degree of
difficulty to a more simplistic degrec, i.c. cxtreme, major, medivm and minimum. The workload for
ovents in the Remote Adminigtration, Computer Deploynaent, Deskside and Hardware, Asset
Management, and Special Projects work areas is first in, firstout. Bach month the COR will generate a
report from the ITSM software that depicts event totals resolved by cach SP technician for tracking
purposes. This report will be distributed to the CO end SP lead and a copy stored by the COR.

The requirement of the OAS is to meet or exceed target metrics for Response Time, Resolution Time end
Customer Survey Response Statistics. These target metrics are:

= Meet or exceed 85% of Response and Resolution times.

= Meet or exceed 95% Positive Response (Excellent or Good) ratio of returned Customer Surveys.
These calculations are based on CSC (Level 1) and OAS (Level 2) event information and statistics that
are derived from the provided ITSM sofiware tool. Accomplishment of this requiremont shall be
measured by a scale of “Green, Yellow, Red”, where “Green” is pass/compliant “Yellow” is warning/at
risk and “Red” is fail/breached. The SP shall maintain a stains of “Green”, which is internally reported on
a monthly basis to MMAC and ARC managoement.

The table shows SL.A metrics:
Priority Customer Impact CSC Event | Response to Resolotion Time
Process Customer by
Time Level 2 after
escalation
Critical e Nationwide outage 15 Min. 15 Min. 4 Business Hrs.

s  Widespread user impact Resonrces will be
assigned to
rosolve the issue
as 500N ag
possible.

High e OQutage affecting mmlitiple | 15 Min. 1Hr. 10 Business Hrs,
nsers in A Service Arca or
Center
| ]
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Medium » Single user is impacted 15 Min. 1 Hr. 20 Business Hrs.
¢ Limited impact fo FAA

Single user is impacted 15 Min. 1Hr. 40 Business Hrs.
Minimal impact fo FAA

(1) Remote Administration

The SF shall be required to provide Remote Administration (RA) back up support to approximately 3,200
users at the MMAC. RA must be able to work within a team and rerotely work on computer equipment
using only authorized remote control tools and sofiwere whils closely following national and focel
policies and procedures. RA must log all corrective actions in events nsing the provided ITSM software
tool. RA must be familisr with ITIL terminology and best practices. RAs are changs managers within
the ITSM software tool for service desk change requests affecting our cusiomer base.

RA duties are sedentary in nature and RAs are expected to closely monitor all incoming event traffic.
RAs are the first point-of-contact after the Service Desk for most events escalated to OAS. If the RA can
resolve the issue remotely, the RA must resolve the issue within the SLA times. 1f the RA cannot resolve
the jssue remotely, the RA must escalate the event to the appropriate service area for resolution.

The RA installs, removes and troubleshoots a variety of software and hardware issues. The RA muat be
able to troubleshoot issues with Microsoft Office and the applicable Operating System being utilized by
the FAA, Other software packages are numerous and range from commercial-off-the-shelf (COTS) to
customized programs for FAA use and some are software packages written by the FAA for sole use by
the FAA and/ar DOT. The RA must follow up with customers to ensure work is completed to the
customer’s satisfaction.

Qualifications for Remote Administration shail include an Assooiate’s degree in computer science,
information systems, or other related discipline with two years progressive experience in office
automation support, OR a Bachelor’s degree in computer science, information systems, or other related
discipline with one year of experience in office automation support. Candidates must have A+ and/or
Network+ certification.

Support includes but is not limited to:

Provides remote control syppart.

Provides technical phone support when remote control is umavailable.

Provides backup Deskside Administration and Computer Deployment Administration support.
Software installation, configuration, and troubleshooting.

Upgrades from existing software packages as well as apply update/upgrades and fixes to existing
software products.

Removes/uninstalls hardware and/or software.

Configure network components via remote control.

Configure and troubleshoot printers, scanners, and other peripheral devices.

Tronbleshoots software application eirors.

Performs product reviews, evaluations, and reports on office automation products.
Documents and maintains proocsses and procedures.
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=  Possosses ability to effectively communicate orally and in writing in English.
*  Provides product assistance and demonstrations to nsers.
" Ensures professional, courteous, and helpful customer service is always provided.

(2) Computer Deployment Administration

The SP shall provide Computer Doployment Administration support to approximately 3,200 users st the
MMAC. The SP shall provide coverage fram 0600 to 1800, Monday throwgh Friday, unless otherwise
authorized by the COR. The SP staff will supplement the existing federal work force to provide this
support. This support includes installation (computer set up, hard drive imaging, and copying of customer
data from existing computers o new computess), and hardware and software configuration of
approximatcly 1,900 new computer upgrades per year. The SP shall also provide Process Automstion
Admuustrmonsuppoﬂm assist jn the rescarch and development of improved methods for deployment of
computers and software through the use of the most advanced technologies and techniques available to
the OAS. The SP staff will supplement the existing federal work force to provide this support.

Minimum qualifications for a Computer Deployment Administrator position shall include high school
graduate or equivalent, and three years of progressive Office Automation experience. Minimum
qualifications for a Process Automation Administrator position shall include high school graduate or
equivalent, and four years of progressive Office Automation expericnce. Must be professional at all times
and possess good customer communication skills, A Bachelor’s degree in computer science, infonmation
systems, or other related discipline is desired. Directly related education or training can be substituted for
office automation experience at the rate of one year of formal educetion equals nine months of
experience, not to excesd a total of twelve months substitution of education or training for experience.

Support includes but is not limited to;
Assemble the appromatehardwnre software, and information for hard drive imaging and
installation using Microsoft Windows Deployment Service (WDS).
»  Schedule, install, configure, and deliver now or existing computer systems to customers.
= Deploy and resolve installation problems for desktop/laptop systems.
= Copy oustomer data and configuration settings from previously used computers to new or
upgraded computers.

(3) Deskside Suppurt Administration

The SP shall provide Deskside Administration support to approximately 3,200 federal and contract
employees at the MMAC. The SP shall provide coverage from 0600 to 1800, Monday through Friday,
unless ctherwise authorized by the COR. The SP staff will supplement the existing federal work force to
provide this support.

The SP shall provide technical expertise to support troubleshooting and resolution of customer computer
problem incidents. Systems are generally Microsoft Windows deskfops/laptops with Jess than one
percent Apple computers. Applications are generally commercial-off-the-shelf (COTS), but there are
also numerous software applications that are unique to the FAA. Organizations such a3 finance,
accounting, budget, logistics and infrastructure have applications specifically developed for that
organization.

Minimum qualifications for a Deskside Support Administrator posltmn shall inclade high school graduate
or equivalent, and three years of progressive Office Autornation expesience. Must be profuslonal atall

times and possess good customer communication skiils. A Bachelor’s degree in computer science,
information systems, or other related discipline is desired. Directly related education or training can be
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substituted for office automation expericnce at the rate of one year of formal education equals nine
months of cxperience, not to exceed a total of twelve months substitution of education or training for
experience,

Suppart incindes but is not limited to:

Provides face-to-face customer support of desktop/laptop systems.

Provides backup Remote Administration and Computer Deployment Administration support.
Responds to cell phone text or voice messages within SLA times, '

Provides software installation, configuration, troubleshooting and resolution of reported
Incidents.

Installs updates, upgrades, patches and fixes to existing software products.
Removes/uninstzlls bardware and/or software.

Configures network components,

Installs, configures, and troubleshoots printers, scanners, and other peripheral devices.
Troubleshoots and resolves application and operating systemn software errors.

Performs product reviews, evaluations, and reports on office automation products.

Follows documented OAS processes and procedures.

Possesses ability to effectively communicate orally and in writing in English.

Provides product assistance and demonstrations to users.

At a minimum rate of four times daily, checks the ITSM software too] Deskside Support quene
for new Incidents and Requests.

Ensures that customer work stoppages take priority over other cvents.

=  Ensure professional, courteous, and helpful customer service i3 always provided.

{4) Havdware Support Administration

The SP shall provide Hardware Maintenance support to approximstely 3,200 federal and contract

employees at the MMAC. Systems are generally deskiop/laptop computers running Microsoft Windows,
with less than one percent being Apple computers.

The SP shall provide coverage from 0600 to 1800, Monday through Friday, unless otherwise authorized
by the COR. The SP shall provide computer hardware repair/replacement, problem resolution, and
maintenance for desktop and laptop computers, and peripherals, such as, but not limited to, monitors,
printers, scanners, and multifonction devices, The Government will provide all necessary tools, parts,
materials, cquipment, tegt equipment, and supplies required to provide service repair for personal
computers and related hardware peripherals consigned to the MMAC.

Minimum qualifications for a Hardware Support Administrator position shall include a high school
graduate or equivalent, and three years of progressive Office Automation experience with an emphasis in
Hardware Support. Must be professional at all times and possess good customer communication skills.

A Bachelor’s degree in computer science, information systems, or other related discipline is desired.
Directly related education or training can be substituted for office automation experience at the rate of one
year of formal education equals nine mouths of cxpericnce, not to exceed a total of twolve months
substitution of education or training for experience.

Hardware Support includes but is not limited to: .
=  PC hardware disassembly and reassembly (disconnection/reconnection of cables,
removal/replacement of electronic circuit boards, removel/replacement of data storage drives,
removal/replacement of power supplies, and performance of final checking and testing).
= Diagnoses and repairs of replaces desktop/laptop computer components (motherboards, 1/0
boards, sound boards, video boards, fixed (hard) drives, removable media drives, efc.) and
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associated peripherals such as monitors, keyboards, multimedia devices, spoakers, pointing
devices, prmlnrs scammers, modems, CD/DVD drives, tape and disk units. This service also
includes repairing networked printers such as laser printers.

»  Conducts rescarch to determine if equipment is under warranty. Make necessary arrangements

with hardware vendors for delivery, return and replacement of hardware ftems under warranty.

Maintains property records for inventory.

Documents and maintains hardware maintenance repair procedures.

Possesses ability to effectively commnmicate orally and in writing in English.

At a minimum rate of four times daily, checks the ITSM software tool Hardware Support queue

for new Incident and Requests,

Responds to and resolve Incidents and Requests within SLA times.

Ensures that customer work stoppages take priority over ather events.

Rosponds to coll phone text or voice messages within SLA times.

Provides backup Deskside Administration and Computer Deployment Administration suppost,

Ensure professional, courtcous, and helpful customer service is always provided.

(5) Asset and Quahty Manwgement

The SP shall provide IT Asset Management (ITAM) Support in two ssrvice areas, i.e. ITSM software tool

asset tracking and Automated Inventory Tracking System (AITS) maintenance. The ITAM support
personnel will be referred to as the Property Assistant.

The SP shall provide ITAM support within the ITSM goftware tool, supporting desktop and laptap
computers, monitoring an asset queue for workload to maeke all applicable updates. ITSM updates
include tracking unique machine identifier (barcode), hardware and software configurations and lifecycle
management, user association, organizational location and machine status. The SP shall produce reports
as needed detailing current assets, and shall compile information regarding IT assets from acquisition
documents, invoices, ITSM software tool and the FAA properly system.

The SP shall use, update and maintain the FAA inventory control tracking system to ensure all hardware
and software assets are properly accounted for by entering assets into the inventory control tracking
system known as the Automated Inventory Tracking System (AITS) in accordance with established
processes and procedures. The current volume of this requirement is approximately 5,300 desktops and
laptops. Property Assistants resolve IT property issues by working with Government property delegates,
property transfer documents apd working within AITS. Property Assistant provides GSA vehicle support
by maintaining records and mileage logs and submitting reports to MMAC Facilities Management point-
of-contact. Property Assistant provides cell phane support by resolving cell phone issues with appropriate
contacts. Property Assistants also serves as the Document Administrator by providing document
maintenance suppart for Quality Management System processes and procedures.

Qualifications for Property Assistant shall include a high school graduate or equivalent and one year of
Offico Automation experience. Must be professional at all times and possess good customer
communication skills. A Bachelor’s degree in computer science, information systems, or other related
discipline is desired.

Support includes but is not limited to:

Monitor Asset Management quoue.
Efffectively troubleshoot issues to resolution,
Document findings and actions.

Generate adhoc reports as needed.

Order receipt tracking.

Lifecycle tracking.
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Removal and exchange tracking.

Maintain the inventary control system.

Maintain property records for inventory, cell phone support and vehicle logs.
Maintain documentation of processes and procedures.

Possess ability to effectively communicate orally and in writing in English.

Provides limited backup Deikside and Computer Deployment Administration support.
Ensure professional, courteous, and helpfiil customer service is always provided.

{O) Special Trojects Administration

The SP shall provide Special Projects Administration support to approximately 3,200 federal and contract
employees at the MMAC. The SP shall provide coverage from 0600 to 1300, Mondey through Friday,
unless otherwise authorized by the COR. The SP staff will supplement the existing federal work force to
provide this support. The SP shall provide support for a variety of mandated or elective projects related to
Office Automation. These projects include, but are not limited to, federally mandated information systems
operational or secarity programs, Microsoft Windows operating system upgrades, Microsoft Office
upgrades, and other standard or specialized application software upgrades. Support activities include, but
are not limited to, development of project implementation and testing plans, management of these
implementation and testing activities, development of problem resolutions and workarounds, and follow-
up activities, including transitioning from testing to production environments.

Minimum qualifications for a Special Projects Administrator position shail include a high school graduate
or equivalent, and three years of progressive Office Automation experience with an emphasis in project
participation and project management. Must be professional at all times and possess good customer
communication skills. A Bachelor’s degres in computer science, information systems, or other related
discipline is desired. Directly related education or training can be substituted for office automation
experience at the rate of one year of formal education equals nine months of experience, not to exceed a
total of twelve months substitation of education or training for cxperience.

Special Projects Support incledes, but is not limited to:
" Assist with coordination and’planning of new or upgraded software deployments
®  Agsgist with testing, issue resolution, and implementation of new or upgraded software
»  Asgist with reporting of new or upgraded software projects
=  Assist with maintaining project and software documentation.

Reporting and Measuring

Deliverables and Performance PWS/SIR | Performance Moethod of
Objectives Reference | Threshold Surveillance

1. The Service Provider shall providea | SectionL 160% Compliance Technical

Staffing Plan st the time of proposal Bvaluation and COR
submission and an updated plan 30 days Monitoring

after contract award.

2. The Service Provider shall providea | 2N 100% Compliance Technical

Phasc-In Plan at the time of proposal Evaluation and COR
submission. Monitoring

3. The Sexvice Provider shall provide Section L 100% Compliance Technical
Bost-in-Class SLA at the time of Evaluation and COR
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proposal submission and an updated SLA Monitoring

30 days after CO notification.

4. The Service Provider shall mainiain 1B 100% Compliance COR Monitoring,

all performance target metrics as . Customer Complaint

identified in the SP SLA, and Periodic
Inapection

5. The Service Provider shall providea | 2.A 100% Compliance Technical

Quality Control Plan at time of proposal Evaluation and COR

submission and ar updated plan 45 days Monitoring

afler coniract award.

6. The Service Provider shall provide Attachment | 100% Compliance COR Monitoring

Contract Data Requirements List XX -

CDRL) AD01 — AOOX. CDRLs

(. Custom Solutions Diviston

The Office of Application Services (AME), Custom Sojutions Division (AME-500), provides Level 1 and
Level 2 Help Desk support to both DOT and Non-DOT customers. The CSD help desk operates Monday
- through Friday, 7:00 a.m. to 5:00 p.m. excluding govemment holidays. The CSD help desk provides
password and application specific support for DOT customers and tho general public. The CSD handles
incidemts, problems, questions, and general assistance to DOT customers and applicants. The CSD
ensurcs the delivery of customer satisfaction.

(1) CSD Help desk

The SP shall provide Level 1 Help Desk support services to approximately 400,000 customers
nationwido. The CSD help desk is the first point of contact for many of their customers” end-users who
need suppott. The CSD’s workload currently consists of Password Assistance events and Application
specific events,

The CSD help desk opcrations are located at MMAC. The SP shall provide coverage from 0700 to 1700,
Monday through Friday excluding federal holidays. CSD agents are defined as applications specific Level
L/Tier 1 and Level 2/Tier 2 Support. The CSD staff assists customers experiencing password issues, and
problems with accessing and using specific CSD applications. CSD agents attempt to resolve these
incidents over the phone and also exercise judgment in escalating problems/issues to technical suppart
personnel. Work requires documenting events using automated infrastructure management/ticketing
software.

The CSD help desk agent shall be able to perform password assistance for end users following
documented processes and procedurcs. These Password Assistance events arc repetitive and simplistic in
nature and require minimal technical expertise.

The CSD help desk agent shall be able to perform epplication support for multiple CSD applications.
These systems include but are not limited to Humaa Resource careers, automated staffing apphcmons
and other customized programs. These Application events are complex in nature and require a very high
level of technical expertise.
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CSD help desk logged approximately 24,500 tickets in 2008. These events consist of four basic types of
work, i.e. User 1D / Password, Account Locked, Application Access, and General Help assistance. Events
are broken down as follows:

Ticlket Type *___CSD Resolved
User 1D / Pagsword Assistance 18,700
Account Locked 1,100
Application Access Assistance 2,300
General Help 2,400*

*370 Events were escalated to Level 2 services in cutside of CSD help desk.

Event growth rate from 2006 to 2007 was 45% and event growth rate from 2007 to 2008 was 12%. At
this time, it is anticipated that the annual growth rate for CSD will be between 10 and 25%.

ESC actively markets CSD services; therefore, it is anticipated that CSD’s customer base will continue to
grow. It is foreseeable that CSD could gain new business increasing workload by an edditional 25%
annually.

Qualifications for CSD Help Desk Specialist shall include that of a high school graduate or equivalent and
one-year Call Center experience, answering phones and logging events in an TTSM software tool. Must
be professional at all times and possess good customer communication skills,

Support includes but is not limited to:
Answera phones promptly.

= Monitoring email, phone and voice-mail.

= Ability to communicate effectively over the phone or in pesson. English is required, other
langunages welcome.
Ability to write clearly and concisely.
Exhibiting courteous, professional behavior when dealing with costomers.

ing call to experts or Level 2 technicians.

Creating help desk tickets for all phone calls, voicemail, or email that is received.
Assessing the issue/requost.
Providing status and outage communication via voice, email, voice-mail, and web gites.
Coordinate and maintain call back lists, escalation lists, special events, etc. with appropriato
customer representative and COR.
Monitoring Application Status Reports and forward any emrors to CSD Technical Tcam
Run pre-built scripts to backup documents.
Assijst in testing new custom application releases.
Assist in creating application documentation folders.
Provides any required general assistance on the custom apphcatlontoend users, which includes
the FAA, DOT, or general public users. Types of assistance may include password resets,
technical issues, user administration, Oracle SQL-Not installation, and navigation issues.

6. Technical Requirements

Normally overtime shall not be required. However, when there i3 a need for over-time it must be
requested in advance to the COR with written documentation and approved by the CO prior to the
commencement of any overtime work.
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The SP shall be poised to provide staffmg within twenty business days of issuance of task orders.
‘Vacancies on tasks issued pursuant to this section of the PWS shall be filled within 27 working days after
the vacancics occur for existing tasks or when new task order(s) are officially authorized in writing by the
CO, or the SP ahall provide a writien statoment to the MMAC PM and COR(s) stating the reason(s) for
not meeting the placement criteria with stated cosrective actions to timely meet fiture employoe
placements (Vacancy Report CDRL A009).

A. Employee Lubor Cutegovies and Descriptions

I Help Daak Specinlist
{4 Office Avtomation
m Systom Administrator

1. Flelp Desk Specialist

Skill Skill Name Education Plas Experience
Identifier : Years of Experience |° Substitution

A Help Desk Specialist, Level IV | Associnie Degree+3 (1of | 6 yr (2 of those
those years Snpv) years Sapv)

B Help Desk Specialist, Level 1T Associate Degree +3 6 years
C Help Desk Specialist, Level II Associate Degree + 1 3 years
D Help Deak Specialist, Level I HS. Graduate +1 None
6.A.1.a Skill A - DESK SPE LEVEL
erience:

Minimum three or more years experience, one of which in a supervisory cnpm:ity, with an

Associate’s degree OR six or more years experience, two of which in a supervisory capao:ty, ina

service desk, call center or other technical support role, preferably in professional services.

Minimum two years supervisory experience.

Practice ITIL standards in relation to the ITSM service desk software tool, ITIL Foundations

certification preferred.

Superior customer service skills.

Able to communicate effectively over the phone or in person. English is required; other

languages welcome.

Able to write clearly and concisely.

Strong interpersonal and leadership sdll.

Sufficient maturity in interpersonal development neoded to contend with potential difficult

situations and users. Desire and aptitude to learn information technology support functions and
COSS05.

High level of competency in computer operations, Windows-based computer environment and

general computer knowledge.

Experience working in a fast-changing, stressful environment where you must be flexible and

leam quickly.

Advanced computer literacy and desktop support experience.
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Migi

Duties:

6.A.1.b

Active Directory, Lotus Notes and Remedy ITSM software preferred.

Associate’s degree in related disciplie plus three years of rolated experience (ane of which in a
supervisory capacity), or six years of related experience (two of which in a supervisory capacity),
i.e. service desk, call center or other technical support role, preferably in professional services,
Withim six months of hire date, Help Desk Institute (HDI) Customer Service Representative
(CSR) and/or Support Conter Analyst (CSA) cerfification required.

Answer phones promptly.

Work independently to research and resolve complex, technical issues.

Broaden own technical, functional, and industry skill base.

Log all events and document findings and actions taken to resolve events in CSC ITSM software
taol.

Routinely provide remotc control support.

Work with more senior department members in rescarching and writing documentation and
procedures.

Apply troubleshooting skills by using effective, investigative methods and by using service desk
troubleshooting tools.

Perform problem diagnosis, problem recognition, research, isolation eod resolution.

Able to resolve more highly complex events routinely. Very complex evenis are escalated to
second level support.

Accountable for training others, mentoring and providing regular guidance on en as-needed basis.
Conduct work load planning, estimating and prioritization. '
Detenmine teamn training needs.

Ensure adherence to defined policies/procedires.
Proactively identify process improvement opportunities.

Skill B - HELP DESK SPECIALIST, LEVEL 1T

Experience:

Minimum three or more years experience with an Associate’s degree OR six or more years
experience in a service desk, call center or other technical support role, preferably in professional
services.

Practice ITIL standards in relation to the ITSM service desk software tool, [TIL Foundations
cortification preferred.

Able to communicate effectively over the phone or in person. English is required; other
languages welcome.

Able to write clearly and concisely.

Strong intorpersonal and leadership skill, supervisory experience prefarred.

Sufficient maturity in interpersonal development needed to contend with potential difficult
situations and users. Desire and aptitude to leam information technology support functions and

processes.

High level of competency in computer operations, Windows-based computer eavironment and
general computer knowledge.

Experience warking in a fast-changing, stressful environment where you must be flexible and
learn quickly.

Advanced deskiop support expericnce.

Active Directory, Lotus Notes and Remedy ITSM sofiware preferred.
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Associate’s degree in related discipline plus three years of related experience, or six years of
related experience, i.e. service desk, cafl center or other technical suppart role, preferably in
Within six months of hire date, Help Desk Institute (HDI) Customer Service Represontative
(CSR) and/or Support Center Analyst (CSA) certification required.

Answer phones promptly.

Wark independently to research and resolve complex, technical issues.

Log all events and documeant findings and actions taken to resolve events in CSC ITSM sofiware
tool.

Routinely provide remote controf support.

Work with more senior department members in researching and writing documentation and
procedures. :

Apply troubleshooting skills by using effective, investigative methods and by using sexvioe desk
troubleshooting tools.

Perform problem diagnosiy, problem recognition, research, isolation and resolution.

Able to resolve more highly complex eveats routinely. Very complex events are escalated to
second level support.

Accountable for training others, mentoring and providing regular guidance on an as-needed basis.

Skill C - HELP DESK SPECIALIST, LEVEL 1T

Minimum one or more years experience with an Associate’s degreo OR three or more years
experience in a service desk, call center or other technical support role, preferably in professional
services.

Familiar with and practice ITIL standards in relation to the ITSM sexvice desk software tool.
Able to communicate effectively over the phone or in person. English is required; other
lenguages welcome. -

Able to write clearly and concisely.

Sufficient maturity in interpersonal devclopment needed to contend with potentinl difficult
situations and ysers. Desire and aptitude to Jearn information technology support fimctions and
processes.

Intermediate computer knowledge.

Able to work in a fast-changing, stressful environment where you must be flexible and leam
quickly.

Desktop support experience, Active Directory, Lotus Notes and Remedy ITSM software
preferred.

M
Associnte’s degree in related discipline plus one year of related experience, or three years of
related experience, i.e. service desk, call center or other technical support role, preferably in
professional services.
Within six months of hire date, Help Desk Institute (HDI) Customer Service Representative
(CSR) and/or Support Center Analyst (CSA) certification required.
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Duties:
»
a

6.A.1d

Answer phones pmmptly

Under general supervision, provide customer assistance with routine inquirics and npphcntlons
software, hardware and network operations problems.

Log all events and document findings and actions taken to resolve events in CSC ITSM software
tool. '

Provide periodic remote control support.

Follow and maks use of standard prooedure documentation.

Develop troubleshooting skills by using effective, mvestlgnﬁve methods and by using service
desk troubleshooting tools.

Perform problem diagnosis, problem recognition, research, igolation and resolution.

Able to resolve more complex events immediately. Very complex events are encalated to second
level support.

Accountable for helping others or providing regular guidance on an as-needed basis.

Skill D - HELP DESK LEVEL I

Experience;

Minimum one or more years experience in a service desk, call center or other technical support
role, preferably in professional services.

Able to communicate effectivoly over the phone or in person. English is required; other
languages welcome.

Able to write clearly and concisely,

Sufficicnt maturity in interpersonal development needed to contend with potential difficult
gituations and usecrs.

Basic computer knowledge.

Able to work in a fast-changing, stressful environment where you must be flexible and learn
quickly.

Remedy ITSM software preferred.

Minimum Educstion:

Duties:

High School diploma or equivalent plus one year relatcd cxperience.
Within six months of hire date, Help Desk Institute (HDI) Customer Service Reprosentative
(CSR) and/or Support Center Analyst (CSA) certification required.

Answer phones promptly.
Under direct supervision, provide customer assistance with routine inquiries and applications,

software, hardware and network operations problems.

Log all events and document findings and actions taken to resolve events in CSC ITSM software
tool.

Follow and make use of standard procedure docimmentation.

Able to resofve Iess complex events immediately. More complex events are escalamd to second

level support.
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Skill Skill Name Exp Educ/Trog Sub
Identifier Romats (months)
(years)
E Office Awiomation Specialist, Level IV 7 24
F Office Automation Speciafist; Level I 5 24
G Office Automation Specialist, Level I 4 18
H Office Automation Specinlist, Level 1 3 12

6.A.2.a Skill E — OFFICE AUTOMATION SPECIALIST. LEVEL IV

Experiemce: At least seven years progressive experience in IT systems analysis, programming, or office
automation is required. At least threo years must be intensive and progressive experience in office
automation. Individual must demonstrate good communication skills and the ability to work
independently or under general direction only.

Minimum Fdwegtion: A High School diploma or equivalent is required. A Bachelor's degree in
computer science, information systems, or ather directly related discipline is desired and can be
substituted for work experience at the rate of one year formal education equals nine months of experience,
not (o exceed a total of 24 months. Individual must be certificd as a Microsoft Certified Systems
Engineer (MCSE) or Novel! Certified Network Engineer (CNE), which can be substituted for additional
office automation experience not to exceed a total of six months.

Dyties: Designs local area networks for servers and personal computess for office seitings. Performs
installation as required by the manufacturer, configuration management, and ensures all systems perform
as ordered. Provides detailed assistance in maintenance, administration, and operation of servers and
personal computer software. Pesforms detailed comparigons of various office automation approeches.
Provides management with statns of projects, problems or other outstanding project related issues.
Establishes and maintains local area netwark security. A metric used to distinguish between the different
office automation skill levels specifies that & Level IV specialist should be able to resolve an estimate of
five events that havo an extreme degree of difficulty per day.

6.A.2.b SkKill ¥ - O MATION SPE LEVEL Il

Experience: Five years of directly related work experience is required. Individual must demonsirate
good commumication skills and the ability to work independently or under general direction only.

Minimum Education: A High School diploma or equivalent is required. A Bachelor’s degree in
computer science, information systems, or other directly related discipline is desired and can be
substituted for work experience at the rate of onc yoar formal education equals nine months of experience,
not o exceed a total of 24 months. In addition, certification as a Microsoft Systems Engincer (MCSE) or
a Novell Certified Network Engineer (CNI) omn be substituted for office automation experience not to
exceed a total of gix months.

Duties: Designs local area networks of servers and personal computers for office settings, Performs
installation as required by the manufacturer, configuration management, and cnsures all systems perform
as ordered. Provides detailed assistance in maintenance, administration, and operation of server and
personal computer software, Performs detailed comparisons of various office automation approaches.
Provides management with status of projects, problems or other outstanding project related issues.
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Establishes and maintains local area network security. A metrio used to distinguish between the different
office automation skill levels would be that a Level III specialist should be able to resolve an estimate of
tem events that have a major degree of difficulty per day.

6.A2.c kill G - OFFT! TIO CIALIST, LEVEL IT

Experience: Four ycars of directly related work experience is required. Individuals must demonstrate
good communication skills and the ability to work independently or under general direction only,

Mipimum Kducation: A High School diploma or equivalent is required. A Bachelor’s degree in
computer science, information sysiems, or other directly related discipline is desired and can be
substituted for work expericnce at the rate of one year of formal education equals nine months of
experience, not to exceed a total of cighteen months, In addition, cestification as a Microsoft Systems
Engineer (MCSE) or a Novell Certified Network Engineer (CNI) can also be substituted for office
automation experience not to exceed a total of gix months.

Duties: Under general supervision, designs local area networks of mini/micro computers for office
seftings. Performs installation as required by the manufacturer, configuration management, and ensures
all systems perform as ordered. Provides detailed assistance in maintenance, edministration, and
operation of mini/mioro software, Performs detailed comparisons of various office automation
approaches. Provides management with status of projects, problems or other outstinding project related
issues. Establishes and maintains Jocal area network security. A metric used to distinguish between the
different office automation skill levels would be that a Level 11 specialist should be able to resolve an
estimate of fifteen events with a medium degree of difficulty per day.

6.A2.d Skill H - OFFICE AUTOMATJON SPECIALIST, LEVEL I

Experience: Three years of directly related work experience is required. Individual must demonstrate
good communication skills and the ability to work independently or under general direction only.

Mizimum Education: A High School diploma or equivalent is required. A Bachelor’s dogree in
computer science, information systoms, or other directly related discipline is desired and can be
substituted for office antomation experience at the rate of one year of formal education equals nine
months of experience, not to exceed a total of twelve months. In addition, certification as a Microsoft
Sysicm Engineer (MCSE) or a Novell Cortified Network Engineer (CNI) can also be substituted for office
automation experience nof to exceed a total of six months.

Paties: Under close supervision, desigus local area networks of mini/micro computers for office settings.
Performs installation as required by the manufacturer, configuration management, and ensures all systems
perform as ordered. Provides detailed assistance in maintenance, administration, and operation of
mini/micro software. Performs detailed comparisons of various office automation approaches. Provides
menagement with status of projects, problems or other outstanding project retated issucs. Establishes and
maintains Jocal area network security. A metric used to distinguish between the different office
automation skill levels would be that a Level 1 specialist should be able to resolve an estimate of twenty
events with a minimum degree of difficulty per day.

3. System Administrator

[ Swm | Skill Name | Exp | Educe/Trng |
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Identifier Rgmnis | Sub (months)
{years) .
I System Administrator, Level IV 7 24 !
J System Administrator, Level I 5 18 :
X System Administrator, Level I 3 12
L System Administrator, Level I 1 6
6.A3.a Skill I - SYSTEM AD LE IV

Experience: At loast seven years of progressive experience providing or supporting the installation,
mamteonance, and administration of system software in 8 mainframe, olisnt-server, and/or web-based
environment as described in the fask order (e.g., system administration of UNIX systems, Microsoft
Windows, web scrvers, etc.) is roquired, Must demonstrate good communication skills and the ability to
work independently or under general direction only.

ipn: A Bachelor's degree in computer science, information systems, engineering, or
other related discipline is required. Directly related education or training can be substituted for sofiware
expericnce at the rate of ane year of formal education equals nine months of experience, not to exceed a
tntalof%monﬂlssubstltuﬂonofudlmnhonortrammgfmexyenenoe

Duties: Monttors system performance to ensure adequate resources (hardware, software end
communications) are availahle to meet customer requirements. Coordinates problem resolution with
customers, teaming pariners and vendors. Evaluates new and existing system software and recommends
changes to improve efficiency and/or fumctionality. Tunes system sofiware and performs workload
enalysis and load balancing to optimize system efficiency. Performs aunthorized maintonance of a highly
specialized nature on system software, compilers, assemblers, and utility systems. Establishos and
maintains system security. Provides management with status of projects, problems or other outstanding
project related issues.

6.A3.b Skill J - SYSTEM ADMINISTRATOR, LEVEL i

Experience: At least five years of progressive experience providing or supporting the installation,
maintenance, and administration of system software in either a mainframe, client-server, and/or web-
based environment as described in the fask order (e.g., system administration of UNIX systems, Microsoft
Windows, web servers, etc.) is required.” Must demonstrate good commumication skills and the ability to

work independently or under general direction only.

Minimom Educsation: A Bachelor’s degree in computer science, information systems, engineering, or
other related discipline is required. Directly related education or training oan be substituted for software
experience at the rate of one year of format education equals nine months of experience, not to exceed a
total of eighteen monthz substitution of education or training for experience.

Dutfies: Monitors system performance to ensure adequate resources (hardware, software and
comumnunications) are available to meet customer requirements. Coordinates problem resolution with
-customers, teaming partners and vendors, Evaluates new and existing system software and recommends
changes to improve efficiency and/or functionality. Tuncs system softwaro and performs workload
analysis and load balancing to optimize system efficiency. Performs authorized maintenance of a highly
specialized nature on system software, compilers, essemblers, and utility systems. Establishes and
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maintains system security. Provides management with status of projects, problems or other outstanding
project related issues.

6.A3c 8kill K - SYSTEM AD LEVEL NI

Experience: At least three years of progressive experience providing or supporting the installation,
maintenance, and administration of system software in a mainframe, client-server, and/or web-based
environment ag described in the task order (e.g., system administration of UNIX systems, Microsoft
Windows, web servers, etc.) is required. Must demonstrate good communication skills and the ability o
work independently or under general direction only.

Minimum Education: A Bachelor’s degree in computer science, information systems, enginecring, or
other related discipline is required. Directly related education or training can be substituted for software
cxperience at the rate of one year of formal education equals nine months of experience, not to exceed a
total of twelve months substitution of education or training for experience.

Duties: Under general supervision, monitors performance of system software in mainframe, client-
server, and/or web-besed environments and works with appropriate technical personnel to resolve
problems. Coordinates problem resolution with customers, teaming partners and vendors. Evaluates new
and existing system software and recommends chenges to improve efficiency and/or functionality.
Develops and meintains ropository of data for statistical reporting. Assists Leve] Il System
Administrator with installation, maintenance and administration system softwere. Establishes and
maintains system sacurity. Provides management with status of projects, problems or other outstanding
project related issucs.

6.A3d Skill L —- SYSTEM ADMINISTRATOR, LEVEL ]

Experience: At loast ane year experience providing or supporting installation, maintenance, and
administration of system software in a mainframe, client-server, and/or web-based environmont as
described in the task (e.g., system administration of UNIX systems, Microsoft Windows, web servers,
etc.) is required. Must demonstrate good communication skills.

Misimum Edwcation: A Bachelor’s degree in computer science, information systems, engineering or
other related discipline is required. Directly related education or training can be substituted for software
experience at the rate of one year of formal education equals nino months of experience, not to exceed a
total of six months substitution of education or training for expericnce.

Duties: Under cloge supervision, monitors performance of system software in mainframe, client-server,
and/or web-based environments and works with senior level peruonnel to troubleshoot and resolve
problems. Coordinates problem resolution with customers, teaming partoers and vendors, Asgists with
coordination and testing of new software and sofiware upgrades. Produces and distributes statistical
reports. Establishes and maintains system security. Provides management with status of projects,
problems or other outstanding project related issues.

PWS Version 18 (11/06/2012) ' 35



3270. IBM’s interactive communications teominal standard.
ACD, See “Automated Call Distribution” below.

Ad Hoc, “In real time,” or “On the spot.” Ad Hoc queries are database queries that are created by the
user in real-time.

AME. Office of Enterprise Systems.
AMI. Office of Information Technology.

AII.QIIIIM Call Distribution (ACD). An add-on feature to Customer Inferaction Cenfer PBX’s (phone
switches), ACD’s intolligently handle and route incoming calls based on defined criteria (i.e., next
available employee, skill set, workload, group, etc.).

Burn Rate. Refers to the rate at which a finm uses up available cash against contract funding usually
quoted on a monthly basis.

Chauge. The process of moving from one defined Change Management state to another.

Change Request (CR). A formal request submitted to CCB to change the IT infrastructure, services, or
documentation.

CICS. An inter-active telecommunications software package that is capable of providing on-line real-
time processing to all terminals and printers established on the network.

Chient-Server. The division of an application into separate processes capable of opersting on separate
central processing units connected over a network.

Computer Based Trainipe (CBT). Training done via computers, web based, packaged and hosted
videos. Advantages are less expensive to deliver than Facility Led Training (FLT), less labor (po
instructor), greater productivity because representatives are not off the phones for long periods of time,
and can be delivered to a representatives’ deskiop eliminating the need for a clessroom. Limitations arc
that CBT docs not provide human reinforcement, it’s not as effective for soft skills training, and there is a
lack of group interaction.

Configuration ftem (CI). Any component of the IT infrastructure, inciuding documentstion such as
SLA or Change Reqguest (CR), which is or should be under the control of configuration management.

Conficuration Management Data Base (CMDRB). A databaso im which accurate, up to date information
about Cls and their relationships is stored.

Contracting Officer (CO). The person authorized to act on behalf of the Govemment to negotiate and
award contracts and modifications thereto, and to administer contracts through completion or termination.
Except for certain limited authority delegated by the CO to a technical representative, the CO is the only
individual with the autharity to direct the work of the SP.

Contracting Officer’s Technical Represeatative (COR). The Government representative responsible
for technical content of the contract and any subsequent task(s). This person will be responsible for
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monitoring SP’s performance and will be involved with modifications or changes to the contract or
Statement of Work, Program Reviews, and overall SP’s performance.

Cuntomger Service Center (CSC). The organization in AMI that provides service desk, production
control, and ITSM administration support for the FAA, DOT and other federal agencics. It is Jocated at
the Mike Monroney Aeronautical Center in Oklahoma City.

Custom Solutions Division (CSD). The arganization in AME that services federal agencies by
providing diversified, cost-cffective, and dependable system solutions using innovative technology
through a diverse mnge of tools and platforms. The Division is knowledgeable and discipliped in the
System Development Lifecycle (SDLC), Project Management, and Information Systems Security, while
maintaining professional certifications in Oracle, Microsoft, and Project Management Profcssional.

Data Ttem Description (DID). Provides detailed document preparation instructions based on CDRL
requiroments.

DOT. Depariment of Transportation.

Escalstipn. Passing information about, or requesting action upon an incidesit, problem or change to more
sehior staff or other specialists,

eXtensible Markup Lanpuage (XMI) Allows designers to create their own customized tags, enabling
the definition, transmission, validation, and interpretation of data between applications and between

FAA. Federal Aviation Administration.

: cuti FAQs). A list of questions that are repetitively asked of Customer
Supportmomm\ws ]famwsmthoFAtht,ﬂnoymllﬁndmswusm the most commonly
asked questions, saving the support organization time and effort in handling repeat questions or problems.

Incident. Event which is not part of the standsrd operation of services and causes an inferruption to, ora
reduction of, the quality of that sexvice.

Incident Mansgement Process. A stepwise progression of the procedures necessary to restoro 1T
services, as well as those necessary 1o manage the ongoing process.

Individusl Development Plan (TDP). A training plan for each employce that details what courses they
are required to have ar acquire to perform their duties for their job category. Required as part of the
contractor’s training plan.

Information Technology Infrastracture Library (ITIL). A set of internal dircctions for managing
organizations that focuses on IT. ITIL is the most widely accepted approach to IT service management in

the world. ITIL provides a cohesive set of well-defined best pmctices, drawn from public and private
sectors, and includes a comprehensive qualification scheme, accredited fraining, organizations and
supporting implementation and assessment tools. ITIL is an overall plan for managing information
technology services.

Instant Messaging (IM). Instant Messaging is the ability for two.or more users who are anline to
communicate via text in real time on their computers. The FAA utilizes Lotus ‘Same-Time'.
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Intranet. A notwork intemnal to an organization that is based on the protocols of the Internet (namely .
TCP/IP). b

IRM. Information Resources Manager.
ISSQ. Information Systems Security Officer.
ISST. Integrated Systems Support Team.
IT. Information Technology.

Data base coniaining incident, problem and known error records, as well as scripts to
help gather initial incident information in the most appropriate and logical manner.

Kuown Exror. An error for which the root cause is known and for which a temporary workaround or a '
permanent alternative has been identified. i

LAN. Local Area Network.

Level 1 Support. Lovel 1 CSC support provides an mitial point of contact for all types of IT and
Application user issues and may involve complex problems which must be escalated to Level 2 for
resolution.

Level 2 Support, Level 2 OAS support provides RA, Desk-side and Hardware investigation and
resolution of incidents escalated by the CSC. If Level 2 is unable to resolve complex or application
related issue, the issue will be escalated to vendor,

Mainframe. A large capacity computer system with processing power that is significantly superior to a
Personal Computer or midrange computer.

Major Incidemt, Those incidents with an exfreme impact on the user coommunity or service.

MMAC. Mike Monroney Aeronautical Center, located in Oklahoma City, Oklahama.

Offfice Antomation Services (OAS). The orgapization in AMI that pravides remote control, desk-side,
and PC hardware support for the FAA, DOT and othes federal agencies. It is located at the Mike
Monroncy Aeronautical Center in Oklahoma City.

ORACLE. Oracle is a relational database management system (RDBMS). Oracle is scalable from a

small microcompnuter to larger mainframes, Versions are available for many operating systems, including
MYVS, Unix, Microsoft Windows and Sun. ’

OS8. Operating System.

Packape Release. Multiple SW CI packaged and tested for release as a single unit (¢.g,, Microsoft
Office).

PC. Pemsonal computer.

Persong| Digital Assistant (FDA). Term for handheld computing devices and “smartphones™, such as
Blackberry-, Palm-, and Windows Mobile- based units.
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Premiwm Time. Premium time is any time outside an emplayee’s normally scheduled 40-hour
workweek.

Problem. The unknown underlying (root) cause of one or more incidents.
Procedures. What steps it takes to perform an activity.
Erecess. How the procedural steps will be performed to acoomplish an activity.

Productiom Contrel. The process and support for starting, monitoring amd ending batch and online
production jobs.

. Those actions taken by the Government to assure services meet the requirements of
the contract, PWS or Task Statement of Work (SOW).

Ouality Control. Those actions taken by the SP to control the performance of services so that they meet
the requirements of the contract, PWS or Task SOW.

Queues (Work Ouenes). Automated repositories for service request events to which one or more
employees have access.

Release. A collection of new and/or changed Cls which are tested and introduced into the hve
environment together.

REMEDY. An integrated tool suite utilized to support the service management framework of the IT
organization.

Remots Insinllation Services (RIS). Part of Microsoft Windows Server 2003, RIS is a software tool
used to create, store and download complete PC hard drive software images, The high data transfer rate of
RIS images groatly accelerates the speed in which PC operating system and application software can be
installed, thus greatly reducing the time required to install and configure software in new computers or
reinztall and reconfigure software in existing computers.

Repair. Physical or logical changes required to restore CI fonctionality.

Resolutiop. Restoration of services to users through recovery of a repaired configuration item (CI).
Restoration. User indicates that service is acceptable, and is able to resume working.

Returned Materials Anthorjgation (RMA). Most campanies require that customers contact them
before returning previously purchased product, to receive authorization to return the product. The
customer i usvally given an RMA number, for tracking purposes.

Script. Anolhertmnformnmorbawhﬁle,ancnptmnhstofcommmdsﬂmtmbemwtedwﬂhout
user interaction, A script language is a simple programming language with which you can write scripts.

Service Desk. The single point of cantact (CSC) within the IT organization for users of IT and
application services.

Service Level. Service levels are characteristics of a service in definitive and quantifiable terms.
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Service Level Agreement {SL.A). A writton agreemant that documents agreed service levels for an IT
Service support conixact (both commercial and government) providing key performance indicators,
metrics, and acceptable performance levels of service.

Service Level Targeis. Service level targets define the service that IT musl deliver to a customer in
qualitative terms.

Service Request. A request from a uger or customer for support, consumables, etc.

Service Regwest. A Service Request is established in sm ITSM System fo track a customer contact
through to its conclusion. It contains contact information, details about the problem or request at hand,
and wsually concludes with a summary of how the problem was solved or the request was satisfied.

Services, IT, A collection of related components provided in support of one or more business procosses
per the PWS,

Significant Change. A change with a higher level of risk to the busimess (cost, resources or service
impact).

Skill Based Routing (SBR). ACD calls are routed dependent on the skills of the staff. The skills are
identificd by the server with complex scripts.

SMF. System Management Facility.

Sofit Skills. Soft skills refer to a collection of social grace, personal habit and personality traits, and
friendliness, fucility with language and optimism that usually marks pcople to varying degrees.

Xask Leader (TL). Govemnment approved, SP representstive(s) designated to provide supervision and to
interfece with the COR on task activities and performance.

TSO. A timesharing option that allows numerous users to use the facilities of the main computer in &
conversational manner.

Urgency. Measure of the business criticality of an Event based on the impact and on the business needs
of the Customer.

ce over IP (VoIP). The ability to carry on a conversstion over the Internet, while still browsing the
Internet. .

WAN. Wide Area Network.

Workaround. A method of avoiding an incident or problem, either from a temporary fix or from a
technique that means the user is not reliant an a particular aspect of the sorvice known to have a problem,
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