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1. Introduction and Overview 

A. Back~rouml 

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 government. The ESC consists of the Office of 
Information Technology (AMI), the Office of Enterprise Systems (AME), the Office ofFinancial 
Services (AMZ), and the Office of Customer 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 (DOn, the Federal Aviation Administration (FAA) and other organimtions at the Mike 
Monroney Aeronautical Center (MMAC). AMI is a "fee-for-service" organimtion, which encourages 
business-like decisions creating more cost awareness and increased customer focus. Expected results for 
AMI include reducing costs by gaining efficiencies and economies of scale. 

The Office of Application Services (AME) is a directorate ofESC that provides system design, technical 
management, programming services and administration of systems for assigned national and local 
programs. AME also provides innovative information management solutions to local, agency, and other 
government organivrtions. 

The Customer Services Division (CSC) is 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 Conlrol and Application Monitoring. 
• Information Technology Service Management (ITSM) Software Administration. 
• Desktop Support (Deskside and Remote Administration). 
• Computer Hardware Maintenance. 
• Asset and Quality Management Systems Support. 

Cnstom SolntioRI Divilion: 
• Application Specific Help Desk Support. 
• 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. 

H. Ohicctiws 

The objective 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 
effi=ctivcly 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 customers, 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 Level 
Agreement that shall become a binding part of the contract effort and shaD be used in conjunction with 
the Government's own Quality Assurance SurveiUance Plan (QASP) (Attachment 5). The SP's SLA 
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shall "equal or exceed" AMI and AME's requirements for services listed in this PWS. The SP's proposed 
SLA sba11 be required when proposals Bie submitted (CDRL AOO 1 ). The Contracting Officer (CO) will 
notify the SP of acceptance or required modifications to the SLA. The SP sball make appropriate 
modifications (at no additional cost to the Government) and obtain acceptance of the SLA from the CO 
prior to completion of Contract Phase-in. The SP's SLA shall be updaled as changes occur to 
Government SLAs and/or target metrics and shall 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), Attaehmenta :Z and 3 (CSC Performance Measures) and Attachment 6 
(CSD Perfonnance Measures). 

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

The SP shall be responsible for all applicable directives, orders, regulations, specifications, etc., provided 
by the Government, in support of this contract. All tasks and deliverables shall be accomplished in 
accordance with ISO 9001 Standards and Information Technology Infrastructure Library (ITIL) 
guidelines. New and/or changes to processes and procedures will be developed with the coordination of 
the SP and the Government. 

C. Sco or ol Wurk 

The SP shall provide IT technical support to the ARC Office of Information Technology Directorate 
(AMI-I), Customer Services Division (AMI-600), to support their primary ARC IT lofrastructore 
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 IIIll 
located at MMAC in Oklahoma City, Oklahoma. The purpose of this Scope of Worlt is to provide a brief 
overview of the technical requirements for the required services. Specific detsils 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 I Service Desk and Service Management (i.e., 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 days per year 
(24x7x365/366), providing desktop and application support for approximately 50,000 DOT and Non­
DOT end-users. esc is the first point of contsct for the customers' end-users who need support. 

The CSC currently utiiizeB an Automated Call Distribution (ACD) phone system. The CSC is able to 
gain efticieneies and economies of seale through the ntilization of skiD based routing. As CSC agents 
are cross-trained on various systems, application and/or customer requirements, additional skill sets can 
be added to their purview, thus utilizing their time more effectively. 

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

• 
• 
• 
• 

Monitor call queues (phone and email) . 

Answer phones promptly . 

Exhibit courteous, professional behsvior when dealing with customers . 

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

Assess the problem I request . 

Access desktops remotely, when necessary . 

Escalate call to experts or Level 2 technicians . 

Document findings and actions in the CSC ITSM tool suite . 

The esc provides moduction control and application monitoring Production Control is the monitoring 
ofmainftame applications and batch processing for &bends (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-DIM/Rand Netview. Production Control Responsibilities include but are not limited 
to: 

• Continually monitor mainframe using TSO and Controi-M. 

• Answer Production Control hotline. 

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

• Periodically monitor the console at the command center, checking for various "Shout'' messages 
and clearing any outstanding 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 jobs. 

• Retrieve and comply with application callback information provided in the esc Knowledge 
Database. 

• Open an event for any abend that may occur throughout the shift, detailing all activity that is 
required for the affected job abend. 

CSC Operations staff movides Service Desk Software Adminis1ration. The System Administrators are 
responsible for the overall adminis1ration and maintenance of the ITSM software tool suite modules. 
System Administrator responsibilities include monitoring an assignment queue and coordinating 
resolution with customers, Level 2 support technicians and possibly 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 ITSM 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 queue and maintain adequate day-to-day production operations support; maintenance 
includes, but is not limited to, changes (new, 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. 
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The CSC ensures 1he delivery of customer satisfaction and other key measurements of eftective IT 
Service Management through its implementation of Information Technology Infrastructure Library (ITIL) 
software and best practices. The esc service management software system is a Service Desk and IT 
Services Management solution supporting all ITIL disciplines in a single integrated and out-of-tbe-box 
product. The CSC currently utilizes BMC Remedy software suite. 

At tbe present time, tbere are no System Administrstor positions being utilized on 1his contract however, 
in tbe event new business is acquired, it is foreseeable we will need contract resources in tbis skill 
category for implementation ofnew customers. 

Office Automation Services 

OAS provides Level2 services and supports approximstely 5,300 desktops and/or laptops for all ARC 
and ARC Supported customers at 1he MMAC. The ARC IT inftll8tructure is currently comprised of 
Microsoft Windows servers wi1h Active Directory, Delllntel-based desktops and laptops witb Windows 
XP and Windows 7 operating SYStems, and Microsoft Office productivity software. The current 
messaging system used by FAA is Lotus Notes (change to Microsoft Exchange/Outlook). 

Deployment of new PCs and reimaging of existing PCs is accomplished by tbe use of Microsoft Windows 
Deployment Service (WDS). A detailed listing of tbe cunent ARC Standard Desktop Configuration is 
provided in Attachment 4. The SP shall support any and all future technologies implemented into 1he 
FAA IT infrastructure. 

OAS provides Remote Administration (RA) Support. Remote Administrstor positions are sedentary in 
nature. Remote Administrators are tbe 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 opon the Remote Administrator to resolve tbe issue witbin tbe Service Level 
Agreement times. Remote Administrator logs all corrective actions in events utilizing 1he provided ITSM 
software tool. RA Support includes but is not limited to: 

• Effectively troubleshooting and resolving, or escalating, issues. 

• Remotely installing/removing software applications. 

• Effectively disseminating workload to appropriate service groups. 

OAS provides Computer Deplovment Administration Services Deployment Administrstor 
positions provide fare.to-filce customer support Deployment Administrators are responsible for 
monitoring a Deployment Administration queue and effectively prioritizing their workload dsily. 
Deployment Administrators contact customers to schedule site visits. Once on site, Deployment 
Administrators set up new or existing desktop and laptop computers, image tbe hard drive, and configure 
and test Windows operating system and application software to assure basic functionality, all wi1hin tbe 
Service Level Agreement times. Deployment Administrators log all computer setup and configuration 
actions in requests utilizing the FAA-provided ITSM software tool. Computer Deployment Services 
include but are not limited to: 

• Monitoring tbe Deployment Administration queue in the CSC ITSM tool suite. 

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

• Logging all computer setup and configuration actions in tbe ITSM software tool. 

The Process Automation Administrstion Team is a subgroup within the Computer Deployment 
Administration Services group. Process Automation Administrators are responsible for researching and 
developing improved me1hods for deployment of computers and software 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 software deployment and 
troubleshooting activities performed by other OAS employees in support of OAS customers. 

OAS provides Deskside Ar!ministration Sunnort 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 affected customers to 
schedule site visits. Ooce onsite, Deskside Administrators will cffi:ctively troubleshoot issues and work 
to resolutions within the Service Level Agreement times. Deskside Administrators log all corrective 
actions in events utilizing the provided CSC ITSM software tool Deskside Administrator Support 
includes, but is not limited to: 

• Monitoring her/his personal event queue in the CSC ITSM tool suite. 

• Effectively troubleshooting issues and resolving incidents. 

• Logging all corrective actions taken to resolve incidents in the ITSM software tool 

OAS provides Hardware Administration Support. Hardware Administrator positions 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 queue sod efrectively 
prioritize their workload daily. Hardware Administrators contact affected customers to schedule site 
visits. Once onsite, Hardware Administrators will effectively troubleshoot issues and work to resolutions 
within the Service Level Agreement times. Hardware Administrators log all corrective actions in events 
utilizing the provided CSC ITSM software tool. Hardware Administrator Support includes, but is not 
limited to: 

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

• Ordering parts. 

• TI'IICking warranty repair assets. 

·OAS movides Asset and OuaJitv Management Supoort. Property Assistants provide Asset Management 
Support. Property Assistants monitor and resolve all events in the Asset Management queue utilizing the 
ITSM software tool by updating information (computer user, organization, etc.). Property Assistants 
resolve IT property issues by working with Government Property Delegstes, property transfer documents 
and working with the provided AITS (Automated Inventory Tmcking 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 points-of-contact. 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 support for Quality 
Management System processes and procedures. 

• Monitoring the Asset Management queue 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 Suecial 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 opemtional or security programs, Microsoft Windows 
operating system upgrades, Microsoft Office upgrades, and other standard or specialized application 
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software upgrades. Special Projects Team activities include, but are not limited to,: handling acceptance 
and waiver requests for new software applications that are not currently on the ARC-approved software 
applications list; development of project implementation and testing plans; coordination and direction of, 
and participation in, testing of application software, operating system software, and software upgrades; 
development of resolutions and workarounds to issues that arise dwing testing and implementation of 
new application and operating system software and software upgrades. Some Special Projects Team work 
is CSC ITSM ticket-based, and some 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 requests for currently 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 issues identified during software testing or use 
by OAS customers. 

Custom SolutioD!I Divillion Services: 

The CSD provides Level I 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 a.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: 

• Monitor call queues (phone, voice mail, and email). 

• Answer phone promptly. 

• Exhibit courteous, professional behavior when dealing with customers. 

• Assess the problem I request. 

• Resolve the problem I request, if possible. 

• Escalate the problem to experts, when necessary. 

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

• Monitor Application Slatus Reports and forward any errors to the CSD Technical Team. 

• Assist in testing new custom application releases. 

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

2. Genen1l Rl' uirements 

A. Sen icc 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 prioritize work and track performance against the SP 
SLA and SP Quality Control Plan (QCP) through the use of the Remedy ITSM tool set, ensuring that 
contractoal performance metrics are met or exceeded. 
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Thus, the SP shall be responsible for compliance and performance in accordance with their own SLA that 
meets the needs of this PWS and AMIIAME Operations. The SP SLA and QCP shall he 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 success of AMI OAS Operations 
(which does not include CSC or CSD) and shall he used in support of all service requests: 

Priority Customer lmpllct CSCEvent Response to Resolution Time 
Proeeu Cnstomerhy 
Time Levell after 

escalation 
Critical • Nationwide outage 15 Min . 15 Min. 4 Business Hrs. 

• Widespread user impact Resources will be 
assigned to 
resolve the issue 
as soon as 
possible. 

High • Outage affecting multiple 15Min. I Hr . I 0 Business Hrs. 
users in a Service Area or 
Center 

• 
Medium • Single user is impacted IS Min . I Hr. 20 Business Hrs. 

• Limited impaetto FAA 

Low • Single user is impacted 15Min. I Hr . 40 Business Hrs. 

• Minimal impact to FAA 

• 
• 

B. I lour< ol' Operation 

CSC Hours of Operstion. CSC Hours of Operstion are 24x7x3651366, inelnding 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 Holidays (listed in paragraph C). Additiooally, there may be 
unscheduled 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 ofOnerstion. CSDHours ofOperstion are between the hours of0700 to 1700 Central Time 
Monday through Friday, excluding Federal Holidays (listed in paragrsph 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 LeaH 

ThO t b nl th h l'da l'sted bel e ovemmen o serves o ~Y · e OlllYSI ow: 
New Year's Day Labor Day 
Martin Luther King, Jr.'s Birthday Columbus Day 
Washington's B' Veteran's Day 
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Memorial Day Thanksgiving Day 
Independence Day Christmas Day 
Any oilier day designated by Federal statute 

Any oilier day designated by Executive Order 
Any oilier day designated by Presidential 
proclamation 

When any such day falls 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 during periods of Administrative 
Leave. 

(). Sen icc f'ruviLkr Program/Prujcct Mana~cr 

The SP shall assign a Program/Project Manager (PM) who shall be responsible for the performance of the 
work specified in accordance with the tenns aod conditions ofdlis contract. The PM is considered as Key 
Personnel as addressed in AMS 3.8.2-17. The PM shall be available during core hours (9:30am- 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 Maoager, and/or Contracting Officer's 
Representative (COR). The PM must be able to resd, write, speak aod understand English. 

The PM shall as a minimum have a Bachelor's degree, successfully completed 24 hours of college 
level management or business courses, and have a minimum of five years of project management or 
managerial experience in either private industry or the Government. The PM shall also possess the 
fullowing qualifications: 

• Be highly experienced in management of projects of the magnitude of this contract 

• Have a working knowledge of Government logistics operations. 

• Possess effective maoagement, orgaoization, aod problem solving skills. 

The SP PM shall be responsible fur the fullowing: 

• Maoage the program for the Contractor. 

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

• Ensure reports and other deliverables are delivered timely. 

• Maintain appropriate staffing levels lAW the SOW Technical Requirements. In 
furtherance of task ordered (hourly labor), fill vacaocies within tweutv-seveu lnuiDess 
dal'!l. excludiug weekeuds aud Federal holidavs. after SP is notified of the vacaocy or 
from notification of the staffing requirement by the CO, with the 27 business day clock 
commencing on the first business day after CNIA V receives written notification from 
the FAA of the desire to backfill a vacaot position or of any change in position 
requirements. When the SP caonot fill the vacaocy within the 27 business days or when 
appropriate staffing levels caonot be maintained, 1he PM must provide a written 
statement to the CO and COR stating lhe reason(s) for not meeting the placement criteria 
with stated corrective actions to timely meet future employee placements. 
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• Attend meetings pertaining to contract performance as required by the CO. 

K Admini~tratiH, Managerial, Su en is or) 

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

• Review of time cards. 

• Scheduling. 

• 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 and possess good customer communication skills. A Bachelor's degree in 
computer science, infurmation systems, or other related discipline is desired. 

Task Lead shall also have the fullowing skills/qualifications: 

• Possess working knowledge of Service Desk or Office Automation, respectively. 

• Be skilled at getting work accomplished through team efforts. 

• Possess ability to effectively communicate orally and in writing. 

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

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

Task Lead will be responsible for the fullowing: 

• Receive, review, sign, and accept or reject work assignments from the COR and justifY to 
the Government the rationale fur not accepting work. 

• Assign work to individual SP employees. 

• Munitor to insure work is completed timely and correctly per SLA requirements. 

• Resolve discipline problems with the SP's employees. 

• Resolve any other disputes with the COR. 

• Attend meetings pertaining to contract perfurmance as required by the CO/COR/Program 
Manager. 

F. Lea' c J"VIanagcment 

The SP shall maintain adequate staffing levels under to ensure perfurmance and delivery 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. 
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(;, Training 

The SP shall be required to have au ongoing training program via their Training Plan to ensure SP 
employees acquire new knowledge 8Dd skills necessary to support new technology for mauaging chauges 
in workload requirements listed in this PWS, 8Dd as new technology is employed. The SP Training Piau 
shall include a new employee-training program. 

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

a. Unique to the FAA: The Government is providing training exclusively for tasks that are 
required to be performed at FAA facilities (i.e., on-the-job training to each SP employee or a train-the­
trainer, as required to fulfill additional requirements such as new Customer Provider Agreements 
(CPAs)ISLAs, chauges 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 Government: The class is directed/mandated by 
Government regulation, FAA Administrator (AOA-l ), or an FAA Security Element. 

Reimbunement of Government-paid training eoslll will be required if aSP employee does not 
remain in the po11ition for a year from the date of training. The SP shall provide to the COR on or 
before the :fifth day of each month a Training Report in accordance with CDRL A002. 

II. Quality ( ontrul ncquir~mcnts 

Oua!itv Control Plan: 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 listed in the PWS. The SP shall develop and 
implement procedures to 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 Piau. The SP shall make uppropriate modifications 
(at no additional cost to the Government) and obtain acceptance of the Plan by the CO prior to completion 
of contmct Phase-In. The Plan shall be updated as changes occur and shall be submitted for review 8Dd 
acceptance by the CO. 

2!!!!!ii!l:.~!:l'!:!!!S!!· The Government will monitor and evaluate the SP's performance under this 
conllllct. an observance indicates defective performance, the COR will notify the CO 8Dd the SP. 
Any action taken by the CO as a resuh of surveillance will be according to the tenus of this contract. Any 
matter concerning a chauge to the scope, prices, tenus 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 representative(s). Other Government personnel may 
ftom time-to-time observe SP operations; however, these personnel will not interfere with SP 
performance. 

I. Telecommuting 

The Government may permit from time-to-time telecommuting by the SP employees when determined to 
be in the best interest of the Government in order to meet work requirements. The SP must have an 
eatablished program subject to review by the Government CO and COR. Specific date, time, and 
description of the tasks to be performed shall be approved by the COR prior to telecommuting. All 
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telecommuting schedules must be authorized by the CO. Telecommuting will be at no additional cost to 
the Government. 

.J. I nl\cl 

Travel must be coordinated with the COR and approved by the CO. The SP shall obtain prior 
authorization for travel prior to incurring any travel costs. A proposal showing a complete 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 made in accordance with existing 
Federal travel regulations and the Reimbursement of Travel Costs clause contained in this contract (See 
Seotion H). If accepted, the CO will provide a written authorization to the COR and SP to proceed with 
travel, subject to available travel timding. 

h:. ( nnsrrvation of Utilities 

The SP shall instruct employees in utilities conservation practices. The SP shall be responsible for 
operating under conditions which preclude the waste of utilities. which shall include: 

• Lights shall be used only in areas where and when w01k is actually being perfonned. 
• Mechanical equipment controls for heating, ventilation, and air conditioning systems shall not be 

adjusted by the SP or by SP employees unless authorized. 
• Water Faucets or valves shall be tomed off after the required usage has been accomplished. 

L. Work Area Prol'c"ionalism 

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

M. Off-Site Space Hc4uircmcnts 

In the event adequate space is not available to house the personnel required for specific task(s) or in the 
unlikely event that AMI or AME declares a 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 equipmentlfumishing(s) and supplies. 

With the direotion 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. -1 ransition 

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

• Furnish, 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. 
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To ensure a smooth transition in the change of work effort from the current SP, the SP shall begin 
the 30-day Pbase-ln period as required by the SlR/contract. The pwpose of this Pbase-In is to: 

• Observe wort accomplished by current employees. 

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

• Obtain security clearances, if requin:d. 

• Complete training requirements 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 facilities 
to fBmiliarize supervisors, key personnel and staff with equipment, reporting, work scheduling 
and procedures. However, such access will not interfere with the production efforts of current 
SP personnel. To preclude such interference, arrangements for access to the Government 
facilities will be made with the CO. 

PhiUie-Out: Should the FAA award a 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 con1ract. During the 
phase-out familinrization period, the incumbent shall be fully n:sponsible for all current task order 
services. In the event the follow-on contract is awarded to other than the incumbent, the incumbent 
SP shall cooperste 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 any performance period, including option periods or extensions, 
the services provided under this contract may be awarded to another SP. The SP in place shall be 
required to assist in the phase-in activities. 

0. Cnntrad l<uml~ Status Report (CI•SK) 

The SP shall prepare aud submit a monthly CFSR in accordance with CDRL AOOS for labor hour 
taskings. 

1'. lmoicin!( 

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

Q. Period of Pcrforrnancc 

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

R. Place of Pcrfonnancc 

The contract is to be performed at the following location unless otherwise stipulsted by the 
government in individual task orders: 

MMAC 
6500 South MacArthur Boulevard 
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Oklahoma City OK 73169. 

S. G"' <"rnment/Contr~ctor Rcl~ti"n'lllp 

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

I. Stcurily lm estigatiun 

SP personnel shall be required to perform duties requiring a security investigation. The type of 
investigation required will be determined by the position risk level designation for all duties, 
functions, and/or tasks performed. The scope of the investigation required and the forms to he 
completed shall be determined in accordance with FAA Order l600.72A, Contractor and Industrial 
Security Program. The SP shall be responsible for the preparation and submittal of the required 
forms to the Security Office. The SP personnel shall not be required nor permitted 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 professional and 
personal integrity and trust, and meet all other requirements stipulated herein. The :filet 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. Copies shall be submitted to the CO, Security Office, COR(s ), and MMAC PM, pursuant to 
CDRL A006 (Contract Employee Listing). In furtherance of the above reporl, the SP shall also 
submit a monthly report of any employment changes made during the reporting period to the CO, 
Security Office, COR(s), and MMAC PM, pursuant to CDRL A007 (Employee Changes). Examples 
of such changes arc terminations, new hires, and name changes. 

I . Lahor Di,trihution Rcporlinl-\ (LDR) 

Con1ractor employees may be required to report time by project or by activity within a project. If a 
Government LOR system is available for contractor use, then contractor employees shall be required 
to 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 electronic format. 

3. Government Furnished Pro erty and Services 

!\. General 

The Government will provide, without cost, the facilities, equipment, materials and services listed below. 
The Government-furnished property (GFP) and services provided, as part of this contract, shall be used 
by the SP oaly to perform under the terms of this contract. In accordance with FAA Acquisition 
Management System (AMS) GFP clauses, the Contractor must manage GFP identified by the SOW 
Government Furnished Property List and incorporated into the con1ract. 

Additionally, contract employees may be responsible for compliance in accordance with FAA Safety and 
Security policy or as applicable to the sponsoring organization. At any time under the performance of the 
contract, individuals may be held responsible for compliance as related to electronic information, 
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computers, communication equipment, and transportation vehicles. The Contractor and their employees 
are responsible for acknowledging the applicable policy implemented by the sponsoring organization. 

B. Facili!ics and 1Hili1ics 

The Government will provide space and facilities plus associated utilities and housekeepiug, equivalent to 
that provided to FAA personnel, for the SP to perform the work defined iu this document Where 
possible, space provided shall be maintained to the same standards as like areas occupied by FAA 
personnel. Facilities provided an: to be used exclusively iu support of this contract. The SP sball not 
make any alterations to Government furnished space or facilities except as approved iu writing by the CO 
or the COR with no direct cost to this contract. Whenever the SP vacates Government space, such space 
and facilities sball be restored to its original condition, consideriug any approved alterations plus normal 
wear and tear, at no direct cost to this contract. 

C. Gmcrnmcnl l'urni<hcd l'ropcrt~ 

The items described iu the following paragraphs shall be considered Government furnished property. 
Definitions, usage and contractor accountability shall be in accordance with Acquisition Management 
Policy, Contract Admiuistration, Section 3.10 and Contractor's Guide for Control of Government 
Property, Section 4. Contract Admiuistration. 

The SP will be required to provide property management controls to ensure optimum utilization and 
security. The FAA retaius property management authority for all items provided, as well as sole 
discretion in the placement, movement and removal of all property provided to the SP. The SP must not 
remove, relocate, or re-assign Government furnished property without prior approval of the COR. SP 
shall optimize their use of Government furnished property provided. The SP shall comply with 
associated FAA property clauses and contract requirements, iucludiug submission of an annual report 
pursuant to CDRL A008 (GFP Annual Report). 

IJ. Oflicc Furniture 

Government will provide workstations, desks, chairs, filiug cabinetry, telephones, and headsets for SP 
personnel comparable to those provided to Government personnel. Any fumishiugs provided an: at the 
sole discretion of the Government (i.e., type, model, style, etc.) 

E. (;cncrul Supplies 

The SP is responsible for providiug their general office supplies. Company specific supplies and 
materials required by the SP, (i.e., pre-printed stationary, busiuess cards, and timecards) will not be 
supplied by the Government. It is at the Government's discretion to provide general office supplies iu 
support of contract requirements. 

AMI or AME will provide the appropriate supplies needed (i.e. toner, iuk cartridges) for Government 
furnished equipment. 

~, Com utcr Hardware untl Soft\' arc 

With the exception of computer hardware and software required by the SP management and 
administrative personnel, the FAA will maintain and distribute 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 coordiuation with the cognizaot AMI-600 or AME-
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500 Property Custodian. The SP will be required to implement and manage property management 
controls or procedures including conducting property audits two times per year for alllosned FAA 
property. The outcomes of these audits will be provided to the COR and the respective Property 
Custodians. Before Government equipment can be provided, the SP Program/Project Manager or 
designee must sign the appropriate FAA property documents. 

(;, FAA Computer Nc!work 

The FAA maintains a computer network and provides SP access. The Government will provide contract 
personnel with access as required for SP support requirements. All SP personnel using FAA computer 
resources or accessing the FAA network shall agree to and sign the Aeronautical Center "LAN/Backbone 
Access Agreemenf' prior to receiving requested access. The COR will be responsible for obtaining the 
network access and any clearances necessary througb the Government. SP personnel shall not connect 
any computer equipment to the FAA network without prior authorization from the COR. 

II. Misuse of FAA Computer Net•' ork 

All SP personnel must adhere to all FAA Intranet, Internet, network and computer use policies and orders. 
Misuse ofF AA-provided computer equipment or network by SP personnel will result in a determination 
by Government management as to appropriate corrective action for each infraction. Depending upon the 
nature and severity of the infraction, corrective actions can range from loss of privileges (i.e., loss of 
access to the Internet, government e-mail system, etc.) to a recommendation to the CO for removal of SP 
personnel. Further, these determinations 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 13 70. 79A 'Internet Use Policy', 
(htto://www.faa.gov/documentlibrary/medis/order/1370 79a.pdf) and FAA Information Systems 
Security Orders and Notices 
(http://www.faa.gov/regulations policies/orders notices/index.cfrn/go/document.list/parentToniciD/184/ 
display/current/changeNumber/0/documentTypelDList/2.3/currentPage 2/1/sortResults 2/true/sortColum 
n 2/datelssued/sortOrder 2/DESC). 

I. l'sc of FAA-I'IOvitlcd \chicles 

The FAA has commuter vehicles accessible for mission requirements. The vehicles will be available for 
use by AMI-600 OAS and SP personnel performing in support ofOAS tasks under the contmct. The 
commuter vehicles are available to government and contract personnel in order to expedite tbe customer 
support process when the mission requires performance of assignment at the customer's work site. When 
this transportation is provided, SP personnel shall follow all related FAA Policy and policy of the 
sponsoring organization (organimtion for which the contractor is assigned). The FAA policy may be 
identified in the FAA eLMS Low Speed Vehicle Course (FAA300S001S) and ESC policy at AMC/ESC 
KSN. Updates to the applicable policy for the sponsoring organization will be included on the annual 
contract document for each option year. FAA-provided vellieles are to be naed for offielal government 
businesa only. 

Tbe following conditions must be met in order for SP personnel to drive FAA commuter vehicles: 

1. The Sponsoring organization must identify the type of vehicle (commuter, or automobile/truck), owner 
oftbe vehicle, value ofthe vehicle and method of tracking (i.e. FAAAITS). The vehicles available by 
the sponsoring organization will be identified on the individual orders of the sponsoring organization 

2. The Sponsoring organization must document the policy/rules for use of the vehicles, provide a copy to 
the CO, and maintain a copy in the organization KSN. 
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3. The CO will coordinate the policy/rules with the Corporate PM who will be responsible for ensuring 
the employees have been made aware of the current applicable policy. 

4. lAW ESC-OSH-OC-8.1.1 OSH Hazard Operational Control Document, ESC requires all FfEs and 
contractors to complete the mandatory eLMS FAA 30050015 MMAC Low Speed Vehicle Operators 
Training Coum:, which applies to the commuter vehicles used on site by employees working in OAS. 

5. The SP employee must have and properly display a DOT/FAA identification card whenever driving a 
FAA-provided vehicle. 

6. The SP employee must have a valid motor vehicle operator's license or permit on her/his person 
whenever driving a FAA-provided vehicle. 

J Misuse oii•A.\-I'rmilll'd Vehicles 

Misuse ofF AA-provided vehicles by SP personnel will result in a determination as to 
appropriate corrective action for each infraction. Depending upon the nature and severity of the 
infraction, corrective actions can range from loss of driving privileges to a recommendation to 
the CO for removal of SP personnel. Further, these determinations are not subject to appeal. 
Lastly, these provisions do not preclude the imposition of any applicable civil or criminal penalty 
resultant from an infraction. 

4. Applk'ahlc Directivt'S- Rcf<•t·cnce~ 

The SP shall perform the effort described herein in accordance with all applicable government directives 
(publications, notices, FAA orders, etc.). The contractor shall obtain said directives via the internet at 
ht1p://www.faa.gov/regu!ations policies/. In the event that a directive is not available on line, the 
Contracting Officer shall be contacted to make alternative arrangements to view said document. It shall 
be the responsibility of the SP to be aware of any changes to these government directives. 

5. l'erfm·nwnce l~c< uiremcnt~ 

A. Customer Service ( entn 

The Office of Information Technology (AMI), Customer Services Diviaion (AMI-600), Customer 
Service Center (CSC) provides Level I Service Desk and Service Management services to both DOT and 
Non-DOT customers. The CSC Service Desk operates 24x7x3651366 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 interface for, other activities 
such as customer change requests, and problem management is planned in a future implementation. The 
CSC ensures the delivery of customer satisfaction and other key measuremenls of effective IT Services 
Management through its implementation ofiTIL software and best practices. 

( 1) Sen icc 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. 
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CSC' s workload currently consists of Password Maintenance events, Application events, and Desktop 
events. 

Call center operations are localed at MMAC. This requirement is for 24/71365/366 operstion. CSC agents 
are defined as Level llfier I Support. The CSC staff assists customers experiencing password issues, 
problems witb accessing or using compuler resources and/or application issues. esc agents attempt to 
resolve these incidents over the phone and also exercise judgment in escalating problems/issues to 
lechnical support personnel. Work requires documenting events using automated infrastructure 
management/ticketing software. 

The service desk agent shall be able to perform password mainlenance for end users following 
documented processes and procedures. These Password Mainlenance events are repetitive and simplistic 
in nature and require minimal teclmical expertise. 

The service desk agent shall be able to perfonn application support for multiple systems. These syslems 
include but are not limi1ed to accounting syslems, procurement syslems, payroll systems, computer based 
instruction syslems, etc. These Application events are complex in nature and require a bigb level of 
lechnical expertise. 

The service desk agent shall be able to troubleshoot issues witb Microsoft Office, Lotus Notes and the 
applicable Operating System being utilized by the FAA. Other software packages are numerous and 
range from commercialo()ff-thc-shclf (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 events are complex in 
nature and require a very bigh level oftechnical expertise. 

esc 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· 

EventTvne esc Resolved Events Esealated to L2 
Password Mainlenance 54.236 0 
.Armlication 3,602 77,190 
Deskton- 8,028 64,005 

Event growth rate from FY06 to FY07 was 35%, FY07 to FYOB was 7%, FYOB to FY09 was 19% and 
event growth rate from FY09to an estimated total for FYIO is 41%. At this time, it is anticipated that the 
annual growth rale for esc 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 esc could gain new business increasing workload by an additional25% 
annually. 

Core business hours are 0500 to 2000 central time, however CSC operations run 24x7x3651366. 
• Peak hours have historically shown to be from 0630- 1430 accounting for approximately 80% of 

call volume. 
• Between the hours of 1430 to 1730 there is a steady ramp-down accounting for approximalely 

15% of call volume. 
• Between the hours of 1730 to 0500 there are minimal calls, however, staff continues to perform 

production control and monitoring services every 15 minntes. After hours (2000-
0500)fweekendslholiday support accounts for approximately 5% of caD volume. 
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Qualifications for Help Deok Specialists are outlined in Section 6 (Technical Requirements). In addition 
to these qualifications, the SP shall be familiar with and practice ITIL standards in relation 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 ofhire date (CDRL A002). 

Support includes but is not limited to: 
• Answers phones promptly. 
• Monitoring email, phone and email. 
• Ability to communicate effectively over the phone or in person (English is required, other 

languages welcome). 
• Ability to write clearly and concisely. 
• Exhibiting courteous, professional behavior when dealing with customers. 
• Utilizing the Knowledge Datsbase (part of the CSC tool suite). 
• Assessing the issue/request. 
• Accessing desktops remotely, when applicable. 
• Escalating call to experts or Level2 technicians. 
• Documenting findings and actions taken to resolve events in CSC lTSM software tool. 
• Providing status and outage coinmunication via the ACD, voice-mail (v-mail), and web sites. 
• Coordinate and maintsin call back lists, escalation lists, special events, 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. 

(2) l'1 o<luction ( nntrol 

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 Control support for approximately forty global applications 
on the FAA mainframe located in Knosas City. The areas of support include monitoring production jobs 
(mainftame operational support), issuing minimal console commands and monitoring incoming email 
notifications for system server outsges. There is an average of 1,000 abnormal terminations that occur 
yearly. The CSC creates Service Desk events, contscts the appropriate Level2 technical staff, and 
provides follow-up support to the Level2. The SP shall provide coverage 24 hours a day, seven days a 
week, 365/366 days a year. The production control consoles and applicable incoming email account shall 
be checked at a maximum of every fifteen minutes. 

Because Production Control services are a collateral duty, additional skill sets are not required other than 
those listed in Service Desk, Section S.A.l. 

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

abnormaJ terminations, and performance problems to the appropriate system technical staff. 
• Answer Production Control hutlioe and provide applicable support needed to resolve issue. 
• Reset and reestablish user status in servers, printers and online systems such as COMPLETE, 

TSO, and CICS. 
• Perform system and application startup and shut down activities upon request. 
• Execute console commands. 
• Coordinate with system software staff and mainframe service provider to resolve abnormal job 

terminations and assist in identifying hardware/software problems that may have contributed to 
the termination. 
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• Fully document, report, and coordinate all production control probiCIIIll identified by and/or 
reported to the CSC by creating events and track from open to close status. 

• Escalate productionjobs abnormal ends (abends) to appropriate technical or functional resources 
based on SLAs and/or Knowledge Management Resources. 

• Restart jobs manually or through Controi-R at the direction of application or technical support 
personnel and coordinate manual submission of hatch jobs with applications personnel, if not 
processing under Controi-M. 

(3) Seniec Desk Snftw~re A<lministrotion 

It is vital to have up-to-date and acc1111rte ITSM software. As the Service Desk Administrator, the SP 
sball provide maintenance to the suite ofiTSM modules (Incident Management, Change Management, 
Problem Management, Service Level Management and Configuration Management,). Administrative 
activities include maintenance/configuration of multiple customer SLAs. access control 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 include an Associate's degree in computer science, 
information SYStems, or other related discipline with two yean progressive experience in system or 
software administration OR a Bachelor's degree in computer science, information SYstems, or other 
related discipline with one year of experience in SYstem 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 ufhire dale. 

Support includes but is not limited to: 
• Attend meetings which may impact required changes to the software. 
• Coordinate all 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 
Management and Change Management). 

• Update the software after the appropriate approval process. 
• Work with Service Desk personnel to maintain CBSY-to-use Service Desk software. 
• Work with technical team and software vendor to apply, test, and implement software upgrades. 
• Ensure that monthly and as-requested reports produced are acclll1rte, coordinated, and dislributed. 
• Work with trainers and others to train new customers and Service Desk staff. 
• Work with technical staff and customers to build and maintain interface files as required by 

customers. 
• Maintenance includes but is not limited to changes (new, change, delete) of personne~ 

technicians, administrators, customers, workflows, categories, views of dats, and/or reports. 

B. Office AutomatiOn Sen ices 

The Office Automation Services (OAS) group currently provides support in six main functional work 
areas. These work areas are defined as Remote Administration, Deployment Administration, Deskside 
Administration, Hardware Administration, Asset and Quality Management, and Special Projects 
Administration. OAS currently has twenty-five government employees that work with the SP staff to 
complete all of the FAA's goals for this group. The Government staff will serve as project leads for the 
numerous objectives assigned to the group. 

In fiscal year 2009, Level2 received a total of28,620 events. These events were distributed between the 
work areas by job function as follows: 
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Work Area OAS Evenu Ruolved SP Eventa Resolved 
Remote Administration• 17,242 3 178 
Deskside Administration** 4,827 2046 
Hardware Administration 2,059 1630 
Asset & Quality Mgmt 4,492 4,466 

• The full time Remote Administration staff was all federal employees ftom May 2009 until Apri120 12. 
••During the first nine months of FY2009, Computer Deployment and Special Projects events were 
included in the Deskside Administration events in the ITSM tool in usc during this period. 

Workload depicted for FY09 may not represent future workload patterns. The expected growth in events 
per year is between two and four thousand. These events vary in complexity ftom an extreme degree of 
difficulty to a more simplistic degree, i.e. extreme, major, medium and minimum. The workload for 
events in the Remote Administration, Computer Deployment, Deskside and Hardware, Asset 
Management, and Special Projects work areas is first in, first out Each month the COR will generate a 
report from the ITSM software that depicts event totals resolved by each SP technician for tracking 
purposes. Thia report will he distributed to the CO and 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 and 
Custnmer 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 returoed Customer Surveys. 

These calculations are based on CSC (Levell) and OAS (Level2) event information and statistics that 
are derived from the provided ITSM software tool. Accomplishment of tbis requirement shall he 
measured by a scale of"Green, Yellow, Red", where ''Gn:en" is pass/compliant "Yellow" is wamioglat 
risk and ''Red" is fail/breached. The SP shall maintain a status of''Gn:en", which is internally reported on 
a monthly basis to MMAC and ARC management. 

The table shows SLA metrics: 

Priority Cnstomer Impact CSCEvent Ruponse to Resolution Time 
Procesa Cnstomerby 
Time Levell after 

eaealation 
Critical • Nationwide outage 15Min. 15 Min. 4 Business Hrs. 

• Widespread user impact Resources will be 
assigned to 
resolve the issue 
as soon as 
110ssible. 

High • Outage affecting muhiple 15Min. I Hr. I 0 Business Hrs. 
users in a Service Area or 
Center 

• 
Medium • Single user is impacted 15Min. I Hr. 20 Business Hrs. 

• Limited impact to FAA 
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Low • Single user is impacted 15 Min. 1 Hr . 40 Business Hrs. 

• Minimsl impact to FAA 

• 
• 

(I) l{cmotc Administration 

The SP shall be required to provide Remote Adminis1ration (RA) back up support to approximately 3,200 
users a:t the MMAC. RA must be able to work within a team and remotely work on computer equipment 
using only authorized remote control tools and software while closely following national and local 
policies and procedures. RA must log all corrective actions in events using the provided ITSM software 
tool. RA must be familiar with ITIL terminology and best practices. RAs are change managers within 
the ITSM software tool for service desk change requests affecting our customer base. 

RA duties are sedentary in na:ture 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. lfthe RA can 
resolve the issue remotely, the RA must resolve the issue within the SLA times. If the RA cannot resolve 
the issue remotely, the RA must escalate the event to the appropriate service area for resolution. 

The RA ina:talls, removes and troubleshoots a variety of software and hardware issues. The RA must 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-i>ff-the-shelf (COTS) to 
customized programs for FAA use and some are software packsges written by the FAA for sole use by 
the FAA and/or DOT. TheRA must follow up with customers to ensure work is completed to the 
customer's satisfilction. 

Qualifications for Remote Adminis1ration shall include an Associate'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+ certifica:tinn. 

Support includes but is not limited to: 
• Provides remote control support. 
• Provides technical phone support when remote control is unavailable. 
• 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. 
• Rernoves/uninstalls hardware and/or software. 
• Configure network components via remote control. 
• Configure and troubleshoot printers, scanners, and other peripheral devices. 
• Troubleshoots software application errors. 
• Performs product reviews, evaluations, and reports on office automation products. 
• Documents and maintains processes and procedures. 
• Possesses ability to effectively communicate orally and in writing in English. 
• Provides product assistance and demonstrations to users. 
• Ensures professional, courteous, and helpful customer service is always provided. 

PWS Version 19 (09/16/2013) 22 



(21 Computer Ucpln men[ Administration 

The SP shall provide Computer Deployment Administration support to approximately 3,200 users at the 
MMAC. The SP shall provide coverage from 0600 to 1800, Monday through Fridsy, 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 
dsta from existing computers to new computers), and hardware aod software configuration of 
approximately 1,900 new computer upgrades per year. The SP shall also provide Process Automation 
Administration support to assist in the research and development of improved methods for deployment of 
computers and software through the use of the moat 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 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. 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 substitution of education or training for experience. 

Support includes but is not limited to: 
• Assemble the appropriate hardware, software, and information for bard drive imaging and 

installation using Microsoft Windows Deployment Service (WDS). 
• Schedule, install, configure, and deliver new or existing computer systems to customers. 
• Deploy and resolve installation problems for desktop/laptop systems. 
• Copy customer data and configuration settings from previously used computers to new or 

upgraded computers. 

(3) Dcsksidr Support Adminislration 

The SP shall provide Deskside Administration support to approximately J ,200 federal and contract 
employees at the MMAC. The SP sball provide coverage from 0600 to 1800, Monday through Fridsy, 
unless otherwise 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 desktops/laptops with less than one 
percent Apple computers. Applications are generally commeroial-{)ff-the-sbelf (COTS), but there are 
also numerous software applications that are unique to the FAA. Organizations such as finance, 
accounting, budget, logistics and infrastructure have applications specifically developed for that 
organization. 

Minimum qualifications for a Deskside Support Administrator position sball include high school graduate 
or equivalent, and three years of progressive Office Automation experience. Must be professional at all 
times and possess good customer communication skills. A Bachelor's degree in computer science, 
infonnation 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 substitution of education or training for 
experience. 
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Support includes but is not limited to: 
• Provides face-to-face customer support of desktop/laptop systems. 
• Provides backup Remote Administration and Computer Deploymeut 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, opgrades, patches and fixes to existing software products. 
• Removesluninstalls hardware and/or software. 
• Configures network components. 
• Installs, configures, and troubleshoots printers, scanners, and other peripheral devices. 
• Troubleshoots and resolves application and operating system 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 offour times daily, checks 1he ITSM software tool Deskside Support queue 

for new Incidents and Requests. 
• Ensures that customer work stoppages take priority over other events. 
• Ensure professional, courteous, and helpful customer service is always provided. 

(4) Hardware Support Administration 

The SP shall provide Hardware Maintenance support to approximately 3,200 federal and contract 
employees at the MMAC. Systems are generally desktop/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 multifunction devices. The Government will provide all necessary tools, parts, 
materials, equipment, test 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 months of experience, not to exceed a total of twelve months 
substitution of education or training for experience. 

Hardware Support includes but is not limited to: 
• PC hardware disassembly and reassembly (disconnectionlreconnection of cables, 

removaVreplacement of electronic circuit boards, removal/replacement of data storage drives, 
removal/replacement of power supplies, and performance of final checking and testing). 

• Diagnoses and repairs or replaces desktopllaptop computer components (motherboards, VO 
boards, sound boards, video boards, fixed (hard) drives, removable media drives, etc.) and 
associated peripherals such as monitors, keyboards, multimedia devices, speakers, pointing 
devices, printers, scanners, modems, CD/DVD drives, tape and disk uuits. This service also 
includes repairing networked printers such as laser printers. 
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• Conduc1s research to detennine if equipment is under warranty. Malee necessary arrangements 
with hardware vendors for delivery, return and rcplacement of hardware items under warranty. 

• Maintains property records for inventory. 
• Documents and IDBintains hardware IDBintenance repair procedures. 
• Possesses ability to effectively communicate orally und 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 other events. 
• Responds to cell phone text or voice messages within SLA times. 
• Provides backup Deskside Administration and Computer Deployment Administration support 
• Ensure professional, courteous, and helpful customer service is always provided. 

(5) Asset und ()ualit} 'Vlanu~ement 

The SP shall provide IT Asset Management (IT AM) Support in two service areas, i.e. ITSM software tool 
asset tracking und AutoiDBted Inventory Tracking System (AITS) IDBintenunce. The ITAM support 
personnel will be referred to as the Property Assistant. 

The SP shall provide IT AM support within the ITSM software tool, supporting desktop and laptop 
computers, monitoring an asset queue for workload to make all applicable updstes. ITSM updates 
include tracking unique machine identifier (barcode 1 hardware und software configurations and lifecycle 
IDBDRgement, user association, organizational location und machine status. The SP shall produce rcports 
as needed detailing current assets, and shall compile infuriDBtion regarding IT assets from acquisition 
documents, invoices, ITSM software tool and the FAA property 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 acoordance with established 
processes and procedures. The current volume of this requirement is approximately 5,300 desktops and 
laptops. Property Assistunts resolve IT property issues by working with Government property delegates, 
property trunsfer documents and working within AITS. Property Assistant provides GSA vehicle support 
by maintaining records and mileage logs und submitting reports to MMAC Facilities Management point­
of-contaCt. Property Assistant provides cell phone support by resolving cell phone issues with appropriate 
contacts. Property Assistunts also serves as the Document Administrator by providing document 
maintenance support for Quality Management System processes and procedures. 

Qualifications for Property Assistant shall include a high school graduate or equivalent and one year of 
Office 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 queue. 
• Effectively troubleshoot issues to resolution. 
• Document findings und actions. 
• Generate adhoc reports as needed. 
• Order receipt tracking. 
• Lifecycle tracking. 
• Removal and exchange tracking. 
• Maintain the inventory control system. 
• Maintain property records for inventory, cell phone support and vehicle logs. 
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• Maintain documentation of processes and procedlO'es. 
• Possess ability to effectively communicate orally and in writing in English. 
• Provides limited backup Desbide and Computer Deployment Administration support. 
• EnSIO'e professional, courteous, and helpful customer service is always provided 

((•) Spcrial Pr ujccls 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 ftom 0600 to 1800, Monday througb Friday, 
unless otherwise authorized by the COR. The SP staff will supplement the existing federal work force to 
provide this support. The SP sball 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 security 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 wmkarounds, and follow­
up activities, including transitioning from testing to production environments. 

Minimum qualifications for a Specisl Projects Administrator position shall include a higb 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 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 months of experience, not to exceed a 
total of twelve months substitution of education or training for elqlerience. 

Special Projects Support includes, but is not limited to: 

• Assist with coordination and planning of new or upgraded software deployments 

• Assist with testing, issue resolution, and implementation of new or upgraded software 

• Assist with reporting of new or upgraded software projects 

• Assist with maintaining project and software documentation. 

Reporting and Measuring 

Deliverables aad Performaace PWS/SIR Performance Metbodof 
Objectives Refenace Threshold Surveillaace 
I. The Service Provider shall provide a SectionL I 00"10 Compliance Technical 
Staffing Plan at the time of proposal Evaluation and COR 
submission and an updated plan 30 days Monitoring 
after contract award. 
2. The Service Provider shall provide a 2.N 100% Complisnce Technical 
Phase-In Plan at the time of proposal Evaluation and COR 
submission. Monitoring 
3. The Service Provider sball provide SectionL 100% Compliance Technical 
Best-in-Class SLA at the time of Evaluation and COR 
proposal submission and an updated SLA Monitoring 
30 days after CO notification. 
4. The Service Provider shall maintain I.B 100% Compliance COR Monitoring, 
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all performance target metrics as Customer Complaint 
identified in the SP SLA. and Periodic 

lnsoection 
5. The Service Provider shall provide a 2.A 100% Compliance Technical 
Quality Control Plan at time of proposal Evaluation and COR 
submission and an updated plan 45 days Monitoring 
after contract award. 
6. The Service Provider shall provide Attachment 100% Compliance COR Monitoring 
Contract Data Requirements List XX-
(CDRL) AOOI- AOOX. CDRLs 

C. Custom Soluliuns Division 

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

(1) CSJI Belp desk 

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

The CSD help desk operations are located at MMAC. The SP shall provide coverage from 0700 to 1700, 
Monday through Friday excluding federal holidays. CSD agents are defmed as applications specific Level 
lffier 1 and Level2ffier 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 support 
personnel. Work requires documenting events using automated inftastructure management/ticketing 
software. 

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

The CSD help desk agent shall be able to perform application support for multiple CSD applications. 
These systems include but are not limited to Human Resource careers, automated staffing applications 
and other customized programs. These Application events are complex in nature and require a very high 
level of technical expertise. 

CSD help desk logged approximately 24,500 tickets in 2008. These events consist of four basic types of 
work, i.e. User ID I Password, Account Locked, Application Access, and General Help assistance. Events 
are broken down as follows: 
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Tieket Type CSD Resolved 
User ID I Password Assistance 18 700 
Aeoount Locked 1,100 
APillication Access Assistance 2,300 
General Help 2,400* 
*370 Events were escalated to Level2 services m outside ofCSD belp desk. 

Event growth rate from 2006 to 2007 was 45% and event growth rste from 2007 to 2008 was 12%. At 
1his 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 flllBSBII8ble that CSD could gain new business increasing workload by an additional25% 
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 ITSM software tool. Must 
be professional at all times and possess good customer communication skills. 

Support includes but is not limited to: 
• Answers phones promptly. 
• Monitoring email, phone and voice-mail. 
• Ability to communicate effectively over the phone or in person. English is required, other 

languages welcome. 
• Ability to write clearly and concisely. 
• Exhibiting courteous, professional behavior when dealing with customers. 
• Esealating call to experts or Level2 technicians. 
• Creating help desk tickets for all phone calls, voicemail, or email that is received. 
• Assessing the issue/request. 
• Providing status and outage communication via voice, email, voice-mail, and web sites. 
• Coordinate and maintain call back lists, escalation lists, special events, etc. with appropriate 

customer representative and COR. 
• Monitoring Application Ststus Reports and forward any errors to CSD Technical Team 
• Run pre-built scripts to backup documents. 
• Assist in testing new custom application releases. 
• Assist in creating application documentation folders. 
• Provides any required genersl assistance on the custom application to end users, which includes 

the FAA, DOT, or general public users. Types of assistance may include password resets, 
technical issues, user adruinistrstion, Oracle SQL-Net installation, and navigation issues. 

6. Technical Rr uiremen t~ 

Normally overtime shall not be required. However, when there is 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 overtinte work. 

The SP shall be poised to provide staffing for tssk orders issued lAW the scope of requirements defined 
herein. Vacancies shall be filled within 27 business days, excluding weekends and Federsl holidays after 
SP is notified of the vacancy or from notification of the staffing requirement by the CO, for 
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existing tasks or when new task ordet(s) are officially authorized in writing by the CO. The SP shall 
provide a written statement to the MMAC PM and COR(s) when tbere is a delay in filling vacancies 
and/or when placement criteria cannot be met. The statement shall include corrective actions taken to 
resolve the delay and/or resource placement. Reporting is also required lAW CDRLs (includes Vacancy 
report, CDRL A009). 

A. "m lin) rc Luhor Ca!t'gorics and Dcscrirtions 

Category Series 
I Help Desk Sueeialilt 
n Office Aatomatioa 
m Syatcm Admillistrator 

I. lid 1 IJcsk S Jcciali'l 

Skill SkiD Name Eclaatioa Plaa Experieace 
Identifier Years of Experience Sobstitutioa 

A Help Desk Specialiat, Level IV Aaaoeiate Degree + 3 (1 of 6 yr (2 of thoae 
thoae yean Supv)- yeanSupv) 

B Help Desk Speeialiat, Level m Alaociate Deane + 3 6yean 
c HelpDeak . . Levelll Alaodate Deane+ 1 3vean 
D Help Deak Specialist, Level I B.S. Graduate +1 None 

6.A.1.a Skill A- HELP DESK SPECIALIST. LEVEL IV 

E1oerienee: 
• Minimum three or more years experience, one of which in a supervisory capacity, with an 

Alsociate's degree OR six or more years experience, two of which in a supervisory capacity, in a 
service desk, call center or other technical support role, preferably in professional services. 

• Minimum two years supervisory experience. 
• Practice ITIL standards in relllti.on to the ITSM service desk software tool, ITIL Foundations 

certification prefeued. 
• 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 coocisely. 
• Strong inteipersonal and leadership skill. 
• Sufficient maturity in inteJpersonal development needed to contend with potential difficuh 

situations and users. Desire and aptitude to learn iofonnation technology support functions and 
processes. 

• 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 
learn quickly. 

• Advanced computer literacy and desktop support experience. 
• Active Directory, Lotus Notes and Remedy ITSM software preferred. 

Minimum Education: 
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• 

• 

Associate's degree in related discipline plus three years of related experience (one of which in a 
supervisory capacity), or six years of related experience (two of which in a supervisocy capacity), 
i.e. service desk, call center or other technical support role, preferably in professional services. 
Wilhin six months of hire date, Help Desk Institute (HOI) Customer Service Representative 
(CSR) and/or Support Center Analyst (CSA) certification required. 

Duties: 
• Answer phones promptly. 
• Work independently to research and resolve complex, technical issues. 
• Broaden own technical, functional, and industcy skill base. 
• Log all events and document findings and actions taken to resolve events in CSC ITSM software 

tool. 
• Routinely provide remote control support. 
• Work with more senior department members in researching and writing documentation and 

procedures. 
• Apply troubleshooting skills by using effi:ctive, investigative methods and by using service desk 

troubleshooting tools. 
• PerfOIDl problem diagnosis, problem recognition, research, isolation and resolution. 
• Able to resolve more highly complex events routinely. V ecy complex events are escalated to 

second level support. 
• Accountable for training others, mentoring and providing regular guidance on an as-needed basis. 
• Conduct work load planning, estimating and prioritization. 
• Determine team training needs. 
• Ensure adherence to defined policies/procedures. 
• Proactively identify process improvement opportunities. 

6.A.l.b SkiDB- HELP DESK SPECIALIST. LEVEL m 

~Ioerienee: 
• 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 teclmical support role, preferably in professional 
services. 

• Practice ITlL standards in relation to the ITSM service desk software tool,ITll. Foundations 
certification preferred. 

• 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 skill, supervisory experience preferred. 
• Sufficient maturity in interpersonal development needed to contend with potential difficult 

situations and users. Desire and aptitude to learn infonnation teclmology support functions and 
processes. 

• 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 
learn quickly. 

• Advanced desktop support experience. 
• Active Directory, Lotus Notes and Remedy ITSM software preferred. 

Minimum Education: 
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• 

• 

Duties: 

Associate's degree in related discipline plus three years of related experience, or six years of 
related experience, i.e. service desk, csll center or other technical support role, preferably in 
professional services. 
Within six months of hire date, Help Desk Institute (IIDI) Customer Service Representative 
(CSR) and/or Support Center Analyst (CSA) certification required. 

• Answer phones promptly. 
• Work independently to research and resolve complex, technical issues. 
• Log all events and document findings and actions taken to resolve events in esc ITSM software 

tool. 
• Routinely provide remote control support. 
• Work with more senior department members in researching and writing documentation and 

procedures. 
• Apply troubleshooting skills by using effective, investigstive methods and by using service desk 

troubleshooting tools. 
• Perform problem disgnosis, problem recognition, research, isolation and resolution. 
• Able to resolve more highly complex events routinely. Very complex events are escslated to 

second level support 
• Accountable for training o1hers, mentoring and providing regular guidance on an as-needed basis. 

6.A.l.c Skill C- HELP DESK SPECIALIST. LEVIL U 

~ueriepce; 

• Minimum one or more years experience with an Associate's degree OR three or more years 
experience in a service desk, csll center or other technical support role, preferably in professional 
services. 

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

languages welcome. 
• Able to write clearly and concisely. 
• Sufficient maturity in interpersonal development needed to contend with potential difficult 

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

• Intermediate computer knowledge. 
• Able to work in a fast-changing, stressful environment where you must be flexible and learn 

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

preferred. 

Minimum Education: 
• Associate'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 Aoalyst (CSA) certification required. 
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Duties: 
• Answer phones promptly. 
• Under general supervision, provide customer assistance with routine inquiries and applications, 

software, hsrdware and network operations problems. 
• Log all events and document findings and actions taken to resolve events in esc ITSM software 

tool. 
• Provide periodic remote control support. 
• Follow and make use of standard procedure documentation. 
• Develop troubleshooting skills by using effective, investigative methods and by using service 

desk troubleshooting tools. 
• Perform problem diagnosis, problem recognition, research, isolation and resolution. 
• Able to resolve more complex events immediately. Very complex events are escalated to second 

level support. 
• Accounlable for helping others or providing regular guidance on an as-needed basis. 

6.A.l.d SkiD D- HELP DESK SPECIALIST. LEVEL I 

E!oerience: 
• Minimum one or more years experience in a service desk, call center or other technical support 

role, preferably in professional services. 
• Able to communicare effectively over the phone or in person. English is required; other 

languages welcome. 
• Able to write clearly and concisely. 
• Sufficient maturity in intmpersonal development needed to contend with porential difficuh 

situations and users. 
• Basic computer knowledge. 
• Able to work in a fast-changing, stressful environment where you must be flexible and learn 

quickly. 
• Remedy ITSM software preferred. 

MiDimum Edueation: 
• High School diploma or equivalent plus one year relawd experience. 
• Within six months of hire date, Help Desk Institute (HOI) Customer Service Representative 

(CSR) and/or Support Center Analyst (CSA) certification required. 

Dutil!ll: 
• Answer phones promptly. 
• Under direct supervision, provide customer assistance with routine inquiries and applications, 

software, hsrdware 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 documentation. 
• Able to resolve less complex events immediawly. More complex events are escalated to second 

level support. 
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2. Offi< t' \utmnatinn 

Skill Skill Name Exp Ednc/Tmg Sub 
Identifier Bqmnts (montlu) 

(y~n) 
E Office Automation Specialist, Level IV 7 24 
F Office Automation Specialist Level m 5 24 
G Office AutomationS • · t Levelll 4 18 
H Offiee Automation Specialist, Level I 3 1l 

6.A.1.a Skill E OFFICE AUTOMATION SPECIALIST, LEVEL IV 

E:~oerienee: At least seven years progressive experience in IT systems analysis, programmiog, or office 
automation is required. At least three years must be intensive and progressive experience in office 
automation. Individual must demonstrate good communication skills and the sbility 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, iofurmation systems, or other 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 to exceed a total of 24 months. Individual must be certified as a Microsoft Certified Systems 
Engineer (MCSE) or Novell Certified Network Engineer (CNE), which can be substituted for additional 
office automation experience not to exceed a total of six months. 

Duties: Designs local area networks fur servers and personal computers for office settings. Performs 
installation as required by the manufacturer, configuration management, and ensures all systems perfunn 
as ordered. Provides detailed assistance in maintenance, admioistration, and operation of servers and 
personal computer software. Perfurms detailed comparisons of various office automation approaches. 
Provides management with status of projectB, problems or other outBtanding project related issues. 
Estsblishes and maintains local area network security. A metric used to distinguish between the different 
office automation skill levels specifies that a Level IV specialist should be able to resolve an estimate of 
five events that have an extreme degree of difficulty per day. 

6.A.l.b Skill F- OFFICE AUTOMATION SPECIALIST. LEVEL m 

Emerienc:e: Five 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. 

Minimum Education: A High School diploma or equivalent is required. A Bachelor's degree in 
computer science, iofurmation systems, or other 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 to exceed a total of 24 months. In addition, ccrtifiCBtion as a Microsoft Systems Engineer (MCSE) or 
a Novell Certified Network Engineer (CNI) can be substituted fur office automation experience not to 
exceed a total of six months. 

Duties: Designs local area networks of servers and personal computers for office settings. Perfurms 
iustallation as required by the manufacturer, configuratioo management, and ensures all systems perfurm 
as ordered. Provides detailed assistauce iu maintenance, administration, and operation of server and 
persooal computer software. Performs detailed comparisons of various office automatioo approaches. 
Provides management with status of projectB, problems or other outstauding project related issues. 
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Establishes and IDaintains .local area network security. A metric used to distinguish between the different 
office automation skill levels would be that a Lave) III specialist sbould be able to resolve an estimate of 
ten events tbat have a major degree of difficulty per day. 

fi..A.l.e Skill G- OFFICE AUTOMATION SPECIALIST. LEVEL II 

Exoeriepee: Four years of directly related work experience is requb:ed. Individuals must demonstrate 
good communication skills and tbe ability to work independently or under general direction only. 

Mblimwn Education: A High School diploma or equivalent is required. A Bachelor's degree in 
computer science, infurmation systems, or otber directly related discipline is desired and can be 
substituted for work experience at tbe rate of one year of fonnaJ education equals nine montbs of 
experience, not to exceed a total of eighteen montbs. In addition, certification 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 six montbs. 

Duties: Under general supervision, designs local area networks of mini/micro computers for office 
settings. Performs installation as required by tbe manufacturer, configuration management, and ensures 
all systems perform as ordered. Provides detailed assistance in mainteoaoce, administration, and 
operation of mini/micro software. Performs detailed comparisons of various office automation 
approaches. Provides management witb status of projecta, problems or otber outstanding project related 
issues. Establishes and maintains local area network security. A metric used to distinguish between tbe 
different office automation skill levels would be tbat a Level II specialist should be able to resolve an 
estimate of fifteen events witb a medium degree of difficulty per day. 

fi.A.Z.d Skill H- OFFICE AUTOMATION SPECIALIST. LEVEL I 

ExPerience: Three years of directly related work experience is requb:ed. Individual must demonstrate 
good communication skills and tbe 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 otber direetly related disciplioe is desb:ed and can be 
substituted for office automation experience at tbe rate of one year of formal education equals nine 
montbs of experience, not to exceed a total of twelve montbs. In addition, certification as a Microsoft 
System Engineer (MCSE) or a Novell Certified Network Engineer (CNI) can also be substituted for office 
aotomation experience not to exceed a total of six montbs. 

Duties: Under close supervision, designs local area networks of mini/micro computers for office settings. 
Performs iostallatioo as required by tbe manufacturer, configuration management, and ensures all systems 
perform as ordered. Provides detailed assistance in maioteoaoce, administration, and operation of 
mini/micro software. Performs detailed comparisons of various office automation approaches. Provides 
management witb status of projects, problems or other outstanding project related issues. Establishes and 
maiotsins local area network security. A metric used to distinguisb between tbe different office 
automation skill levels would be that a Level I specialist sbould be able to resolve an estimate of twenty 
events witb a minimum degree of difficulty per day. 

3. System Allmin"trator 

Skill Skill Name Exp Eduefl'mg 
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Identifier Rqmnts Sub (months) 
fvears) 

I System Administrator, Level IV 7 14 
J System Administrator, Level m 5 18 
K System Administrator, Level ll 3 1l 
L Svstem Administrator, Levell I 6 

6..A-1.a Skill I SYSTEM ADMINISTRATOR. LEVEL IV 

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

Minimum Education: A Bachelor's degree in computer science, information systems, engineering, or 
otber related discipline is required. Directly related education or training can be substituted for software 
experience at tbe rate of one year of funnal education equals nine montbs of experience, not to exceed a 
total of 24 months substitution of education or training for experience. 

Duties: Monitors system performance to ensure adequate resources (hardware, software and 
communications) are available to meet customer requirements. Coordinates problem resolution witb 
customers, teaming partners and vendors. Evaluates new and existing system software and recommends 
changes to improve efficiency and/or functionality. Tunes system software and performs workload 
analysis and load balancing to optimize system efficiency. Perfunns authorized maintenance of a highly 
specialized nature on system software, compilers, assemblers, and utility systems. Establishes and 
maintains system security. Provides management witb status of projects, problems or otber outlllanding 
project related issues. 

6.A.3.b Skill J- SYSTEM ADMINISTRATOR. LEVEL m 

Everienee: At least five years of progressive experience providing or supporting tbe installstion, 
maintenance, and administration of system software in eitber a mainfrmnc, client-server, and/or web­
based environment as described in tbe task order (e.g., system administration of UNIX systems, Microsoft 
Windows, web servers, etc.) is required. Must demonstrate good communication skills and tbe ability to 
work independently or under general direction only. 

Minimnm Edueation: A Bachelor's degree in computer science, information systems, engineering, or 
otber related discipline is required. Directly related education or training can be substituted for software 
experience at tbe rate of one year of formal education equals nine montbs of experience, not to exceed a 
total of eighteen montbs substitution of education or training for experience. 

Duties: Monitors system performance to ensure adequate resources (hardware, software and 
communications) are available to meet customer requirements. Coordinates problem resolutiou witb 
customers, teaming partners and vendors. Evaluates new and existing system software and recommends 
changes to improve efficiency and/or functionality. Tunes system software and performs workload 
analysis and load balancing to optimize system efficiency. Performs authorized maintenance of a highly 
specialized nature on system software, compilers, assemblers, and utility systems. Establishes and 
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maintains system security. Provides mllllllf!Wlent with status of projects, problems or other outstanding 
project related issues. 

6.A.3.c SkiD K- SYSTEM ADMINISTRATOR. LEVEL II 

Emerienee: 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 as described in the task order (e.g., system administration of UNIX systems, Microsoft 
Windows, web servers, etc.) is required. Must dcmonslnlte good communication skills and the ability to 
work independently or under general direction ooly. 

Minimum Education: 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 fonnal 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 mainfuune, client­
server, and/or web-based 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 changes to improve efficiency and/or functionality. 
Develops and maintains repository of data for statistical reporting. Assists Level m System 
Administrator with inatallation, maintenance and administration system software. Estsblishes and 
maintains system security. Provides management with status of projects, problems or other outstanding 
project related issues. 

6.A.3.d SkjQ L- SYSTEM ADMINISTRATOR. LEVEL I 

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

Minimum Education: 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 nine months of experience, not to exceed a 
total of six months substitution of education or training for experience. 

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

3270. ffiM's interactive communications terminal 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. 

Automated Call DistributiOA (ACID. An add-on feature to Customer Interaction Center PBX's (phone 
switches), ACD's intelligently 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 fum uses up available cash against contract funding usually 
quoted on a monthly basis. 

Chuge. The process of moving from one defined Change Management alate to another. 

Change Reaueat (CRl. A formal request submitted to CCB to change the IT iofiastructure, 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 eatablished on the network. 

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

Computer Ba1ed TralpjPg CCBTI. Training done via computers, web based, packaged and hosted 
videos. Advantages are less expensive to deliver tban Facility Led Training (FL T), less labor (no 
instructor), greater productivity because representatives are not off the phones for long periods of time, 
and can be delivered to a representatives' desktop eliminating the need for a classroom. Limitations are 
that CBT does not provide human reinforcement, it's not as effective for soft skills training, and there is a 
lack of group interaction. 

Confiearatiou Item (CD. Any component of the IT infrastructure, including documentation such as 
SLA or Change Request (CR), which is or should be under the control of configuration management 

Configgration Management Data Base (CMDBl. A database in which accurate, up to date information 
about Cis and their relationships is stored. 

Contracting Officer (C()). The person authorized to act on behalf of the Government to negotiate and 
award contracts and modifications theretc, 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 authority to direct the work of the SP. 

Contracting Officer's Technical Representative CCORl. 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 contmct or 
Statement of Work, Program Reviews, and overall SP's performance. 

Customer Serriee Center <CSC). The organization in AMI that provides service desk, production 
control, and ITSM administration support for the FAA, DOT and other federal agencies. It is located at 
the Mike Monroney Aeronautical Center in Oklahoma City. 

Custom Solutions Division (CSDl. The organization in AME that services federal agencies by 
providing diversified, cost-ilffective, and dependable system solutions using innovative technology 
through a diverse range of tools and platforms. The Division is knowledgeable and disciplined in the 
System Development Lifecycle (SDLC), Project Management, and Ioformation Systems Security, while 
maintaining professional certifications in Oracle, Microsoft, and Project Management Professional. 

Data Item Description (DID). Provides detailed document preparation instructions based on CDRL 
requirements. 

DOT. Department of Transportation. 

E11Calatinn. Passing information about, or requesting action upon an incident, problem or change to more 
senior staff or other specialists. 

eXtenllible Markup Lanruge (XMI,l. Allows designers to create their own customized tags, enabling 
the definition, transmission, validation, and interpretation of data between applications and between 
organi:nttions. 

FAA. Federal Aviation Administration. 

Frequently Asked Question• <FAOsl. A list of questions that arc repetitively asked of Customer 
Support Representatives. If a user views the FAQ list, they will find answers to the most commonly 
asked questions, saving the support organization time and effort in handling repeat questions or problems. 

lgeident. Event which is not part of the standard operation of services and causes an interruption to, or a 
reduction of, the quality of that service. 

Incident Management Proces1. A stepwise progression of the procedures necesssry to restore IT 
services, as well as those necessary to manage the ongoing process. 

Individual Development Plan <IDl'). A training plan for each employee that details what courses they 
are required to have or acquire to perform their duties for their job category. Required as part of the 
contractor's 1mining plan. 

Information Teebnology Infrutrnetore Library QTD..l. A set of internal directions 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 practices, drawn :li:om public and private 
sectors, and includes a comprehensive qualification scheme, ac:credited training, organizations and 
supporting implementation and assessment tools. ITIL is an overall plan for managing information 
technology services. 

Instant Measamng tiM). Instant Messaging is the ability for two or more users who are online to 
commonicab: via text in real time on their computers. The FAA utilizes Lotus 'Same-Time'. 
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Iotranet. A network internal to an organization that is based on the protocols of the Internet (oamely 
TCPIIP). 

IRM. Informatioo Resources Manager. 

ISSO. Information Systems Security Officer. 

ISST. Integrated Systems Support Team. 

IT. lnformatioo Technology. 

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

Koown Error. An error fur which the root QUse is known and for which a temporary worlmround or a 
permanent alternative has been identified. 

LAN. Local Area Netwmk. 

Level I Sgooort. Levell CSC support provides an initial point of contact for all types of IT and 
Application user issues and may involve COIPplex problems which must be escalated to Level 2 fur 
resolution. 

Level 2 Supoort. Leve12 OAS support provides RA, Desk-side and Hardware investigatioo 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. 

M&ioframe. A large capacity computer system with processing power 1hat is sigoificaotly superior to a 
Personal Computer or midrange COIPputer. 

Major Iocideot. Those incidents with an extreme impact oo the user community or service. 

MMAC. Mike Monroney Aerooautical Ceoter, located in Oklahoma City, Oklahoma. 

Office Automation Services COAS). The organizatioo in AMI thst provides remote control, desk-side, 
and PC hardware support for 1he FAA, DOT and other federal agencies. It is located at the Mike 
Monroney Aeronautical Ceoter in Oklahoma City. 

ORACLE. Oracle is a relational database management system (RDBMS). Oracle is scalable from a 
small microcomputer to larger mainframes. Versions are available for many operating systems, including 
MVS, Unix, Microsoft Windows and Sun. 

OS. Operating System. 

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

PC. Personal computer. 

Personal Digital Assisla!!t (PDA). Term for handheld computing devices and "smartphones", such as 
Blackberry-, Palm-, and Windows Mobile- based units. 
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Premium Time. Premium time is any time outside an employee's normally scheduled 40-hour 
workweek. 

Problem. The unknown underlying (root) cause of one or more incidents. 

Proeedures. What steps it takes to perfonn an activity. 

Process. How the procedural steps will be performed to accomplish an activity. 

Production Control. The process and support for starting, monitoring and ending batch and online 
production jobs. 

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

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

Oneug <Work Oueges). Automated repositories for service request events to which one or more 
employees have access. 

Release- A collection of new and/or changed Cis which are tested and introduced into the live 
environment together. 

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

Remote ln!tal!ation Seryjsg (RJSl. 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 greatly 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 
reinstall and reconfigure software in existing computers. 

Reuair. Physical or logical changes required to restore Cl functionality. 

Resolution. Restomtion of services to users through recovery of a repaired configuration item (Cl). 

Restoration. User indicates that service is acceptable, and is able to resume working. 

Returned Materials Autllorization (RMAl. Most companies require that customers contact them 
before returning previously purchased product, to receive authorization to return the product. The 
customer is usually given an RMA number, for tracking purposes. 

Script. Another term for macro or batch file, a script is a list of commands that can be executed without 
user interaction. A script language is a simple programming language with which you can write scripts. 

Service Desk. The single point of contact (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 (SLA). A written agreement that documents agreed service levels for an IT 
service support contract (both commercial and government) providing key perfonnance indicators, 
metrics, and acceptable performance levels of service. 

Service Level Target!. Service level targets define 1he service that IT must deliver to a customer in 
qualitative terms. 

Service Reauest. A request from a user or customer for support, consumables, etc. 

Service Request. A Service Request is established in an ITSM System to track a customer contact 
1hrough to its conclusion. It contains contact information, details about 1he problem or request at hand, 
and usuaUy concludes wi1h a summary of how 1he problem was solved or 1he request was satisfied. 

Services. IT. A collection of related components provided in support of one or more business processes 
perthePWS. 

Significant Chanl!!l. A change with a higher level of risk to the business (cost, resources or service 
impact). 

SkiD Based Routing (SBRl. ACD calls are routed dependent on the skills of the staff. The skills are 
identified by the server with complex scripts. 

aM!:· System Management Facility. 

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

Tuk Leader <TLl. Government approved, SP representative( a) designated to provide supervision and to 
interfilce with the COR on task activities and performance. 

I§Q. A timesharing option that allows numerous users to use the facilities of the main computer in a 
conversational manner. 

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

Voice oyer IP <VoiP). The ability to cmy on a conversation over the Internet, while still browsing the 
Internet. 

WAN. Wide Area Network. 

Workaround. A method of avoiding an incident or problem, ei1her from a temporuy fix or from a 
technique that means the user is not reliant on a particular aspect of the service known to have a problem. 
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