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1. BACKGROUND

The U.S. Department of Transportation (DOT) is the United States Government's principal agency for transportation of all Americans and providing essential transportation safety services. The mission of DOT is to serve the United States by ensuring a fast, safe, efficient, accessible and convenient transportation system that meets our vital national interests and enhances the quality of life of the American people, today and into the future. Integral to these responsibilities is the open sharing of information that is sensitive to the Department and national security. DOT faces the challenge of providing important services and products to the American people while simultaneously reducing costs and protecting sensitive information.
The DOT Office of the Chief Information Officer (OCIO) supports the DOT mission by leading the development and implementation of an enterprise information technology (IT) infrastructure across DOT. The DOT OCIO Office of Information Technology Shared Services (ITSS) is responsible for providing a reliable, cost effective, scalable, secure, and flexible enterprise computing platform that supports and enhances customer IT needs and capabilities from requirements gathering through design, development, testing, and implementation.
ITSS currently manages an IT support services contract for the DOT Common Operating Environment (COE) which provides Infrastructure and standard Operations support for DOT customers.  The contract is used by many DOT organizations to provide IT services. To ensure the continuity and availability of the critical IT services that ITSS and these other DOT organizations currently provides to DOT customers, ITSS is executing this solicitation to enable DOT to award performance-based follow-on contract(s). ITSS will work in tandem with assigned TO Contracting Officers (CO), Contracting Officer’s Representatives (COR) and Government technical monitors to achieve DOT’s enterprise goals and objectives.  All task orders awarded through the EITSS acquisition will require the approval of ITSS’s Business Management Office (BMO) to ensure DOT is maximizing its business solutions and planning for continued growth and success of IT Enterprise services at DOT. 

The Enterprise Information Technology Shared Services (EITSS) contract will facilitate ITSS as it moves forward in executing the work requirements of the COE and Operating Administrations, provide visibility and transparency into provider performance, and lead the alignment of services to support ITSS’s vision, organizational structure, personnel skills, and mission requirements. Under the EITSS contract, ITSS is re-structuring its contracting approach and moving towards a performance-based environment for all of DOT. The EITSS contract will include several Performance Work Statements including 

1) Program Management and Integration Support (Attachment J-1)  

2) End User Support to include seat management, help desk support, and etc. (Attachment J-2),

3) Infrastructure Operations to include hosting, networking, cybersecurity, and etc. (Attachment J-3).

This document is the Program Management and Integration Support (PM/IS) PWS, and includes work required to monitor, test, or report on the performance of the work being performed by the Infrastructure Operations and End User Support Task Order awardee creating a need for complete impartiality of the awardee for those two Task Orders.
2. SCOPE

The Contractor shall provide professional IT staff to effectively administer, manage, and perform the duties and responsibilities as defined in this Performance Work Statement (PWS). Through this PWS, the Contractor will provide re cross-functional processes, tools, metrics and reporting to perform required management oversight and governance to all tasks under the EITSS contract. Contractor personnel shall perform the work as required to accomplish the IT and related support services requirements of DOT and its customers. The Contractor shall provide personnel to effectively administer, manage, and perform the duties and responsibilities as defined in this Enterprise Information Technology Shared Services (EITSS) Program Management and Integration Support (PM/IS) PWS. The scope of work under this PWS includes the following tasks:

1. Program Management Support 
2. Project Management Support
3. Asset Management 
4. Business Relationship Management 
5. Product and Service Catalog Support
6. Process and Integration Support

3. PRICING

Note: Pricing for the Task Order shall be submitted using Attachment XXX (Task Order Pricing Template). Task Order Pricing will be provided by solicitation respondents and incorporated at the time of award.

This is a Labor Hour (LH) and Time and Material (T&M) type task order. 

TOTAL Potential Value inclusive of all Contract Line Item Numbers (CLINS): ________________

Consideration and Payment (T&M/LH – Severable Services) 

In consideration of satisfactory performance of the work as described throughout this contract, the Contractor shall be paid in accordance with the fixed loaded hourly rates as shown herein for the specified categories of labor based on the number of actual hours incurred in the performance of the work specified. Fully loaded rates shall be all inclusive of direct labor, fringe benefits, applicable indirect costs, and any profit for each labor category. Additionally, the contractor shall be paid for materials and travel directly chargeable to this contract. If the options are exercised funding will be obligated by modification to the contract. The base period and option periods are priced as follows by CLIN. Detailed Labor Hour pricing including labor categories and rates is contained in Attachment XXX.
	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


Ceiling Price 

The hours and total price per labor category are for budgeting purposes only. The number of hours actually used for each category may exceed or be less than the estimate by category as long as the ceiling price for the CLIN is not exceeded. The ceiling for each CLIN is identified in Section B. The Government shall not be obligated to pay any amount in excess of this ceiling price nor is the Contractor obligated to continue performance if to do so would exceed this ceiling price. In the event that the Government chooses to exercise optional CLINS, unused funds from a previous CLIN may not be used to fund any services taking place in a subsequent CLIN. The ceiling price may be modified by the Government if it is determined that the estimated hours or estimated materials are insufficient for the work required. 
Additions and Changes to Labor Categories (Federal Service and Supply/Labor Hours /Time & Materials)
It may be necessary to add or change labor categories during performance of this contract in order to carry out the services described in Section C. If new labor categories are added, or existing labor categories revised, the parties will negotiate the labor category(ies) prior to the incorporation into the contract. Any new labor rate must be in accordance with the prime contractor’s Federal Service and Supply Contract.
4. PERIOD AND PLACE OF PERFORMANCE

The Task Order Period of Performance (POP) includes a base period and four option periods for a total of 84 months. The Task Order POP is:

· Base Period: October 1, 2018 - September 30, 2020 (24 months)

· Option Period 1: October 1, 2020 – September 30, 2021 (12 months)

· Option Period 2: October 1, 2021 – September 30, 2022 (12 months) 

· Option Period 3: October 1, 2022 – September 30, 2023 (12 months)

· Option Period 4: October 1, 2023 – September 30, 2024 (12 months)

· Option Period 5: October 1, 2024 – September 30, 2025 (12 months) 

The Task Order is to be performed at Government site(s) in the Washington, D.C Metropolitan Area, and other DOT location throughout the United States as specified on the Task Order unless otherwise stipulated by Contracting Officer (CO) or Contracting Officer’s Representative (COR). 

5. OPERATING HOURS

The Contractor shall be available at the place of performance between the hours of 8:00 AM and 5:00 PM Eastern Time Monday through Friday, excluding Government holidays, during the term of Task Order. There may be times when support is required outside these required hours of performance. Exceptions may be made on a case-by-case basis and must be pre-approved by the Government COR. The actual daily start and stop times shall be coordinated with, and approved by, the COR. 

6. Personnel

The Contractor shall provide the skilled personnel, including all management and supervisory staff, required for the effective and efficient performance of this PWS. The following is expected of the Contractor as it relates to the personnel:

· The Program Manager shall be an employee of the Prime Contractor. 
· The Contractor shall supply qualified, cleared, and trained personnel to staff this contract.  

· The Contractor shall provide security-cleared personnel who have the necessary technical, project management, and administrative expertise to support the assessment, planning, and execution of the projects.

· The Contractor shall provide annual training to personnel assigned to this contract to ensure that their technical skills and knowledge of equipment, systems and applications remain current and up-to-date, to include, but not be limited to, new releases of products and applications.

· The Contractor shall track DOT required training (e.g. security and records management training), ensure mandatory policies are followed and wherever possible, and complete all training requirements at least three (3) business days prior to the deadline.

· The Contractor shall ensure hours/cost are billed to the respective cost centers and/or functional task.

The DOT reserves the right to review resumes of all personnel assigned to this contract and the results of the background investigations conducted by the Contractor. If the Government does not believe that the quality of performance meets performance standards stated in the contract, or is not in line with the requirement(s) of any resultant task order, the Contracting Officer will notify the Contractor in writing. The Contractor shall notify DOT of its remediation plan for performance and/or conduct issues within 2 business days. The remediation plan must include a time period (not to exceed 30 days) by which the performance concerns will be mitigated. The Department reserves the right to withhold invoice payments due to contractor performance issues.   If after 30 days, the Contractor’s performance has not improved, DOT requires the Contractor to provide qualified personnel consistent with the contract for the effective and efficient performance of this contract.  In circumstances where the Contractor may pose a threat or security concern, DOT has the right to require the immediate removal of Contractor personnel by communicating with the Contracting Officer and Contract Program Manager and/or Operations Manager.  This clause is independent of, does not replace, and does not supersede any clause(s) within the contract that allows the Government to terminate this contract for default or any other reason.
6.1 Key Personnel

The Contractor shall provide resumes for the key personnel to be approved by the Government prior to beginning the onboarding process at DOT throughout the contract. The following positions are considered key personnel by the government.  
· Program Manager

· Transition Manager

· Integrations Support Manager (Process Integration)

· Lead Project Manager

· Asset Manager

If a performance requirement does not have an associated key personnel category requested, it is assumed the Program Manager will provide oversight to the contract personnel.
7. TASKS
7.1 TASK 1: PROGRAM MANAGEMENT SUPPORT
7.1.1 SUB-TASK 1.1: TASK ORDER MANAGEMENT
7.1.1.1 The Contractor is responsible for providing a qualified workforce capable of performing the required tasks under this Task Order to ensure the effective management and administration of all Task Order activities. This includes ensuring that all work activities are performed in a timely and cost-effective manner while maintaining the highest quality of performance. The Contractor is responsible for the overall integrated management of all tasks within the Task Order. The Contractor shall structure Task Order activities in a manner that ensures that the Contractor’s goals and objectives are synchronized with those of the ITSS and reflect the attributes of a transparent and customer-oriented effort. The Contractor is expected to monitor work performance, measure results, ensure timely and professional delivery of contracted product deliverables and solutions, support management decision-making, and facilitate communications. 

7.1.1.2 The Contractor shall identify a Program Manager (PgM) who will oversee all aspects of Task Orders that are part of the task areas defined in this document.

7.1.1.3 The Contractor shall provide on-going evaluation of Task Order work, quality, and timeliness.

7.1.1.4 The Contractor shall identify, track, and report on risks, resolve problems, and verify effectiveness of corrective actions.

7.1.1.5 The Contractor shall institute and maintain a process that ensures problems and action items discussed with the Government are tracked through resolution and shall provide timely status reporting.

7.1.1.6 The Contractor shall ensure results of contractor actions taken to improve performance are tracked and lessons learned incorporated into applicable processes.

7.1.1.7 The Contractor shall establish and maintain a documented set of disciplined, mature, and continuously improving processes for administering all Task Order efforts with an emphasis on cost-efficiency, schedule, performance, responsiveness and consistently high-quality delivery.

7.1.1.8 The Contractor shall deliver a Task Order Kickoff Briefing document and conduct a Task Order Kickoff Meeting within 10 business days of Task Order award. The purpose of the Kickoff Meeting is to initiate the communication process between the Government and contractor by introducing key Task Order participants, explaining their roles, reviewing communication ground rules, and assuring a common understanding of Task Order requirements and objectives and the contractor’s technical approach and schedule. At the Kickoff Meeting, the contractor shall provide staff names, resumes, and email addresses for Contractor staff. The Contractor shall deliver meeting notes from the Kickoff Meeting within 3 business days of the meeting to the COR and track any associated action items through completion. The Contractor shall, not later than 15 days after award, submit completed Badging and DOT security paperwork for all staff supporting the Task Order if listed as key personnel.

7.1.1.9 Also at the Kickoff Meeting, the Contractor shall provide the names of all key project managerial staff. Additional Contractor team names shall be forwarded on the forms as they become available. No later than thirty (30) calendar days after award, the Contractor shall submit to the COR 100 percent of their proposed team names with resumes and email addresses to ensure both Transition related efforts, if any, and on boarding of staff can occur. 

7.1.1.10 The Contractor shall submit a Management Plan (MP) within 30 business days of award that describes the technical approach, organizational structure and resources, communications plan, and management and quality controls to be employed to establish and monitor the cost, schedule, technical, and performance requirements through Task Order execution. The MP is an evolutionary document that the Contractor shall update with significant changes as required. The Contractor shall execute work based the latest Government-approved version of the Contractor submitted MP.

7.1.1.11 The Contractor shall submit an Integrated Master Schedule (IMS) for all tasks, roles and responsibilities, and timelines for completion of tasks within 30 business days of award. The IMS is an evolutionary product that shall be updated with technical inputs and significant changes as required.

7.1.1.12 The Contractor shall prepare and deliver a formal written Monthly Status Report (MSR) that provides at a minimum, the following information: 

7.1.1.12.1.1 A summary of work performed in the preceding month for each Task Order task area which includes major milestones achieved or missed, deliverables, upcoming activities, and any anticipated issues that will prevent attainment of milestones and/or deliverables

7.1.1.12.1.2 A summary of project financial status for each Task Order task area, including funded amount, expended to date, funding remaining, and estimate to complete.

7.1.1.12.1.3 A summary of all deliverables submitted from Task Order inception to date showing the date submitted and the status of the deliverable (i.e. accepted, rejected). For rejected deliverables, the Contractor shall provide an explanation why the deliverable was rejected, the corrective action plan, and the revised delivery date.

7.1.1.12.1.4 A summary of the personnel who performed work (i.e., charged direct labor hours) during the month by task area to include their name, job title, Task Order task area worked, labor category, and hours charged.

7.1.1.12.1.5 A summary of funding status (e.g., funded amount, expended amount, planned burn percent, and actual burn percent) and burn chart (for Time and Materials (T&M) tasks only).

7.1.1.12.1.6 An attachment providing data, analysis, and reporting of performance against each Task Order Service Level Agreements (SLA); the Contractor shall include an improvement plan for any missed SLAs.

7.1.1.13 The Contractor shall ensure all Task Order Management deliverables, documentation, and artifacts adhere to the DOT CIO policies, processes, and templates as applicable and/or as requested by the COR.
7.1.1.14 The Contractor shall prepare for and participate in project status reviews and other government oversight meetings with DOT and ITSS management and staff on a no less than a monthly basis.

7.1.1.15 The Contractor shall provide technical and programmatic preparation and support for liaison and collaboration meetings among DOT organizations as needed by ITSS.

7.1.1.16 The Contractor shall maintain all Enterprise IT Shared Service (EITSS) Program communication, content, documentation, and deliverables on a DOT internal collaboration and document management site. (e.g., SharePoint). This shall include support for administration of the government furnished collaboration site as well as management and maintenance of the site’s folder structures.

7.1.1.17 Starting the first day of the Task Order Transition in period, the Contractor shall ensure necessary personnel actions, appropriate training, (including, but not limited to, any required certifications), as well as non-personnel considerations such as materials and supplies, equipment, facilities, sub-contracts, leases, environmental issues, safety and DOT security, etc. are accomplished in accordance with the accepted Transition plan.

7.1.1.18 The Contractor shall ensure that all Contractor staff conduct themselves with the utmost of professional courtesy and standards at all times, notably in ‘customer facing’ service transactions to include written communication. 

7.1.1.19 The Contractor shall provide a deliverables schedule to ensure on-time delivery of contract requirements.

7.1.2 SUB-TASK 1.2: QUALITY MANAGEMENT PLANNING

7.1.2.1 The Contractor shall provide an updated Quality Management Plan (QMP) (updating that version submitted in the Offeror’s proposal) that contains, as a minimum, the items listed below to the COR for acceptance not later than fifteen (15) business days after award. The COR will notify the Contractor of acceptance or required modifications to the plan.

7.1.2.2 The updated QMP shall include the following minimum requirements:

7.1.2.2.1 A description of the inspection system to cover all major services and deliverables. The description shall include specifics as to the areas to be inspected on both a scheduled and unscheduled basis, frequency of inspections, and the title and organizational placement of inspectors.

7.1.2.2.2 A description of the methods to be used for identifying and preventing defects in the quality of service performed.

7.1.2.2.3 A description of the records to be kept to document inspections and corrective or preventative actions taken.

7.1.2.2.4 All records of inspections performed shall be retained and made available to the Government as required by applicable regulations.

7.1.3 SUB-TASK 1.3: TASK ORDER TRANSITION IN

7.1.3.1 The Contractor shall provide a revision to their Transition Plan (submitted as part of the Contractor’s proposal) to the COR for approval within fifteen (15) business days of Task Order award. The updated Transition Plan shall include milestones and when properly trained, qualified, and certified personnel will accomplish full Assumption of Responsibility (AOR) for all requirements identified in the Task Order. The Transition Plan shall include start up, mobilization schedule, and transition depicting the chronological sequence of events which the Contractor shall accomplish beginning on Task Order start date. 

7.1.3.2 The Contractor shall incorporate termination dates of existing Contractor performance periods and DOTS planned major project dates into the transition plan. 

7.1.3.3 The Contractor shall demonstrate the ability to quickly staff the requirement to meet the Transition schedules dictated by the expiring TOs. 

7.1.3.4 The Contractor shall demonstrate the ability to ensure proposed personnel are vetted to guarantee they meet DOT suitability and security clearance process thus aiding in a more expedient process. 

7.1.3.5 The Contractor shall fulfill the Transition-In requirements of this PWS by implementing their proposed Transition strategy and perform critical tasks to expediently obtain employee security clearances; recruit and staff required positions; establish management processes and controls; and other tasks the contractor deems necessary. 

7.1.4 SUB-TASK 1.4: TASK ORDER TRANSITION OUT 

7.1.4.1 At least 120 days before the expiration of this Task Order, upon request by the COR, the Contractor shall provide a transition Out Plan that shall identify transition support activities for all transition efforts for follow-on requirements to minimize disruption of services. The Transition Out Plan and support shall include the following:

7.1.4.1.1 Approach for managing issued inventory and final inventory reconciliation to issued inventory of all Government Furnished Equipment (GFE) and Government Furnished Information (GFI) in Contractor possession

7.1.4.1.2 Status of all deliverables

7.1.4.1.3 Current issues, problems, or activities in process that require immediate action

7.1.4.1.4 The plan on how the Contractor intends to support the transition to the successor contractor, and the list of key personnel involved in this effort

7.1.4.1.5 The Task Order COR shall approve the transition Out plan. Upon award of a follow-on Task Order or contract, the Contractor shall work with the successor contractor to provide knowledge transfer and transition support as required by the COR.

7.1.4.2 The Contractor shall meet with DOT representatives and successor contractor to determine how the transition will take place, develop schedules, and collaborate on execution of the Transition Out requirements.

7.1.4.3 The Contractor shall manage all Transition Out activities in accordance with the approved Transition Out Plan, ensure all milestones are completed effectively, and ensure timely and seamless phase out for closure of the Task Order.

7.1.4.4 The Contractor shall permit the successor contractor (and the successor contractor’s employees) to observe and become familiar with any and all operations specified in this Task Order for a COR specified timeframe, prior to the expiration or termination of the Task Order.

7.1.4.5 The Contractor shall provide complete electronic copies (updating where needed) of current operating manuals, procedures, plans, and other relevant artifacts provided under this Task Order to include, but not limited to, standards, policies, procedures, diagrams, workflows, etc.

7.1.4.6 The Contractor shall maintain the full operational status and continue all current work in progress until the successor contractor assumes full operational responsibility. The Contractor shall not destroy, delete, or otherwise dispose of any files or data upon expiration or termination of the Task Order, without prior permission from the COR.

7.1.4.7 The Contractor shall fully cooperate in a transition out with the successor contractor and the Government so as not to interfere with their work or duties.

7.1.5 SUB-TASK 1.5: PROGRAM MANAGEMENT AND EITSS PERFORMANCE SUPPORT

7.1.5.1 Program Management and EITSS Performance Support includes all management and technical support functions necessary to effectively operate the EITSS Contract through support services providing program management and technical, functional, and operational support to DOT in the development of plans and procedures, program coordination and service delivery integration, quality assurance surveillance, performance and service level monitoring, compliance audits, and reporting for the EITSS Task Orders. 

7.1.5.2 To support this Task, the Contractor shall provide qualified program and project management resources with relevant background and experience, including certifications such as Project Management Institute Project Management Professional (PMP) or generally accepted government equivalent (e.g., Federal Acquisition Certification for Program and Project Managers (FAC-P/PM) Level III).

7.1.5.3 The Contractor will support the EITSS contract with strategic business and tactical planning, governance, decision making, and program planning, control, reporting, administration, and communication as applicable.

7.1.5.4 The Contractor shall assist DOT in the coordination, alignment, integration, and synchronization of service delivery, initiatives, and operations related work performed throughout the EITSS Task Orders. This includes support to DOT in the evaluation of performance; timeliness of submission of contractual deliverables; support to DOT functional offices regarding program reviews, status, performance, and actual or anticipated problems; and performance of Task Order administration.

7.1.5.5 The Contractor shall support DOT to maintain an overall perspective across DOT through Task Order relationships and monitor interactions to identify areas where customers may be working at cross purposes or otherwise impacting one another’s performance and could inhibit enterprise related efforts. 

7.1.5.6 The Contractor shall facilitate EITSS Task Order Oversight and Management planning sessions to establish integrated EITSS Task Order Management roles and responsibilities, develop tools and templates, and define a governance model for effective and integrated Government oversight of the work performed throughout DOT in the areas of Infrastructure Operations, End User Support and etc.

7.1.5.7 The Contractor shall draft and, with DOT ITSS Program review and approval, finalize and implement a comprehensive and integrated EITSS Task Order Oversight Plan that documents processes, procedures, tools, and templates for effective oversight of the EITSS Task Orders.

7.1.5.8 The Contractor shall support DOT and ITSS specifically, in the implementation of approved Task Order Oversight Plan processes, procedures, tools, and templates.

7.1.5.9 The Contractor shall assist in the identification and analysis of EITSS programmatic risks. Provide support for the development and maintenance of an EITSS Program Risk Management Plan and implementation of risk management at the integrated EITSS Program level.

7.1.5.10 The Contractor shall assist in the creation, update, management, and analysis of an EITSS Program IMS for tracking critical projects and initiatives across all DOT Task Orders. This shall include tracking and status reporting on all Level of Estimates (LOEs) approved by the government as formal projects that may impact program operations and service delivery.

7.1.5.11 The Contractor shall develop and implement a Communications Plan which clearly communicates the activities of the EITSS Contract and associated task orders to relevant stakeholders. Implementation includes communications and reporting to senior ITSS, OCIO, and DOT management and requested parties, the Office of Management and Budget (OMB), and external stakeholders to inform them of EITSS work activities, milestones, and publications. The Communications Plan shall also identify regular mechanisms and channels for capturing issues, concerns, and improvement recommendations from customers of EITSS services.

7.1.5.12 The Contractor shall support the EITSS Contract and ITSS to identify the need for, and support the establishment of Concept of Operations (CONOPS) that include standard operating procedures (SOPs) for ensuring that the desired coordination and collaboration is obtained across the EITSS Task Order functional areas and service providers in areas where service delivery hand offs and shared responsibilities exist.

7.1.5.13 The Contractor shall provide support the tracking and analysis of EITSS Contract financial data. 

7.1.5.14 The Contractor shall assist the EITSS Contract in supporting and maintaining ITSS and/or DOT OCIO IT Strategic Plan. The strategic planning process shall facilitate strategic decisions for the EITSS Contract with respect to its current and future structure and the integration of modal services within the ITSS and DOT. The strategic planning process shall be accomplished in concert with the DOT ITSS and OCIO technical and business strategic planning efforts.

7.1.5.15 The Contractor shall support the EITSS Contract in planning and conducting quarterly EITSS Contract Reviews to determine if EITSS Task Orders and underlying services and projects are meeting management expectations and performing according to established parameters.

7.1.5.16 The Contractor shall plan and facilitate meetings (monthly at a minimum) with ITSS stakeholders to ensure timely reviews and government feedback on contractual deliverables submitted as part of EITSS Task Order(s). The Contractor shall produce a Deliverable Review Meeting Report documenting discussion, findings, and recommendations. 

7.1.5.17 The Contractor shall assemble EITSS Task Order performance data to support EITSS Task Order SLA Disincentive determination reviews. The Contractor shall analyze information generated make recommendations on applicable disincentives.

7.1.5.18 The Contractor shall support the Government to validate whether proposed EITSS contractor employees meet the qualifications to be billed in each labor category.

7.1.5.19 The Contractor shall continuously capture EITSS Contract lessons learned, including capture of issues, concerns, and improvement recommendations from ITSS customers of services, and deliver a report semi-annually identifying and documenting common issues and risks, and develop remediation recommendations and continuous improvement strategies. The report shall also include recommendations for potential cost savings options for the EITSS Task Orders.

7.1.5.20 The Contractor shall provide meeting support and assistance to EITSS Contract, to include support for meeting setup and scheduling, minutes capturing, facilitation, development of briefing materials, and other general meeting support as required. For each meeting supported, the Contractor shall deliver written meeting minutes summarizing substantive discussion points and action items from the meeting.

7.1.5.21 The Contractor shall ensure all Task deliverables, documentation, and artifacts adhere to the DOT CPIC policies, processes, and templates as applicable to include, but not limited to, project plans, schedules, Project Charter, Project Management Plan, Risk Management Plan, Communications Management Plan, and Change Management Plan. This shall also include the delivery and update as needed of a work breakdown structure and activity/milestone schedules for each ongoing and planned project.

7.1.5.22 The Contractor shall prepare for and participate in project status reviews, stage gate reviews, and other government oversight meetings with ITSS and other DOT management and staff on a no less than a monthly basis.

7.1.5.23 The Contractor shall provide technical and programmatic preparation and support for liaison and collaboration meetings among other DOT organizations.

7.1.5.24 The Contractor shall maintain all EITSS Contract communication, content, documentation, and deliverables on an internal EITSS Contract’s collaboration and document management site. (e.g., SharePoint). This shall include support for administration of the government furnished collaboration site as well as management and maintenance of the site’s folder structures.

7.1.5.25 When requested by the COR, the Contractor shall provide information, technical, and management briefings with a COR approved template, and presentations to the EITSS Contract, Senior Management, and oversight agencies on all aspects of the work being performed. The Contractor shall provide support and assistance in providing timely, accurate information for the preparation of these reports and presentations.

7.1.6 SUB-TASK 1.6: SERVICE LEVEL MANAGEMENT  
7.1.6.1 The Contractor shall conduct a review of EITSS Task Order(s) contractor monthly Service Level Agreement (SLA) reports to verify and validate contractor performance against SLAs. The Contractor shall verify and validate the accuracy and completeness of SLA reports as well as actual performance against contractual SLA targets. The Contractor shall develop and deliver a SLA Review Report documenting analysis, findings, and recommendations. 

7.1.6.2 The Contractor shall monitor and report on all Service Level Agreements in the EITSS Contract to include Infrastructure Operations and End User Support and inform the CO’s and Federal Task Managers Representative when SLAs are being breached or are about to be breached. Work to be performed will assist DOT with determining incentives as set forth in the contract. Specifically, the Contractor will:

7.1.6.2.1 Report Service Level performance and attainment on a GFE dashboard no less than once a month.  
7.1.6.2.2 Configure, operate, and maintain the GFE service level dashboard.

7.1.6.2.3 Monitor service level performance, document and report on service level performance, and recommend service level improvement plans.

7.1.6.2.4 Develop, document, and/or update (where existing) Service Level Monitoring and Reporting Procedures that meet DOT requirements and adhere to defined DOT policies.

7.1.6.2.5 Report on SLA Performance and Improvement Results.
7.1.6.2.6 Provide both ad hoc and new service level reports as well as service level analytics capability.

7.1.6.2.7 Coordinate SLA monitoring and reporting with designated DOT representative and third parties.

7.1.6.2.8 Measure, analyze, and provide management reports on performance relative to SLAs.

7.1.6.2.9 Develop and deliver SLA Improvement Plans where SLAs are breached.

7.1.6.2.10 Implement SLA improvement plans.

7.2 TASK 2: PROJECT MANAGEMENT

7.2.1 SUB-TASK 2.1: PROJECT MANAGEMENT SUPPORT
7.2.1.1 This task provides general project management requirements applicable to all Task Order Tasks that are part of the EITSS contract including the Infrastructure Operations and End User Support Task Orders as applicable.
7.2.1.2 The Contractor shall provide high quality project management support for all government approved projects. 

7.2.1.3 The Contractor shall provide qualified program and project management resources with relevant background and experience, including an active Project Management Institute Project Management Professional (PMP) certification or generally accepted government equivalent (e.g., Federal Acquisition Certification for Program and Project Managers (FAC-P/PM) Level II).

7.2.1.4 The Contractor shall manage projects using formal project management tools, methodologies and standards based on standardized and industry accepted methodologies.

7.2.1.5 The Contractor shall provide full lifecycle project management support to DOT projects using standardized and industry accepted methodologies for project initiation, planning, executing, monitoring and controlling, and closing.

7.2.1.6 The Contractor shall ensure all deliverables, documentation, and artifacts adhere to the DOT policies, processes, and templates as applicable to include project plans, schedules, Project Charter, Project Management Plan, Risk Management Plan, Communications Management Plan, and Change Management Plan. This shall also include the delivery and update as needed of a work breakdown structure and activity/milestone schedules for each ongoing and planned project. 

7.2.1.7 The Contractor shall deliver written project status reports on no less than a monthly basis for all active projects to the designated DOT project manager.

7.2.1.8 The Contractor shall prepare for and participate in project status reviews, stage gate reviews, and other oversight meetings with DOT and other ITSS management and staff on no less than a monthly basis.

7.2.1.9 The Contractor shall provide technical and programmatic preparation and support for liaison and collaboration meetings among other DOT organizations.

7.2.1.10 The Contractor shall upload all project deliverables, reports, and other artifacts to a government-provided project collaboration site.

7.2.2 SUB-TASK 2.2: TECHNICAL WRITING SUPPORT
7.2.2.1 Technical writing services shall support the collection and organization of information required for the creation of documents such as Standard Operating Procedures, Root Cause Analyses, user manuals, training materials, technical diagrams, briefs, reports, etc.  The Contractor shall complete writing assignments according to set standards for order, clarity, conciseness, style, and terminology. Technical writing activities will support both all tasks within the EITSS contract including the Infrastructure Operations and End User Support Task Orders as applicable. Specific technical writing activities include:

7.2.2.1.1 Develop and fully execute new Standard Operating Procedures (SOP’s) in support of all internal processes that are required from the service provider in order to support identified within the IT Shared Services (ITSS) organization as defined in all assigned task orders. New SOP creation can result from the completion of IT projects or on an as-needed basis. The number of new SOP creations will vary based on changes in technology, government investments, and completed projects throughout the year.
7.2.2.1.2 Maintain an online SOP library for documents required of the service provider that are available to all assigned contract personnel and Federal Managers within ITSS currently hosted in the Microsoft SharePoint application.

7.2.2.1.3 Organize materials and complete writing assignments according to set standards regarding order, clarity, conciseness, style, and terminology.

7.2.2.1.4 Maintain records and files of work and revisions to SOPs.

7.2.2.1.5 Edit, standardize, or make changes to material prepared by other writers or establishment personnel.

7.2.2.1.6 Maintain and execute against a master schedule of all SOP activities to include an annual review cycle to ensure all are part of a Continual Service Improvement (CSI) cycle.

7.2.2.1.7 Produce SOP status reports on a weekly basis that tracks SOP’s in development, under review, and awaiting signatures.

7.2.2.1.8 Update and consolidate system diagrams from various IT Areas (Networking, Server Engineering, etc.) into one diagram to provide an enterprise-wide view. These are technical diagrams that include physical vs. virtual hardware, etc.

7.2.2.1.9 On an as-needed basis, serve as a meeting facilitator to assist internal teams and ITSS Federal managers to whiteboard processes and document process flow using the Arrow Diagramming Method (aka Activity-On-Arrow), or other industry recognized process documentation techniques.

7.2.2.1.10 On an as-needed basis, assist with documenting information gathered in technical meetings or group sessions.

7.2.2.1.11 Manage the knowledge base library containing knowledge articles (quick instructions) by loading knowledge articles following the review of submitted documents by Subject Matter Experts for order, clarity, conciseness, style, and terminology. 


7.2.3 SUB-TASK 2.3: COMMUNICATIONS SUPPORT

7.2.3.1 Communication services will be provided by the Contractor using qualified staff, and shall assist in championing DOT/CIO related work including changes to business offerings, projects and/or ITSS strategies, information sharing initiatives and etc.  Work to be performed will be related to activities as listed in the EITSS contract including the Infrastructure Operations and End User Support Task Orders as applicable. The Contractor will be responsible for the following communications services by working with DOT staff and other contractor staff to: 

7.2.3.1.1 Develop and manage knowledge sharing processes in the context of user familiarization to new and existing offerings and tools external to IT POCs and personnel within the Department of Transportation.

7.2.3.1.2 Develop and manage user familiarization material on ITSS processes and services. 

7.2.3.1.3 Develop communications Plans for ITSS Projects and initiatives (including emails, web content, videos, and guides).  

7.2.3.1.4 Collaborate with project staff, technical writers, customer service points of contact, and OCIO communications partners on content creation. 

7.3 TASK 3: ASSET MANAGEMENT

7.3.1 SUB-TASK 3.1: HARDWARE ASSET MANAGEMENT
7.3.1.1 The Contractor shall track, monitor, and document inventory of Government-furnished end user hardware and software dynamically in the Service Management System (currently Remedy) as hardware is deployed into the environment. Inventory information shall include, but not be limited to, manufacturer, model number, quantity, item name, item description, serial number, recipient name, and recipient location. Inventory shall be updated within forty-eight (48) calendar hours of deployment.
7.3.1.2 The Contractor shall maintain the accuracy of the DOT the Service Management System (currently Remedy) for all OCIO/ITSS government furnished equipment within forty-eight (48) hours of receipt, deployment and disposition. 
7.3.1.3 The Contractor shall be responsible for excess of all assets following DOT policies and guidelines through the following work activities:

7.3.1.3.1 Notifying DOT Property Federal staff of assets to be excessed

7.3.1.3.2 Tracking all assets to be excessed through Government-furnished templates

7.3.1.3.3 Affixing Government-furnished labels as necessary for identifying equipment to be excessed

7.3.1.3.4 Submitting DOT related paperwork (SF-122) as applicable to complete the excess process

7.3.1.3.5 Changing status of asset disposition in the Service Management System (Remedy)
7.3.1.4 The Contractor shall perform quarterly asset inventory audits which describe all hardware and software on the network and produce an Asset Inventory Report in DOT-approved format.
7.3.1.5 The Contractor shall perform a “Wall-To-Wall” Physical Inventory Audit, in accordance with the current PSC policy, annually including, but not limited to:
7.3.1.5.1 Provide inventory of all in-scope assets (both on and off the network);
7.3.1.5.2 Assets in field service locations if applicable; and
7.3.1.5.3 Explanations/root cause analysis where 100 percent of the physical inventory cannot be performed. 
7.3.1.6 The Contractor shall supply inventory data in a Government-hosted, commercially-available, searchable, relational database for ease of review, validation, and analysis. Inventory data is to be provided to the COR and Asset Manager on a biweekly basis to assist with ordering new assets for non-capital assets to include laptops, desktops, tablets, monitors, and peripherals, and other IT devices kept and stored at the DOT facility including the DOT warehouse.
7.3.1.7 The Contractor shall maintain physical spaces at both the DOT offsite warehouse and DOT HQ storage (E51-123 and W12-160) to include proper shelving of items, labelling/pricing on all received containers, and preparing equipment (pulling off shelves and placing on pallets) for DOT Property Warehouse Managers to transport back to DOT HQ and vice versa.
7.3.1.8 The Contractor shall affix Government-furnished barcodes (with serial # and model #) to hardware where visible to the user from his or her seat at the time of installation.
7.3.1.9 The Contractor shall coordinate incident ticket requests for unapproved, non-standard hardware submitted by customers with the Federal Asset Manager to ensure items are identified for government purchase.

7.3.1.10 The Contractor shall ensure Government-furnished consumable billing form(s) and INC tickets are completed to ensure all asset related costs are recovered within a week of deployment if applicable.

7.3.1.11 The Contractor shall provide packing list and confirmation of received shipments to the designated Government Purchase Cardholders and Asset Manager for reconciliation and auditing along with the documented date of receipt within 5 business days of logging in the shipment.
7.3.2 SUB-TASK 3.2: SOFTWARE ASSET MANAGEMENT
7.3.2.1 The Contractor shall track, monitor, and document inventory of Government-furnished enterprise, infrastructure and end user software dynamically as software is deployed into the environment. Inventory information shall include, but not be limited to, manufacturer, name, quantity, license key, license term, license expiration date, maintenance period, recipient name, and recipient location. Inventory shall be updated within forty-eight (48) calendar hours of deployment.

7.3.2.2 The Contractor shall maintain and monitor Government-Furnished end user software licenses and maintenance agreements in compliance with the Megabyte Act. This shall include, but not be limited to, notification to the Government of expiring licenses no later than ninety (90) calendar days prior to expiration.  
7.3.2.3 The Contractor shall provide recommendations to retire or purchase additional licenses based on capacity and recommended alternatives. 

7.3.2.4 The Contractor shall monitor software license usage and provide recommendations to the Government when license capacity must be expanded.  

7.3.2.5 The Contractor shall ensure that documented processes are in place for the lifecycle management and accountability of enterprise software.

7.3.2.6 The Contractor shall ensure that enterprise software licenses are accounted for, tracked and managed within an automated toolset accessible to the Government asset, change and configuration functional areas.  
7.3.2.7 The Contractor shall ensure that all enterprise licenses are recovered from GFE during employee out processing and device decommissioning.
7.3.2.8 The Contractor shall ensure that all enterprise licenses are harvested and incrementally restored into the appropriate Government organization’s inventory and tracked in an enterprise accessible automated system.

7.3.2.9 The Contractor shall ensure that all enterprise software and the associated licenses are accounted for in the Government approved configuration management database.

7.4 TASK 4: BUSINESS RELATIONSHIP MANAGEMENT (BRM)
7.4.1 The Business Relationship Managers (BRMs) serve as liaisons and business partners between ITSS subject matter experts and the OA COE customer base, ensuring ITSS is aware of customer requirements and effectively addresses customer needs.  BRMs provide tailored customer service and maintain continuous and open communication between the customer and IT Shared Services on all service and support issues to facilitate and streamline 1) Communications between the IT community and OA business lines, 2) Access to current information on DOT IT Shared Services Enterprise Projects, and 3) Problem escalation and resolution 

7.4.2 The Contractor must provide DOT customers with updates on ITSS projects and services and the impact on existing or evolving DOT enterprise architecture and supporting systems; identify customer preferences, including the types of information the customer needs to access, as well as the tools, and frequency in which they would like to access it; document and communicate these requirements to the organization’s senior IT Operations and federal staff, as required.
7.4.3 The Contractor will facilitate resolution of OA business needs, planned and unplanned, and monitor and report on status; provide guidance, monitor progress, and work with DOT technical support staff to clearly define customer problems and requirements, providing timely feedback to the customer. 
7.4.4 The Contractor will analyze operational requirements and long-term, strategic communications requirements and recommend appropriate solutions and resources; solicit feedback from the IT staff and recommends design improvements and upgrades; use access to subject matter expert technical knowledge and operational experience to work with customers to clarify requirements; review existing procedures and policies for completeness, accuracy, and efficiency.
7.4.5 The Contractor will maintain customer relationships by handling questions and concerns with expedience and professionalism; conduct interviews with customers and agency technical representatives to plan, conduct, and implement business processes and projects related to all facets that support the COE operational and support architecture, including governance. 
7.4.6 The Contractor shall execute the complete process of for developing a Level of Estimate (LOE) which are used to define requirements that are in-scope of the Task Order but undefined at time of award of the Task Order.  
7.4.7 The Contractor shall receive, process, price, and estimate solutions to LOEs. The Contractor shall operate, maintain, monitor, and report from, a GFE, web-based LOE tracking tool viewable by the Government 24x7x365. The tracking tool shall be updated within one (1) business day of receipt of a LOE from the Government.
7.4.8 The Contractor shall perform the response activities required to collect the LOE, analyze, request clarification, recommend alternatives, meet with the requestor, and document the response to the LOE. This process shall continue through and including, but not limited to, the ITSS customer/requestor’s decision to proceed.
5.5 TASK 5: PRODUCT AND SERVICE CATALOG SUPPORT

5.5.1 The Product and Service Catalog is not operational as of FY2018. It currently consists of several webpages on the DOT Intranet. 

5.5.2 The Contractor shall develop, operate, maintain, configure, secure, support, and update a Government-furnished online Product and Service Catalog and any successor system. The Product and Service Catalog shall utilize the GFE SMS as the front-end portal.
5.5.3 The Contractor shall implement and support an easy to use interface, wizards and/or similar devices to assist a requestor in placing an order through a Product and Service Catalog.
5.5.4 The Contractor shall implement and support the ability of a requestor to locate and save an item in a personal “shopping cart” until the order is placed.
5.5.5 The Contractor shall implement and support the ability to store the requestor’s prior orders; prior orders will remain visible until deleted by the requestor.
5.5.6 The Contractor shall implement and support multiple methods of searching for, and sorting products (e.g., by type, by name, by price, by availability, by manufacturer, by key specification).

5.5.7 The Contractor shall configure workflow for review and approval of end user orders as required by DOT policy and establish interface to existing DOT financial systems.

5.5.8 The Contractor shall configure validation of the product or service selected to validate as required by DOT policy or to interface with DOT financial systems.
5.5.9 The Contractor shall configure the Product and Service Catalog to streamline the review and approval process by notifying approvers of a pending order via email or other means and aggregating all pending approvals for an approver in a single, easily accessible location. Emails or equivalent communication to an approver of pending approvals shall occur, at a minimum, at the end of the business day in which the order was placed and, where possible, at the time the order is placed.

5.5.10 The Contractor shall configure such that the Product and Service Catalog approval process shall allow an approver to (1) approve, (2) reject, or (3) send the request back for additional information.
5.5.11 The Contractor shall add, change and delete items in the Product and Service Catalog as required by DOT. The number and variety of items in the Catalog shall not be limited in number. Adds, changes, and deletions of items shall occur within two (2) business days of DOT written request.

5.5.12 The Contractor shall implement workflow in the Product and Service Catalog enabling approval paths for users based on organization or Office level. Modification to workflow shall be made within two (2) business days of written DOT request.

5.5.13 The Contractor shall update the Service Catalog within two (2) business days of any modification that changes the contents of the Service Catalog.

5.5.14 The Contractor shall provide for a backup approval path in the event the primary approver is not available or does not approve or disapprove the request within a DOT-prescribed timeframe.

5.5.15 The Contractor shall provide Monthly Ordering Reports describing the volumes of products and services ordered, approved or denied, by DOT organization.

5.5.16 The Contractor shall configure the Product and Service Catalog to provide alerts if items are unapproved by a certain time of day.

5.5.17 The Contractor shall configure the Product and Service Catalog to provide alerts if items have aged in the workflow beyond DOT-provided limits.
5.5.18 The Contractor shall configure the Product and Service Catalog to provide status of requested/ordered items as they progress through the workflow. Status shall be available to the originator and approver of the request as well as to designated ITSS and DOT management.

5.6 TASK 6: PROCESS and INTEGRATION SUPPORT
The Process and Integration Support team will provide a variety of governance and testing related services to assist ITSS with its Enterprise operations. The Contractor will have to work closely with the EITSS Infrastructure Operations Task Order (Attachment J-3) contract awardee to perform the following tasks:
1.1.1. SUB-TASK 6.1: CHANGE MANAGEMENT
1.1.1.1. The Contractor shall perform comprehensive change management including receiving, documenting, and classifying CRQ; facilitating change management meetings; and implementing, monitoring, and reporting on changes to system components.

1.1.1.2. The Contractor shall receive and document all CRQ and classify proposed changes to the services, which shall include, but not be limited to, change cost, risk impact assessment, and system(s) security considerations.

1.1.1.3. The Contractor shall ensure that appropriate back-out plans are documented and in place in the event of systems failure as a result of the change.

1.1.1.4. The Contractor shall provide a Change Management Plan to DOT for review.  The change management plan shall be consistent with industry best practices for change identification, change evaluation and coordination, change approval authority, change implementation and verification and change management process applied to variances.

1.1.1.5. The Contractor shall communicate any service changes to the Government and to DOT customers prior to implementation.

1.1.1.6. The Contractor shall develop and maintain a schedule of planned approved changes (forward schedule of changes (FSC)) and provide it weekly to DOT for review.

1.1.1.7. The Contractor shall execute change logistics.

1.1.1.8. The Contractor shall provide change documentation as required including, but not limited to, proposed metrics as to how effectiveness of the change will be measured.

1.1.1.9. The Contractor shall coordinate, schedule, conduct, and facilitate change review board meetings to include, but not be limited to, review of planned changes and results of changes made, ensuring that all appropriate parties are invited and represented in accordance with approved board policies.

1.1.1.10. The Contractor shall publish and communicate the approved FSC to all appropriate IT and business unit stakeholders within DOT and notify these stakeholders of change timing and impact.

1.1.1.11. The Contractor shall oversee the approved change build, test, and implementation processes to ensure these activities are appropriately resourced and completed according to the approved change schedule.

1.1.1.12. The Contractor shall ensure that thorough testing is performed and documented prior to release and assess DOT business risk related to any change that is not fully tested prior to implementation. The Contractor shall provide documented test results notify DOT of completion of testing and business risks associated with change.

1.1.1.13. The Contractor shall monitor changes, perform change reviews, and report Results of Changes, Impacts, and Change Effectiveness Metrics on a weekly basis.

1.1.1.14. The Contractor shall verify that change met objectives based upon predetermined effectiveness metrics and determine follow-up actions to resolve situations where the change failed to meet objectives.

1.1.1.15. The Contractor shall close out RFCs that met successful change objectives or changes that were abandoned.

1.1.1.16. The Contractor shall conduct/facilitate change management processes and meetings of one or more change management boards.

1.1.1.17. The Contractor shall develop, document, update (where appropriate), and execute change management processes that meet DOT requirements and adhere to defined DOT policies.

1.1.1.18. The Contractor shall receive and document all RFCs and classify proposed changes to the services, which shall include change cost, risk impact assessment, and system(s) security considerations. The Contractor is responsible for assessment of changes as well as implementation of changes.

1.1.1.19. The Contractor shall ensure that appropriate back-out plans are documented and in place in the event of systems failure as a result of the change.

1.1.1.20. The Contractor shall provide a change management plan to DOT for review.

1.1.1.21. The Contractor shall communicate any service changes to Government prior to implementation.

1.1.1.22. The Contractor shall develop and maintain a calendar and schedule of planned, approved changes (forward schedule of changes (FSC)) and provide to DOT for review.

1.1.1.23. The Contractor shall execute change logistics.

1.1.1.24. The Contractor shall provide change documentation as required, including proposed metrics as to how effectiveness of the change will be measured. The Government will approve the proposed metrics.

1.1.1.25. The Contractor shall coordinate, schedule, and conduct change review board meetings to include review of planned changes and results of changes made, ensuring that all appropriate parties are invited and represented in accordance with approved board policies.

1.1.1.26. The Contractor shall publish and communicate the approved FSC and change calendar to all appropriate IT and business unit stakeholders within DOT and notify these stakeholders of change timing and impact.

1.1.1.27. The Contractor shall oversee the approved change build, test, and implementation processes to ensure these activities are appropriately resourced and completed according to change schedule.

1.1.1.28. The Contractor shall ensure that thorough testing is performed prior to release and assess DOT business risk related to any change that is not fully tested prior to implementation. The Contractor shall notify DOT of completion of testing and business risks associated with change.

1.1.1.29. The Contractor shall monitor changes, perform change reviews, and report results of changes, impacts, and change effectiveness metrics on a daily, weekly, and monthly basis.

1.1.1.30. The Contractor shall verify that the change met objectives based upon predetermined effectiveness metrics and determine follow-up actions to resolve situations where the change failed to meet objectives.

1.1.1.31. The Contractor shall close out RFCs that met successful change objectives or changes that were abandoned.

1.1.1.32. The Contractor shall apply application changes and change back outs in a timely manner in accordance with SLAs.

1.1.1.33. The Contractor shall perform Post Implementation Reviews and provide the Government with the implementation status report.

1.1.2. SUB-TASK 6.2: CONFIGURATION MANAGEMENT
1.1.2.1. The Contractor shall perform comprehensive configuration management on all Government- approved infrastructure systems and components.

1.1.2.2. The Contractor shall develop an appropriate configuration management strategy that at a minimum will:

1.1.2.2.1. Identify and fully articulate the major changes that an initiative will bring;

1.1.2.2.2. Develop specific Transition and communication strategies for the various groups;

1.1.2.2.3. Develop configuration management strategies for mitigating and managing major barriers for implementation; and

1.1.2.2.4. Work with Federal counterpart(s) and support staff.

1.1.2.3. The Contractor shall operate, configure and administer a GFE automated tool designed to support configuration management.

1.1.2.4. The Contractor shall provide for DOT review, a change management plan consistent with industry best practices for configuration management that include, planning and management, configuration identification, status accounting, inventory and audits, configuration control and data management.  

1.1.2.5. The Contractor shall ensure the following CM resources are available to complete the CM related activities, CM Manager, CM specialist, CM Analyst and CM assistant.

1.1.2.6. The Contractor shall develop, document, update (where appropriate), and execute configuration management processes that meet DOT requirements and adhere to defined DOT policies.

1.1.2.7. The Contractor shall establish and operate a configuration management database in accordance with DOT requirements.

1.1.2.8. The Contractor shall select, install, and maintain configuration management tools.

1.1.2.9. The Contractor shall enter and upload configuration data into configuration database.

1.1.2.10. The Contractor shall establish process interfaces to incident and problem management, change management, technical support, maintenance, and asset management processes.

1.1.2.11. The Contractor shall establish appropriate authorization controls for modifying configuration items and verify compliance with software licensing.

1.1.2.12. The Contractor shall establish guidelines for physical and logical separation between development, test and production, and the process for deploying and back-out of configuration changes.

1.1.2.13. The Contractor shall establish configuration baselines as reference points for rebuilds, and provide ability to revert to stable configuration states.

1.1.2.14. The Contractor shall establish process for verifying the accuracy of configuration items, adherence to configuration management process, and identifying process deficiencies.

1.1.2.15. The Contractor shall provide DOT configuration management reports as required and defined by DOT.

1.1.2.16. The Contractor shall perform configuration planning and management to include the development and utilization of a CM plan and associated procedures in accordance with the DOT CM Policy.

1.1.2.17. The Contractor shall perform configuration management processes that track all of the individual and/or collective configuration items.

1.1.2.18. The Contractor shall develop and/or utilize a configuration management database to store all ITSS owned and managed configuration item types. e.g., requirement documents, hardware, software, models, plans, systems, subsystems and services.

1.1.2.19. The Contractor shall establish and maintain an electronic library of all baselined documentation associated to enterprise infrastructure systems and subsystems.

1.1.2.20. The Contractor shall ensure that the appropriate hierarchical relationships are established and maintained between all configuration items stored within the enterprise CMDB.

1.1.2.21. The Contractor shall ensure that the enterprise CM tool contains a change management component or module that provides a list of all the enterprise assets for which a change can be generated against.  This list shall be hierarchical in nature and allow the DOT to identify impacted subordinate configuration items.

1.1.2.22. The contractor shall perform routine and spot check inventories and audits to ensure configurations adhere to approved baselined documentation. 

1.1.2.23. The Contractor shall establish and maintain an electronic “Approved Software List” (Attachment J-23 and J-24) that can be used as validation for identifying, via network monitoring/discovery, the unauthorized installation of software in the DOT environment.

1.1.2.24. The Contractor shall enable the use of network monitoring/discovery tools to generate an alert, to the CM manager, when unauthorized software has been installed or has been identified on devices in the DOT environment.
1.1.2.25. The Contractor shall produce a Configuration Management Report; Configuration Compliance Report (with exceptions and waivers).  
1.1.1. SUB-TASK 6.3:  RELEASE MANAGEMENT
1.1.2.26. The Contractor shall develop, document, update (where appropriate) and execute release management processes that meet DOT requirements and adhere to defined DOT policies.

1.1.2.27. The Contractor shall establish, manage, update, and maintain the overall release plan and release schedule for all planned releases of DOT applications. The plan is an evolving document that describes which features will be delivered in upcoming releases. Each story in a release plan is expected to have a rough size estimate associated with it. The hosting provider is not responsible for Release Management for the current portfolio of applications. Each application owner is responsible for their own release management for their application. Future applications may require Release Management services on a case-by-case basis.

1.1.2.28. The Contractor shall establish and administer the version control schema as it relates to release management of DOT applications.

1.1.2.29. The Contractor shall develop, manage, update, and maintain formal release plans for each release in coordination with change management.

1.1.2.30. The Contractor shall develop quality plans and back-out plans as appropriate for each release.

1.1.2.31. The Contractor shall provide release management plans and schedules to DOT for review, to be completed within ten business days of submission.

1.1.2.32. The Contractor shall plan resource levels and requirements for supporting a release.

1.1.2.33. The Contractor shall ensure that any new software, hardware or support services required for the release are procured and available when needed.

1.1.2.34. The Contractor shall ensure that all necessary testing environments are available and properly configured to support release testing, and secure approval from the application owner.

1.1.2.35. The Contractor shall schedule and conduct release management meetings to include review of planned releases and results of changes made and approved by DOT application owner.

1.1.2.36. The Contractor shall identify and document all configuration items that need to be included in the release, as well as all system inter-dependencies.

1.1.2.37. The Contractor shall plan and manage the acceptance testing process for each release, subject to approval of the Government.

1.1.2.38. The Contractor shall review release management details and alter as appropriate to meet the needs of the DOT (e.g., back-out plan, go/no go decision).

1.1.2.39. The Contractor shall notify affected clients of release timing and impact in accordance with DOT direction.

1.1.2.40. The Contractor shall implement releases in compliance with change management requirements and adherence to detailed release plans.

1.1.2.41. The Contractor shall modify configuration database and asset management items to reflect changes to configuration items due to the release.

1.1.2.42. The Contractor shall conduct post-mortem of releases that necessitated implementation of the back-out plan, and develop and implement appropriate corrective or follow-up actions to minimize future occurrences.

1.1.2.43. The Contractor shall produce Release Documentation for each release.

1.1.2.44. The Contractor shall develop, organize, reorganize, and maintain the Definitive Media Library (DML) and associated repositories.

1.1.2.45. The Contractor shall develop, organize, reorganize, and maintain the Definitive Hardware Store (DHS).

1.1.2.46. The Contractor shall ensure all desktop software versions are kept current in the DML.

1.1.2.47. The Contractor shall ensure all outdated software versions in the DML are partitioned away from current software versions so that it is not feasible for DML users to access the outdated software executables.

1.1.2.48. The Contractor shall develop a plan and process to request, validate, track and assess pilot testing of software releases by DOT operating administrations prior to deploying releases to the production environment. 

1.1.2.49. The Contractor shall develop release communications for all impacting releases and disseminate to the DOT environment in accordance with Government standard business practices.

1.1.2. SUB-TASK 6.4:  ENDPOINT AND INFRASTRUCTURE INTEGRATION AND TESTING SUPPORT
1.1.2.50. The Contractor shall conduct integration and testing services of engineered endpoint solutions performed through the Infrastructure Operations Task Order to ensure that all individual endpoint solutions configured with or added to the DOT IT infrastructure work together cohesively to achieve the intended results. 
1.1.2.51. The Contractor shall conduct independent testing of DOT and ITSS engineered endpoint and infrastructure solutions prior to introduction into the production environment to ensure they are functional, stable, and secure in the desktop, server, and application environment(s) and do not impact other services. This includes system / solution and security testing for all new and upgraded equipment, networks, software or services delivered by the ITSS engineering function. 

1.1.1.1. The Contractor shall develop, document, and maintain integration and testing strategies, plans, and procedures for endpoint solutions that meet requirements and adhere to defined DOT policies.
1.1.1.2. The Contractor shall maintain software (including endpoint-related) release matrices across development, quality assurance, and production environments and networks.
1.1.1.3. The Contractor shall conduct integration and security testing using the ITSS Engineering Test Lab (see Task 6.6 of this PWS) for all new and upgraded endpoint-related equipment, networks, software, or services to include unit, system, integration, and regression testing based on requirements defined in requirements and design documents.
1.1.1.4. The Contractor shall conduct a standardized and repeatable full test cycle for each ITSS engineering endpoint solution to include Test Planning, Test Design, Test Execution, and Test Analysis and Reporting as follows:
1.1.1.4.1. The Contractor shall conduct Test Planning to identify the scope, objectives, risks and schedule; determine test environment needs; and participate in requirements clarification. As a result of Test Planning, the Contractor shall deliver a Test Plan. Test Planning shall provide the appropriate test coverage for ITSS engineered solutions to ensure the ITSS- engineered product or solution is sufficiently tested prior to production. Test Planning shall provide the appropriate test coverage ITSS engineered solutions to ensure the ITSS-engineered product or solution is sufficiently tested prior to production. Test types could include, but are not limited to, integration testing, performance testing, regression testing, stress testing, and Section 508 accessibility testing.

1.1.1.4.2. The Contractor shall conduct Test Design to develop the test strategy, determine test cycles and sequence, create test cases and procedures, and trace requirements to test cases.
1.1.1.4.3. The Contractor shall conduct Test Execution to follow test procedures to run test scripts and implement test cases and document actual test results. The Contractor shall deliver a Test Log to capture results of Test Execution.  The Contractor shall deliver a Test Log to capture results of Test Execution.
1.1.1.4.4. The Contractor shall conduct Test Reporting to analyze the test results and develop the Test Report. The Contractor shall deliver a Test Results Report describing the testing activities performed and any variances between the expected test results and the actual test results. The Test Results Report shall include the identification of unexpected problems and/or defects the Contractor encountered during testing.
1.1.1.5. The Contractor shall evaluate all new and upgraded infrastructure components or services for compliance with Federal security policies, DOT security policies, and industry regulations and procedures.
1.1.1.6. The Contractor shall assess and communicate the overall impact and potential risk to endpoint-related infrastructure components before implementing changes.
1.1.1.7. The Contractor shall stage new and upgraded equipment, software, or services to smoothly transition into the existing environment based on requirements defined in requirements and design documents.
1.1.1.8. The Contractor shall perform modifications and performance enhancement adjustments to DOT endpoint system software and utilities as a result of changes to architectural standards or additions and upgrades to the environment.
1.1.1.9. The Contractor shall test new releases of supported endpoint hardware and software to ensure required performance and functionality is maintained in conformance with DOT SLAs.
1.1.1.10. The Contractor shall provide and support middleware required to integrate software and hardware.
1.1.1.11. The Contractor shall perform configuration management and change management activities related to endpoint solution integration and testing.
1.1.1.12. The Contractor shall provide a bi-weekly Test Execution and Status Report summarizing all Testing activities performed for the EITSS Contract.
1.1.1.13. The Contractor shall ensure all Testing deliverables and work products are catalogued and maintained on the ITSS-provided collaboration and document management site (currently SharePoint). This includes maintaining a logical folder structure and document naming convention for capturing these items for proper archival, backup, approval, version control, and sign offs.

1.1.3. SUB-TASK 6.5:  ENGINEERING TEST LAB SUPPORT
1.1.1.14. The Contractor shall provide the services, processes, and supporting documentation to operate the engineering test environment that replicates as closely as possible the DOT infrastructure. This shall include but not be limited to developing and maintaining operating procedures, user guides, training materials, and other documentation to ensure the proper use of the test environment by users; developing administrative and management processes and documentation to ensure proper operation of the test environment; monitoring the operation of the test environment to ensure users are achieving their test objectives; conducting performance evaluations of the test environment; and scheduling and executing technology refreshes and other activities to ensure the ongoing operation of the test environment.

1.1.1.15. The Contractor shall notify the COR and Federal Task Lead regarding any issues or risks that affect the performance of current or scheduled test activities. The Contractor shall notify the COR and Federal Task Lead within two business days of discovery of an identified issue or risk that could affect performance of the test activities. The Contractor shall provide the COR with a complete description of the issue, diagnosis, resolution actions undertaken, and the impact on the timeframe for test activities.

1.1.1.16. The Contractor shall ensure test lab servers and workstations are kept current with DOT standard versions and configurations.

1.1.1.17. The Contractor shall, at all times, ensure that only approved software and configurations are loaded on approved lab hardware. The Contractor shall call to the attention of the government any software discovered in the lab that is in violation of the standard architecture.

1.1.1.18. The Contractor shall perform daily backups of the test lab files. The Contractor shall schedule automated backups and verify the successful completion of backups weekly.

1.1.1.19. The Contractor shall ensure the test environment continuously mirrors the DOT environment to the greatest extent possible as it is refreshed.

1.1.1.20. The Contractor shall make configuration changes in the test lab at the direction of the COR.

1.1.1.21. The Contractor shall plan for future test lab configuration changes and production deployments in coordination with the COR and/or Federal Task Manager.

1.1.1.22. The Contractor shall make test lab configuration changes in compliance with DOT security policies and procedures and change control procedures.

1.1.1.23. The Contractor shall ensure test lab configuration changes are in accordance with controlled and repeatable procedures established by the Contractor and approved by the COR and/or Federal Task Manager.

1.1.1.24. The Contractor shall ensure all Engineering Test Lab Support deliverables, documentation, and artifacts adhere to the DOT policies, processes, and templates.

1.1.1.25. The Contractor shall permit and support third-party audits (e.g., technical, management, testing, and DOT security) as applicable and use of the test lab for independent testing of engineered solutions as approved by DOT authorized/designated personnel.

1.1.1.26. The Contractor shall provide support to lab customers performing integration and test activities. The Contractor shall provide support during the hours of 8:00 am ET to 5:00 p.m. ET, Monday through Friday, excluding Federal holidays. The Contractor shall also provide support after hours, on weekends, and on Federal holidays as directed by the COR and/or Federal Task Manager for purposes such as deployments, maintenance, and extended testing support.
8. DELIVERABLES

All deliverables identified in the table below shall be submitted in electronic draft format for the COR’s review and feedback. Final copies shall be delivered to the COR five business days after receipt of the Government’s comments. Electronic copies will be submitted in Microsoft Office format unless prior approval for another format has been obtained from the COR. Deliverables shall be submitted as an attachment to an accompanying email describing the deliverable product and delivered to the Task Order COR.

	#
	NAME
	PWS REF.
	DESCRIPTION
	TIMING / PERIODS

	 1
	Kickoff Briefing and Meeting Notes
	 7.1
	The Contractor shall prepare a Kickoff Briefing to support a formal Task Order Kickoff Meeting to be conducted no later than 10 business days of Task Order award. The Kickoff Briefing shall include the following:

· Team Introduction. Introduce Contractor key personnel and other participants.

· Scope. Review the scope of the Task Order.

· Requirements. Discuss the technical approach, deliverables, and reporting requirements for the Task Order. 

· Administration and Logistics. Review Government furnished information / equipment requirements, badging and DOT security processes, and on-site space accommodations

· Potential Problems. Potential contract problem areas and possible solutions should be addressed. Any issues or contract areas that the agency believes may lead to a problem later on, or may be subject to differing interpretations, should be discussed.

· Terms. Summarize contract terms and conditions, particularly any special contract pro

· visions. 
Invoicing. Review invoicing and payment procedures.
The Contractor shall deliver meeting notes from the Kickoff Meeting within 3 business days of the meeting and track any associated action items through completion.
	Kickoff Briefing - Once, not later than (NLT) 10 business days after Task Order award.

Kickoff Meeting Notes – not later than 3 business days following the Kickoff Meeting.

PERIOD:

BASE

	
	Task Order Management Plan (TOMP)
	 7.1
	The Contractor shall prepare a MP describing the technical approach, organizational structure and resources, communications plan, and management and quality controls to be employed to establish and monitor the cost, schedule, technical, and performance requirements through Task Order execution. The MP shall include a continuing process improvement program that the Contractor will execute covering its own operations in supporting and interacting with the ITSS. More specifically, the TOMP shall provide: 

· Complete description of all project milestones, tasks, and subtasks for the entire period of performance 

· Expected results associated with all tasks 

· Estimated level of effort for each task

· Identification of task dependencies and interrelationships 

· Project schedule with associated Gantt Chart or other agreed upon reports

· Associated resource requirements (i.e., GFE)

· Associated responsibilities

· Matrix of all deliverables with planned delivery dates

The Government will use the TOMP to track and monitor the status of all tasks and subtasks. Upon Government approval of the TOMP, the approved version 1.0 will become the baseline TOMP that the Contractor is responsible for implementing. The TOMP is an evolutionary document that shall be updated with significant changes as required. 
	NLT 15 business days after Task Order award.

Final TOMP NLT 30 business days after award.

Updated as warranted, but not less than annually from the date of Final TOMP approval.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	Task Order Integrated Master Schedule (IMS)
	 7.1
	The IMS shall specify the Task Order tasks, sub tasks, dependencies, resource requirements, schedules, and milestone dates. When approved by the COR, the IMS shall be used to monitor, control, and report progress, issues, and resource expenditures. 
	Draft IMS NLT 30 business days after Task Order award

Final IMS NLT 5 business days after receipt of Government feedback on the draft IMS

Updated as warranted, but no less frequently than monthly.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	Monthly Status Report (MSR)
	 7.1.1
	The Contractor shall submit the MSR on the 10th calendar day of each month of performance, unless that day is a holiday or a weekend. In that case, the MSR shall be submitted the next business day. For each month, the MSR shall include:

· A summary of work performed in the preceding month for each task area which includes major milestones achieved or missed, deliverables, upcoming activities, and any anticipated issues that will prevent attainment of milestones and/or deliverables

· A summary of project financial status for each Task Order task area including funded amount, expended to date, funding remaining, and estimate to complete.

· A summary of all deliverables submitted from Task Order inception to date showing the date submitted, and the status of the deliverable (i.e. accepted, rejected). For rejected deliverables, the Contractor shall provide an explanation why the deliverable was rejected, the corrective action plan, and the revised delivery date.

· A summary of the personnel who performed work (i.e., charged direct labor hours) during the month by task area to include their name, job title, task area worked, labor category, and hours charged.

· A summary of funding status (e.g., funded amount, expended amount, planned burn percent, and actual burn percent) and burn chart (for T&M tasks only).
	NLT the 10th calendar day of each month.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	Updated Quality Management Plan
	 7.1.2
	· A description of the inspection system to cover all major services and deliverables. The description shall include specifics as to the areas to be inspected on both a scheduled and unscheduled basis, frequency of inspections, and the title and organizational placement of inspectors.

· A description of the methods to be used for identifying and preventing defects in the quality of service performed.

· A description of the records to be kept to document inspections and corrective or preventative actions taken.

· All records of inspections performed shall be retained and made available to the Government as required by applicable regulations.
	Not later than fifteen (15) business days after award

PERIODS:

BASE

	
	Revision to the Transition-In Plan
	 7.1.3
	Revision to the Transition Plan submitted as part of the Contractor’s proposal. The Transition Plan shall include milestones and when properly trained, qualified, and certified personnel will accomplish full assumption of all requirements identified in the Task Order. The Transition Plan shall include, but not be limited to, start up, mobilization schedule, and transition depicting the chronological sequence of events, which the Contractor shall accomplish beginning on Task Order start date.
	NLT 15 business days of Task Order award

PERIODS:

BASE

	
	Transition Out Plan
	 7.1.3
	A written plan documenting the transition out approach, strategy, and options; resources; schedule; communications; customer engagement; risk management; documentation; GFE; and other elements required for successful transition from the incumbent to a successor contractor.
	As requested by the COR

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	Revision to the Transition Plan
	7.1.3
	Revision to the Transition Plan submitted as part of the Contractor’s proposal
	Within fifteen (15) business days of TO award.

PERIODS: BASE


	#
	NAME
	PWS REF.
	DESCRIPTION
	TIMING / PERIODS

	
	Risk Management Plan
	7.1.4
	A written plan for the identification, analysis, and management of EITSS programmatic risks in this PWS (Attachment J-1). The Risk Management Plan must also include a Risk Register that includes the identification of EITSS Contract risks; their prioritization based on impact and likelihood, and specific risk mitigation strategies. 
	Draft NLT 30 business days after Task Order Award.

Final NLT 5 business days after Government feedback.

Updated as warranted, but no less than monthly.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	Communications Plan
	7.1.4
	A written plan to manage and control internal and external EITSS Contract communication. The plan shall include identification of internal and external stakeholders, and the type, content and frequency for communicating with each. EITSS Contract Communication Plan implementation shall include: Proactive communications based on transparency, predictability, and inclusiveness; use of multiple channels and methods to convey targeted and timely communications across all stakeholder groups; and building trust and confidence in the EITSS Contract.
	Draft NLT 40 business days after Task Order Award.

Final NLT 5 business days after Government feedback.

Updated as warranted but no less than semi-annually.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	Strategic Planning Inputs
	7.1.4
	A process and artifacts for developing the strategic vision and plan elements of ITSS and/or DOT OCIO IT Strategic Plan(s). The strategy artifacts include strategic recommendations, action plans, and roadmaps as well as performance measures and & indicators in alignment with the DOT EITSS Strategy. The strategic planning process shall be accomplished in concert with the DOT ITSS and OCIO technical and business strategic planning efforts.
	Draft inputs NLT 120 business days after Task Order Award.

Final NLT 5 business days after Government feedback.

Updated as warranted but no less than semi-annually.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	Contract Quarterly Program Review Slide Template and Meeting Minutes.
	7.1.4
	A template capturing summary cost, schedule, and performance data on all EITSS Task Orders. It should also capture any important issues and concerns potentially affecting cost, schedule, and performance (e.g., delivery of required deliverables) on the EITSS Infrastructure Operations and End User Support Task Orders. The template should also capture any immediate cross-project and program coordination opportunities or challenges. The meeting minutes shall document all substantive discussion points and action items from the meeting. The Contractor shall track action items identified at the meeting and shall report status to the EITSS Contract until the action item is closed.
	Draft inputs NLT 60 business days after Task Order Award.

Final NLT 5 business days after Government feedback.

Updated as warranted but NLT 20 business prior to subsequent Quarterly EITSS Contract Review meetings.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	Deliverable Review Meeting Reports
	 7.1.
	A written report presenting capturing the discussion, analysis, findings, and recommendations from bi-weekly Deliverable Review Meetings convened and facilitated by the provider. The bi-weekly Deliverable Review meetings are to ensure timely review and capture of government feedback on contractual deliverables submitted by the EITSS Infrastructure Operations and End User Support Task Orders related work activities. The Contractor shall produce a Deliverable Review Meeting Report documenting discussion, analysis, findings, and recommendations.


	Per EITSS Task Order deliverable schedules and a specific request from the COR.

Deliverable Review Reports shall be submitted NLT 4 business days after formal request by the Task Order COR.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	SLA Review Report for EITSS Task Orders
	 7.1.
	A written document presenting analysis verifying and validating the actual performance of each Task Order against contractual SLAs to include the accuracy and completeness of their monthly SLA reports as well as actual performance against contractual SLA targets. 
	Monthly NLT 10 business days from receipt of EITSS Infrastructure Operations, End User Support and Program Support Task Order monthly SLA reports.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	SLA Disincentive Report.
	 7.1.
	A written document describing the process used to determine a recommendation (consistent with the SLA and associated disincentives), the proposed SLA achievement recommendations (based on actual and documented performance) of EITSS Infrastructure Operations, End User Support and etc. Task Order provider’s performance against contractual Service Level Agreements.
	Per EITSS Task Order contractual SLAs and SLA timelines.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	Labor Category Qualification Report
	7.1.
	A written report validating whether proposed Infrastructure Operations, End User Support Task and etc. Task Order contractor employees meet the qualifications to be billed in each labor category for the associated Task Orders.
	Per EITSS Task Order staffing plans and schedules and a specific request from the Task Order COR.

Labor Category Qualification Report shall be submitted NLT 5 business days of formal request by the Task Order COR.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	EITSS Contract Lessons Learned Report
	 7.1.
	A written report documenting EITSS Contract challenges and successes, identifying causes of difficulties, and recommendations on how to achieve greater success in the future. The report shall also include recommendations for potential cost savings options for the EITSS Task Orders.
	Initial NLT 6 calendar months after Task Order award.

Semi-annually thereafter, NLT than the 10th calendar day following the six-month period.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	Meeting Minutes
	 7.1.5
	A written document summarizing substantive discussion points and action items from a meeting.
	NLT 2 business days following the conclusion of each meeting attended.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5


	

	
	Asset Inventory Report
	7.3.1
	Quarterly asset inventory report which describes all hardware and software on the network; in DOT- approved format.
	Quarterly at Government direction

PERIODS: BASE OP1 OP2 OP3    OP4    OP5

	
	“Wall-to-wall” Physical Inventory Audit
	 7.3.1
	Includes all in-scope assets (both on and off the network), assets in service locations; and explanations/root cause analysis where 100 percent of the physical inventory cannot be performed.
	Annually at Government direction

PERIODS: BASE OP1 OP2 OP3    OP4    OP5

	
	Change Management Plan
	7.6.1
	Defines activities and roles to manage and control change during the execute and control stage of the project.

Change is measured against the project baseline, which is a detailed description of the project's scope, budget, schedule, and plans to manage quality, risk, issues, and change.
	Quarterly at Government direction

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	Requests for Change
	7.6.1
	Including classification of proposed changes to the services, which shall include change cost, risk impact assessment, and system(s) DOT security considerations
	As RFCs are released throughout the TO POP

PERIODS: BASE OP1
OP2 OP3 OP4 OP5

	
	Schedule of Planned, Approved Changes
	7.6.1
	Forward schedule of changes (FSC).


	Monthly on the 1st
business day of each month throughout the TO PoP

PERIODS: BASE OP1
OP2 OP3 OP4 OP5

	
	Change Documentation
	7.6.1
	Includes proposed metrics as to how effectiveness of the change will be measured. The Government will approve the proposed metrics.
	As requested by the Government
PERIODS: BASE OP1
OP2 OP3 OP4 OP5

	
	Change Impact Report
	7.6.1
	Report describing results of changes, impacts, and change effectiveness metrics on a daily, weekly, and monthly basis.
	Daily, weekly, and monthly throughout the TO PoP

PERIODS: BASE OP1
OP2 OP3 OP4 OP5

	
	Configuration Management Processes
	7.6.2
	Documented procedures for configuration management.
	Quarterly at Government direction throughout the TO PoP

PERIODS: BASE OP1
OP2 OP3 OP4 OP5

	
	Configuration Management Reports
	7.7.2
	Including Configuration Item (CI) details, CI history, CI relationship history, dormant CIs, configuration process details, deleted actual CIs, and other CI data as requested by the Government.
	As requested by the Government
PERIODS: BASE OP1
OP2 OP3 OP4 OP5

	
	Configuration Management Plan
	7.7.2
	Including the method, approach, tools, training, configuration identification, configuration control, inventories and audits as well as data/library management.
	90 Days after TO award.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	Release Management Processes
	7.6.3
	Documented procedures for release management.
	Quarterly at Government direction throughout the TO POP



	
	Release Plan and Release Schedule
	7.6.3
	Evolving document that describes which features will be delivered in upcoming releases. Each story in a release plan has a rough size estimate associated with it.
	Monthly at the management meeting throughout the TO POP

PERIODS: BASE OP1

OP2 OP3 OP4 OP5

	
	Release Documentation
	7.6.3
	Documentation describing the contents of each release and the specific defects and issues addressed with the release.
	Due 10 business days before each new release throughout the TO POP

PERIODS: BASE OP1

OP2 OP3 OP4 OP5

	
	Test Plan
	7.6.4
	A written plan for each test describing the test concept, objectives and requirements to be satisfied, test methods, elements, responsible activities associated with the testing, and the required measures and recording procedures to be used.
	One plan for each test delivered NLT 10 business days prior to the initiation of each test.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	Test Procedures
	7.6.5
	A written document specifying the exact process to be followed to conduct each of the test cases. For each item to be tested, a test procedure will specify the step-by-step process to be followed in conducting the appropriate test cases. The level of detail must be such that the test procedure is repeatable.
	One document for each test conducted delivered NLT 5 business days prior to the initiation of each test.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	Test Log
	7.6.5
	A matrix maintained during testing that records when each test is executed, how often, the outcome of each test execution, and key observations made during test execution.
	On log for each test conducted delivered NLT 5 business days prior to the completion of each testing cycle in accordance with the timeline agreed to in the Project Schedule.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	Test Results Report
	7.6.5
	A written document containing the following:

· Summaries of the results of each test non-conformity

· Summaries of the results of each test failure

· Recommendations of any action to be taken as a result of the acceptance tests, where applicable

· Overall description of testing performed and results

· New tests added

· Description of image build stability

· Recommendation on whether the image is ready for deployment

· List of new issues/bugs
	One document for each test conducted delivered NLT 5 business days of completion of each testing cycle in accordance with the timeline agreed to in the Project Schedule.

Testing shall be completed NLT 10 business days of receipt of a build and devices to be tested.

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	Test Execution and Status Report
	7.6.6
	A written document providing a summary of all Testing activities performed in the environment. The report will include:

· Accomplishments for this period

· Scheduled tasks for next period

· Meetings for the previous week and upcoming meetings

· Recommended Program actions

· Preliminary issues
· Issue log of outstanding issues for monitoring purposes
	NLT 20 business days following award

PERIODS:

BASE

OP1

OP2

OP3

OP4

OP5

	
	Engineering Test Lab Operating Documentation
	7.6.4
	Written materials to operate the test environment, including, but not be limited to, operating procedures, user guides, training materials, and other documentation to ensure to correct use of the test environment by users.
	Draft NLT 80 business days following Task Order award; final NLT 5 business days following receipt of government feedback on the draft; thereafter, updated as need but NLT annually.

	
	Engineering Test Lab Configuration Management Procedures
	7.6.4
	A written document detailing Engineering Test Lab Configuration Management procedures to ensure test lab configuration changes are in accordance with controlled and repeatable procedures.
	Draft NLT 100 business days following Task Order award; final NLT 5 business days following receipt of government feedback on the draft; thereafter, updated as need but NLT annually.


	1. SLA SUMMARY

	1A.  TASK 
	Program Management Support
	1B.  SUB-TASK
	All

	1C.  SLA #
	PM SLA-1 
	1D.  SLA NAME
	Key Personnel Replacement

	2. SLA OVERVIEW

	2A.  SLA DESCRIPTION
	The purpose of this SLA is to track and record the timeliness of contractor staffing of key personnel positions on the Program Management & Integration Support tasks.

The Contractor shall notify the Government Contracting Officer and Contracting Officer’s Representative in writing via email within 24 hours of date of initial position vacancy, including position title, name of personnel, the impact such vacancy is anticipated to have on existing work, and action to be taken to mitigate risk.

	2B.  RATIONALE
	Key personnel availability is essential to effective performance.

	2C.  ANTICIPATED CUSTOMER OUTCOMES
	Incentivizes the provider to maintain key personnel staffing with appropriate skills, training, and experience to meet the job requirements in a timely manner.

	2D.  PERFORMANCE WORK STATEMENT REFERENCE
	Key Personnel

	2E.  PERFORMANCE PERIOD
	This SLA is in effect on a continuous basis without interruption throughout the Period of Performance as listed on a Task Order that is part of work described in Program Management & Integration Support (Attachment J-1).

	3.  SERVICE LEVEL OBJECTIVE

	3A.  HOLD HARMLESS PERIOD
	Thirty (30) calendar days after award.

	3B.  TARGET SERVICE LEVEL OBJECTIVE
	Total elapsed time of not more than 6 calendar weeks (i.e., 28 calendar days) to fill any given key position vacancy with qualified and appropriately cleared personnel.

	3C.  DISINCENTIVE 
	Failure to attain this SLA would result in a 1.5% percent reduction in the contractor’s invoice for the Task Orders related to Program Management & Integration Support (Attachment J-1).

	4.  SLA MEASUREMENT

	4A.  MEASUREMENT INTERVAL
	Measurements to be taken on a rolling daily calendar day basis for each unfilled position. 

	4B.  MEASUREMENT PERIOD
	The Measurement Period begins at 00:00:00 on the first calendar day of the month and ends at 23:59:59 on the last calendar day of the month.

	4C.  SOURCE OF MEASUREMENT DATA
	The COR will create, maintain, and update a Key Personnel Log where the Contractor will, at minimum, record and track key position titles and responsibilities, date that the position was initially established, date that the key position was staffed, name of the individuals filling the key position at any given period of time, the date that (for any reason) the key position vacated, date name for a new individual was submitted and approved by DOT for onboarding (security), and the cumulative elapsed time the position is vacant.

	4D.  METHOD OF MEASUREMENT
	Measurements are taken monthly on a per-position vacancy basis commencing no more than 24 hours following the date a position is created and unfilled or vacated by Contractor staff member. Measurement takes into account the time required by the Federal Government to onboard personnel. 

	4E.  TIMING OF MEASUREMENT
	SLA attainment is calculated throughout the measurement period.

	4F.  METHOD OF GOVERNMENT SURVEILLANCE
	100 Percent Inspection. Monthly report on SLA attainment providing length of elapsed time to fill vacant key positions with qualified and trained staff from date of initial vacancy. The Government COR will conduct full reviews of all Contractor key personnel vacancies and the timely filling of open key personnel positions.

	4G.  ASSUMPTIONS/ CONDITIONS
	N/A

	4H.  EXCEPTIONS
	The duration of time to onboard personnel will be considered as an exception when determining the count of the days the position has been vacant. The measurement period will restart after approval to onboard has been received (next business day) by the based on the end of after initial request to submit for onboarding. 

	4I.  POLICY
	N/A

	5.  SLA CALCULATION

	5A.  CALCULATION
	Total elapsed time in calendar days to fill an open key position from date position is initially vacated until qualified appropriately cleared personnel are working onsite is calculated as:

· The Minimum Service Level shall be obtained if the total of calendar days to fill position less than or equal to 28 calendar days; and 
· The Target shall be obtained if the total of calendar days to fill position less than or equal to 14 calendar days applicable to all open key positions during the measurement period.

	5B.  SUCCESS CRITERIA
	Replacement of Key Personnel within SLA-specified targets.

	5C.  DEFINITSSNS
	N/A

	6.  SLA ADMINISTRATION

	6A.  REPORTING FREQUENCY
	1. Reporting planning and preparation to commence during Transition; reporting to commence at start of Option Period 1.
2. Monthly reporting of SLA attainment with report provided to the COR within 5 working days of the end of each calendar month reporting period.

	6B.  NOTES AND COMMENTS
	None


	1. SLA SUMMARY

	
	
	
	

	1A.  TASK 
	All
	1B.  SUB-TASK
	All

	1C.  SLA #
	PM SLA-2
	1D.  SLA NAME
	Performance Satisfaction

	2. SLA OVERVIEW

	2A.  SLA DESCRIPTION
	The purpose of this SLA is to incentivize a high level of ITSS and other stakeholder satisfaction with Contractor service delivery.

	2B.  RATIONALE
	Incentives the Service Provider to continuously focus on high customer satisfaction through service delivery excellence.

	2C.  ANTICIPATED CUSTOMER OUTCOMES
	High satisfaction with contractor performance is indicative of customer-focused and high-quality service delivery.

	2D.  PERFORMANCE WORK STATEMENT REFERENCE
	All

	2E.  PERFORMANCE PERIOD
	This SLA is in effect on a continuous basis without interruption throughout the Task Order Period of Performance. 

	3.  SERVICE LEVEL OBJECTIVE

	3A.  HOLD HARMLESS PERIOD
	Thirty (30) calendar days after Task Order award.

	3B.  TARGET SERVICE LEVEL OBJECTIVE
	Greater than or equal to 85% of all survey respondents are Satisfied, More Than Satisfied, or Very Satisfied with Contractor service delivery.

	3C.  DISINCENTIVE 
	Failure to attain this SLA would result in a 2.5% percent reduction in the contractor’s invoice for  .

	4.  SLA MEASUREMENT

	4A.  MEASUREMENT INTERVAL
	The Measurement Interval is every 3 months for first year and then every 6 months thereafter.

	4B.  MEASUREMENT PERIOD
	The Measurement Period begins at 00:00:00 on the first day of the month and ends at 23:59:59 on the last day of the month.

	4C.  SOURCE OF MEASUREMENT DATA
	The source of measurement is survey responses.

	4D.  METHOD OF MEASUREMENT
	The COR (or designee) will issue customer satisfaction surveys to designated Government customers / stakeholders with direct experience with the contractor’s service delivery. The COR (or designee) will tabulate Survey responses to determine overall satisfaction with Contractor service delivery. 

	4E.  TIMING OF MEASUREMENT
	Measurements are taken within 5 days of the end of the Measurement Period.

	4F.  METHOD OF GOVERNMENT SURVEILLANCE
	Sampling of Customers for Surveys. The COR will identify a targeted set of customers / stakeholders with direct experience and interaction with the contractor and request completion of a survey.



	4G.  ASSUMPTIONS / CONDITIONS
	N/A

	4H.  EXCEPTIONS
	A minimum of 20% response rate is required for the survey to be valid. 

	4I.  POLICY
	Failure to meet the Target Service Level Objective requires contractor submission of a Service Improvement Plan for COR approval identify specific and measurable actions the Contractor will take to improve customer satisfaction with delivered services.

	5.  SLA CALCULATION

	5A.  CALCULATION
	The number of survey respondents who were Satisfied, More Than Satisfied, or Very Satisfied divided by the total number of completed surveys returned. 

	5B.  SUCCESS CRITERIA
	High satisfaction with contractor performance

	5C.  DEFINITIONS
	None

	6.  SLA ADMINISTRATION

	6A.  REPORTING FREQUENCY
	The COR or designee will provide:

1. Reporting planning and preparation to commence during Transition; reporting to commence at start of Base Period, Year 2.

2. Monthly reporting of SLA attainment for periods surveyed. Quarterly survey reporting during first year, semi-annual thereafter.

	6B.  NOTES AND COMMENTS
	None


	1. SLA SUMMARY

	1A. TASK
	Task 3: Asset Management
	1B. SUB- TASK
	Sub-Task 3.1: Hardware Asset Management 

	1C. SLA
#
	PM-SLA - 4
	1D. SLA NAME
	Asset Management

	2. SLA OVERVIEW

	2A. SLA DESCRIPTION
	Measures the Contractor’s timely updating of the hardware inventory.

	2B. RATIONALE
	Incentivizes the Service Provider to provide sufficient staff to maintain an accurate inventory.

	2C. PERFORMANCE WORK STATEMENT REFERENCE
	The Contractor shall track, monitor, and document inventory of Government- furnished end user hardware dynamically in the Service Management System (currently Remedy) as hardware is received at DOT and deployed into the environment. Inventory information shall include, but not be limited to, manufacturer, model number, quantity, item name, item description, serial number, recipient name, and recipient location. Inventory shall be updated within forty-eight (48) calendar hours of deployment.

The Contractor shall maintain the accuracy of the DOT the Service 
Management System (currently Remedy) for all OCIO/ITSS government 
furnished equipment within forty-eight (48) hours of receipt, deployment and disposition within business days. 


	2D. PERFORMANCE PERIOD
	This SLA is in effect during Operating Hours/Business Days

	3. SERVICE LEVEL OBJECTIVE

	3A. HOLD HARMLESS PERIOD
	Until Assumption of Responsibility (AOR)

	3B. TARGET SERVICE LEVEL OBJECTIVE
	99% of hardware items logged into the inventory management systems within forty-eight (48) calendar hours within business days from the point the items have arrived at DOT COE managed asset room.

	3C. DISINCENTIVE
	In the event of SLA failure in a given period 1% of the Contractor’s invoice for PM/IS Task Order: shall be deducted from the invoice for that period

	4. SLA MEASUREMENT

	4A. MEASUREMENT INTERVAL
	The Measurement Interval is one (1) month

	4B. MEASUREMENT PERIOD
	The Measurement Period begins at 7:00:00 AM on the first day of the contract month and ends at 7:00:00 PM on the last day of the contract


	
	month

	4C. SOURCE OF MEASUREMENT DATA
	The source of measurement data is the GFE SMS

	4D. METHOD OF MEASUREMENT
	SLA attainment is measured by calculating the elapsed time from the closure of a hardware or software deployment ticket to the updating of the inventory in the GFE inventory management system

	4E. TIMING OF MEASUREMENT
	SLA attainment is calculated after the Measurement Period has expired

	4F. METHOD OF GOVERNMENT SURVEILLANCE
	Subject to random or planned audit by the Government or its third-party designee

	4G. ASSUMPTIONS/ CONDITIONS
	None

	4H. EXCEPTIONS
	1. Tickets generated while during downtime of the GFE SMS due to a network outage or network performance degradation outside the control of the Contractor are excluded from the calculation
2. Contacts that occur during the following periods are excluded from the Numerator and Denominator for calculation purposes:
a. GFE SMS downtime approved by the Government (e.g., for scheduled maintenance)

b. GFE SMS downtime due to events outside Contractor control and approved as such by the Government

c. Failure of Monitoring Tools

	5. SLA CALCULATION

	5A. CALCULATION
	(NUMERATOR) Number of asset records updated in less than the Target Service Level Objective ÷

(DENOMINATOR) Total assets deployed * 100 = (RESULT) Service Level (%) Attained

	5B. SUCCESS CRITERIA
	A successful inventory action is one completed in less than the Target Service Level Objective

	5C. DEFINITIONS
	None

	6. SLA ADMINISTRATION

	6A. REPORTING FREQUENCY
	1. Reporting planning and preparation to commence during Transition; reporting to commence at start of Option Period 1

2. Daily reporting of results from prior day

3. Weekly reporting of results from prior week

4. Monthly reporting of results from prior month

5. Quarterly reporting of results from prior quarter
6. Monthly reporting of SLA attainment and root cause of SLA failures at the Monthly Status Meeting

	6B. NOTES AND COMMENTS
	None




	1. SLA SUMMARY

	1A. TASK
	Process and Integration Support
	1B. SUB- TASK
	7.1 Change Management

	1C. SLA
#
	PM-SLA - 6
	1D. SLA NAME
	Change Management

	2. SLA OVERVIEW

	2A. SLA DESCRIPTION
	Measures the timely application of changes to application systems and timely backouts as necessary.

	2B. RATIONALE
	Incentivizes the Service Provider to execute change management in a timely manner

	2C. PERFORMANCE WORK STATEMENT REFERENCE
	The Contractor shall apply application changes and change backouts in a timely manner in accordance with SLAs.

	2D. PERFORMANCE PERIOD
	This SLA is in effect on a continuous 24x7x365 basis throughout the TO period of performance.

	3. SERVICE LEVEL OBJECTIVE

	3A. HOLD HARMLESS PERIOD
	Until Assumption of Responsibility (AOR)

	3B. TARGET SERVICE LEVEL OBJECTIVE
	· 90% of changes or backouts implemented within the approved change timeframe
· 100% of changes or backouts implemented within 125% of the approved change timeframe (i.e. changes scheduled for implementation in 1 hour will be completed in 1 hour and 15 minutes)

	3C. DISINCENTIVE
	Failure to meet this SLA in a given period results in 2% reduction of the entire invoice for that period.

	4. SLA MEASUREMENT

	4A. MEASUREMENT INTERVAL
	The Measurement Interval is one (1) month

	4B. MEASUREMENT PERIOD
	The Measurement Period begins at 00:00:00 on the first day of the month and ends at 23:59:59 on the last day of the month

	4C. SOURCE OF MEASUREMENT DATA
	The source of measurement data is the Service Management System

	4D. METHOD OF MEASUREMENT
	SLA attainment is measured from the time the change is approved to the time it is deployed to production or backed out

	4E. TIMING OF MEASUREMENT
	SLA attainment is calculated throughout the Measurement Period.

	4F. METHOD OF GOVERNMENT SURVEILLANCE
	Subject to random or planned audit by the Government or its third-party designee

	4G. ASSUMPTIONS/
	None


	CONDITIONS
	

	4H. EXCEPTIONS
	None

	5. SLA CALCULATION

	5A. CALCULATION
	(NUMERATOR) Timely changes ÷ (DENOMINATOR) Total changes = (RESULT) Service Level (%) Attained

	5B. SUCCESS CRITERIA
	Timely changes are changes deployed to, or backed out from, production within the Target Service Level Objective

	5C. DEFINITIONS
	None

	6. SLA ADMINISTRATION

	6A. REPORTING FREQUENCY
	1. Reporting to commence at Assumption of Responsibility
2. Daily reporting of results from prior day
3. Weekly reporting of results from prior week
4. Monthly reporting of results from prior month
5. Quarterly reporting of results from prior quarter
6. Monthly reporting of SLA attainment and root cause of SLA failures at the Monthly Status Meeting

	6B. NOTES AND COMMENTS
	None


	1A.  TASK 
	 Process and Integration Support
	1B.  SUB-TASK
	7.6.4 Testing Services

	1C.  SLA #
	PM-SLA -7
	1D.  SLA NAME
	Defect Releases to Production

	2. SLA OVERVIEW

	2A.  SLA DESCRIPTION
	This SLA tracks and records the percentage of non-detected priority 1 and 2 defects of engineered solutions developed by the provider that are discovered within 90 calendar days from the solution’s production release date.
Was it identified before it got to production

	2B.  RATIONALE
	Incentivizes the contractor to ensure high quality testing by ensuring the detection of defects in solutions developed by the EITSS Task Order Service Provider prior to deployment to the production environment.

	2C.  ANTICIPATED CUSTOMER OUTCOMES
	Better solutions, reduced risk of failure, and a better customer experience for solutions developed by the EITSS Infrastructure Operations Service Provider

	2D.  PERFORMANCE WORK STATEMENT REFERENCE
	Endpoint and Infrastructure Integration and Testing Support 

	2E.  PERFORMANCE PERIOD
	This SLA is in effect on a continuous basis without interruption throughout the Period of Performance as listed on Task Orders associated with this Task within the Program Management and Integration Support work activities.

	3.  SERVICE LEVEL OBJECTIVE

	3A.  HOLD HARMLESS PERIOD
	Thirty (30) calendar days after Task Order award.

	3B.  TARGET SERVICE LEVEL OBJECTIVE
	The percentage of engineered solutions subject to independent testing with non-detected defects in production (within 90 calendar days of production release) is less than 5%.

	3D  DISINCENTIVE 
	Failure to attain this SLA would result in a 5% percent reduction in the contractor’s invoice for Task 3.

	4.  SLA MEASUREMENT

	4A.  MEASUREMENT INTERVAL
	The Measurement Interval is one (1) month.

	4B.  MEASUREMENT PERIOD
	The Measurement Period begins at 00:00:00 on the first calendar day of the month and ends at 23:59:59 on the last calendar day of the month.

	4C.  SOURCE OF MEASUREMENT DATA
	The source of measurement data is the Contractor’s measurement system and the GFE Service Management System (SMS).

	4D.  METHOD OF MEASUREMENT
	SLA attainment is measured by calculating the number of Priority 1 and 2 defects for engineered solutions that were subject to independent testing that were not discovered by the independent testing provider. Priority 1 and 2 defects discovered in production (within 90 calendar days from the production release date) for engineered solutions developed by the contractor subject to independent testing will be cross-referenced to the Test Results Report delivered by the Independent Testing contractor for that solution to determine if the defect was identified during independent testing.

	4E.  TIMING OF MEASUREMENT
	Measurements are taken within 5 calendar days of the end of the Measurement Period.

	4F.  METHOD OF GOVERNMENT SURVEILLANCE
	100 Percent Inspection. Monthly report on SLA attainment DOTtion of the Task Order Monthly Status Report providing the number of defects discovered in the production environment related to solutions developed by the contractor that were subject to independent testing and not discovered during independent testing. The SLA attainment data is subject to random or planned audit by the Government or its third-party designee.

	4G.  ASSUMPTIONS/ CONDITIONS
	None.

	4H.  EXCEPTIONS
	· Solutions developed by the contractor that were not subject to independent testing are exempt

· Defects identified by the Independent Testing contractor during 

· independent testing and not corrected by the contractor due to a government decision to proceed to production are exempt.

· Applies only to Priority 1 and 2 defects discovered within 90 calendar days of the solution’s production release date.

	4I. POLICY
	N/A

	5.  SLA CALCULATION

	5A.  CALCULATION
	Defect Leakage to Production = (# of Engineered Solutions subject to independent testing with non-detected Priority 1 and 2 defects / total # of Engineered Solutions subject to independent testing released to production) x 100

	5B.  SUCCESS CRITERIA
	The Contractor conducts effective independent testing resulting in minimal defects discovered in the production environment for solutions.

	5C.  DEFINITIONS
	Defect. A flaw in a solution or solution component that causes the solution or component to fail to perform its required function.

Defect Priority Definition and Categories

Priority defines the order in which a defect should be resolved. In other words, do we fix it now, or can it wait? The higher the priority, the more urgent it is for the developer to fix the defect.

· Priority 1 (Critical): The defect must be resolved as soon as possible because the defect prevents a user from using or entering information into the application. The solution cannot be used until the repair has been implemented.

· Priority 2 (High): The defect must be resolved as soon as practical after all Critical Priority defects have been resolved. The defect causes issues with one or more parts of the solution and prevents a user from obtaining reliable information from the solution. The solution can be used, but it is degraded.

	6.  SLA ADMINISTRATION

	6A.  REPORTING FREQUENCY
	1. Reporting planning and preparation to commence during Transition; reporting to commence at start of Option Period 1

2. Monthly reporting of SLA attainment in Task Order Monthly Status Report.

	6B.  NOTES AND COMMENTS
	None
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