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• benchmark individual jobs in the national and local marketplaces where we conduct business to 
identify jobs that may need to be moved within our base pay structure 

• identify other characteristics about jobs including shift differentials, on-call and other premium pay 
information that may be provided 

• identify annual salary budget, salary structure, merit budget and other major program trends of other 
employers 

• assess our current geographic differential structure 
 
Verification of our participation in surveys may be obtained by contacting any of the following three 
references: 

Ongoing research, analysis and evaluation of the base pay program allow us to consistently identify 
elements of our program that may need adjustments—either immediately or in the upcoming year. 
Constant monitoring of the base pay program enables VO to remain market competitive in salary, which 
directly results in reduced turnover and increased employee retention and satisfaction.  
 
EMPLOYMENT STATUS 
VO’s workforce consists of multiple categories of employees (full-time, part-time, flex and temporary) 
who work different schedules and whose eligibility for benefits depends on their employment status with 
the company. Specifically for the MOS Program, our employees consist of: 
• 95.6% full-time (expected to work a minimum of 32 hours per week and eligible for full 

participation in all benefit plans) 
• 4.3% part-time (regularly scheduled to work less than 32 hours per week; part-time employees who 

regularly work at least 20 hours per week are eligible for full participation in all benefit plans) 
• 0.1% flex (hired to work on-call, as needed, with no guaranteed hours or schedule; not entitled to 

regular benefits) 
• 0% temporary (hired for a specified period of time; not entitled to regular benefits) 
 
Employees are classified according the Department of Labor’s Fair Labor Standards Act as: 
• Salaried Exempt. Positions of a professional nature as prescribed by federal and state labor statutes, 

are exempt from mandatory overtime payments. 
• Hourly Non-Exempt. Positions of a clerical, technical, or service nature, as defined by statute, are 

covered by provisions for overtime payments. 
 
KEY PERSONNEL  
VO’s Key Personnel—as defined in PWS 10.1, and who currently support the MOS Program—are 
highly knowledgeable and experienced staff who individually exceed all MOS requirements. 
Additionally, our Key Personnel possess a unique understanding of the organizations and personnel we 
will serve through the MOS Program. Per PWS 10.1, this includes: Program Director, Deputy Program 
Director, Director of Call Center Operations, Director of Non-Medical Counseling, Director of Quality 
Control, Director of IT/Communications Resources, Information Security Manager, Financial Manager, 
Contract Administrator, and Subcontractor Manager.  

   

(b) (4)
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VALUEOPTIONS LABOR CATEGORIES 
Below, we provide a list of the labor categories for ValueOptions’ MOS Team. Please note that this list 
only contains positions who charge direct labor hours to the MOS Program (except for the Contract 
Administrator, Finance Manager, and Subcontractor Manager who are MOS Key Personnel considered 
as general and administrative positions within our organization). Key Personnel or program management 
positions (defined as any position that provides managerial oversight of MOS staff).have been identified 
with an *; job descriptions for each Key Personnel and program management position are provided at 
the end of this document.   
 
1. Program Director * 
2. Deputy Program Director * 
3. Director of Call Center Operations * 
4. Director of Non-Medical Counseling * 
5. Director of Quality Control * 
6. Director of IT/Communication Resources * 
7. Information Security Manager * 
8. Financial Manager * 
9. Contract Administrator * 
10. Subcontractor Manager * 
11. Administrative Assistant 
12. AIX System Administrator II 
13. AS400 System Administrator II 
14. Business Systems Analyst II 
15. Business Systems Analyst III 
16. Call Center Manager * 
17. Clinical Coordinator 
18. Clinical Quality Auditor 
19. Clinical Supervisor * 
20. Clinical Trainer 
21. Computer Operator II 
22. Computer Operator III 
23. Content Specialist 
24. DB2-BBA-II 
25. Director of JFSAP & Specialty Consultants * 
26. Event Coordinator 
27. Fulfillment Coordinator 
28. Health & Wellness Coach 
29. Information Security Analyst II 
30. Intake Specialist  
31. Implementation Project Manager I 

32. Implementation Project Manager II 
33. Implementation Manager III 
34. IT Project Manager 
35. IT Quality Assurance Specialist II 
36. JFSAP Consultant 
37. JFSAP Regional Consultant Manager * 
38. LAN Support Tech 
39. LAN/WAN Engineer 
40. Manager of Clinical Quality Auditors * 
41. Manager of Wounded Warrior Resources * 
42. Production Scheduler 
43. Provider Relations Director * 
44. Provider Relations Manager  
45. Provider Relations Representative 
46. Provider Relations Specialist 
47. Quality Analyst 
48. Quality Manager * 
49. Research Supervisor * 
50. Researcher – CSA 
51. Resource Coordinator 
52. Technical Trainer 
53. Telecommunications Specialist 
54. Triage Consultant 
55. Triage Consultant (licensed) 
56. Web Developer II 
57. Web Developer III 
58. Web Development Manager * 
59. Website Editor II 
60. Workforce Management Analyst  
61. Wounded Warrior Resources Specialty 

Consultant 
 
STANDARD WORK SCHEDULES 
To ensure consistent application of our compensation philosophy and full compliance with federal and 
state laws, VO has established the following definitions of workdays, workweeks, and work schedules: 
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Workweek / Work Schedule. A workweek begins at 12:00 a.m. Sunday and ends the following 
Saturday at 11:59 p.m. Two consecutive workweeks comprise a pay period; employees are scheduled to 
work their assigned hours within each pay period according to their employment status.  
 
ADMINISTRATIVE MATTERS 
Standard Pay Practices. VO pays employees by check, pay card, and direct deposit on a regular basis 
and in a manner that the amount, method, and timing of such payments comply with applicable laws and 
regulations. Employees are normally paid biweekly. 
 
Direct Deposit. VO encourages employees to have their paychecks directly deposited at a financial 
institution. Direct Deposit Authorization forms are available in the Human Resources Department and 
are also provided to new employees during orientation. Employees can establish direct deposit with 
most banks and credit unions and can deposit their entire net pay or a portion of their pay to the 
account(s) of their choice.  
 
PERFORMANCE MANAGEMENT 
Employee Development Philosophy. The goal of employee development at VO is to align business 
goals with employee goals and interests. The process encourages a candid sharing of information 
between supervisors and employees regarding the business direction, employee goals and interests, 
development feedback, and the competencies required for success at VO. 
 
Providing timely and regular performance feedback is essential to retain and develop the best employees 
in the industry. Employee participation and open communication in the performance management 
process fosters a motivating and productive work environment and ultimately contributes to VO success. 
Employees and supervisors share responsibility for effective performance management in a proactive 
and collaborative manner. Supervisors are expected to share their vision and performance expectations 
with employees and provide ongoing, clear and objective feedback, including course correction 
throughout the review period. Employees must actively participate in all aspects of managing their 
performance and career development which includes developing self-evaluations.    

 
Performance Review Process. Performance management includes a mandatory 90 day and 1 year 
performance appraisal. The objectives of the performance appraisals are to: 
• recognize and reward employees’ contributions to the organization 
• direct and improve future performance by evaluating an employee's efforts against previously agreed 

upon goals and expectations 
• develop a mutual understanding of what is expected of the employee in the future 
• identify individuals eligible for immediate promotion, employees who could qualify for promotion 

with further training and development, employees who have reached a development plateau of a 
permanent nature, and employees who are not performing 

• identify specific programs to meet developmental needs 
• encourage self-development 
• determine merit increases when applicable 
 
Performance Improvement Coaching. The intent of performance improvement coaching is to provide 
timely “course correction” resulting in a “win-win” situation for the employee, supervisor, department, 
and company. This coaching should begin as soon as a supervisor determines that employee 
performance has declined from previously established standards. VO expects all employees to comply 
with the organization standards of behavior and performance and that any non-compliance with these 
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standards must be corrected. VO makes provisions for documenting, as needed, unacceptable 
performance and behavior and resulting action taken on a Performance Improvement Plan (PIP). The 
objectives of the PIP are to: 
• direct and improve future performance by evaluating an employee's efforts against previously agreed 

upon goals and expectations and to develop a mutual understanding of what is expected of the 
employee in the future 

• identify employees who are not performing and develop specific individualized programs to meet 
developmental needs 

• supply management with information needed for documentation 
 
EMPLOYEE BENEFITS 
Eligibility. To be eligible for benefits, an employee must work a regular schedule of at least 20 hours 
per week and must have been employed for 30 days in a benefit-eligible status. Benefits will begin on 
the first day of the month, coincident with or following the date that their 30-day waiting period has 
been satisfied.   
 
Fringe Benefits. VO offers the following employee benefits: 
• Medical Insurance—In most locations, employees are offered a medical plan. Mental 

health/substance abuse benefit is included when a participant is enrolled into a medical plan. 
• Prescription Drug Coverage—Employees and qualified dependents enrolled in most of the medical 

plans offered by VO are provided prescription drug coverage. The prescription drug benefit is a four 
tiered co-pay schedule of generic drugs, preferred brand drugs, non-preferred drugs, and specialty 
medications. 

• Vision Insurance—Offered as a standard employee paid benefit. 
• Dental Insurance—Offer a PPO or Managed Care (DHMO) dental plan. 
• Employee Assistance Program (EAP) and Work/Life Benefit—100% company sponsored EAP 

and Work/Life services program. Provides confidential telephonic or face-to-face counseling 
services designed to help employees and their immediate family members resolve personal, family, 
or work-related problems. The Work/Life program provides resources and referrals for services such 
as childcare, adult care, education, adoption, moving, home repairs, pet care, wellness and more. 

• Group Term Life —Coverage to two-times annual salary up to a maximum of $100,000. Additional 
coverage for employee and dependents is available through employee payroll deduction. 

• 401(k) Retirement Plan—Pre-tax withholding through employee payroll. Tax-deferred 
contributions are made by payroll deduction. Contributions are 100 percent vested after five years of 
employment. The annually announced IRS maximum contribution to the plan for 2012 is $17,000. 
An additional $5,500 catch up contribution is allowed for those participants 50 years and older.  

• Flexible Spending Account—This program permits employees to save tax dollars by paying for 
qualifying dependent care expenses and un-reimbursed medical expenses with "pre-tax dollars." 

• Short-Term Disability (STD) Plan— A voluntary employee-paid benefit, premium rates are 
determined by age and base salary. Deductions are made from the employee’s paycheck on a 
biweekly post-tax basis.   

• Long-Term Disability (LTD) Plan—Company paid and employee buy-up options are available. 
• Achieve Solutions—Achieve Solutions is an online resource offering interactive and current 

behavioral health information. It allows users to take personal assessments and gather information on 
topics that are relevant for them.   
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responsibility. Provisions are made to compensate full-time and part-time employees whose normal 
schedule is 20 or more hours per week and have completed their introductory period. An employee 
whose service in the capacity of a juror makes it impossible or impractical to work the hours necessary 
to earn the equivalent of a regular work week may make application for jury duty pay. VO agrees to pay 
such amount upon presentation of due proof by the employee of such jury duty, not to exceed two weeks 
in any one year.  

 
Military Reserve and National Guard. It is VO’s policy and privilege to support members of the 
United States Armed Forces/Armed Services and employees who are members of the National Guard or 
Reserve components. Employees will be granted a Military Leave of Absence if they enlist, are 
inducted, or are recalled to active duty in the Armed Forces/Armed Services for a period of up to five 
years (plus any involuntary extension for not more than one year).  
• A Military Leave of Absence must be requested in writing on a Request for Leave Form.   
• A Military Leave of Absence must be accompanied by a copy of the military orders that state the 

dates and location of active duty service. 
• Employees who perform and return from military service in the Armed Forces, the military 

Reserves, or the National Guard will retain such rights with respect to reinstatement, seniority, 
vacation, layoffs, and compensation. 

• Employees with one year or more of service will be protected against a loss of income as a result of 
participation in annual encampment or training duty in the U.S. Military Reserves or the National 
Guard. 

 
In these circumstances, VO will pay the difference between what an employee earns from the 
Government for military service and what the employee would have earned as normal straight-time 
earnings. This difference will be paid up to two weeks in a calendar year. 
 
Family and Medical Leave of Absence (FMLA). If an employee has been employed at VO for at least 
one year and has worked a minimum of 1,250 hours, the employee may be eligible for up to 12 weeks of 
unpaid, job-protected leave within a 12-month period. Family and medical leave of absence is an unpaid 
leave of absence. Employees will be required to use their accrued PAL, as appropriate, during the 
FMLA leave. The employee may reserve up to 40 hours of PAL for future use. Any remaining weeks 
will be unpaid. Family and medical leave may also be taken intermittently or as a reduced work schedule 
under certain circumstances. 
 
Bereavement Leave. Benefit-eligible employees can be granted up to three days paid bereavement 
leave in the event of the loss of an immediate family member. Our policies define immediate family 
member as a parent, parent-in-law, sibling, sibling-in-law, spouse, child, stepchild, grandparent, 
grandchild, brother-in-law, sister-in-law, domestic partners, and similarly situated relatives of domestic 
partners.    
 
Community Service Leave Program. VO’s Volunteer Community Service program is designed to 
support and encourage employee involvement in volunteer activities offered throughout the community. 
• All benefit-eligible employees who have successfully completed their initial 90-day period of 

employment and who are in good standing (not under any disciplinary action) are eligible to 
participate in the Community Service Program.  

• Employees may request up to eight hours of Community Service leave per calendar year in either a 
lump sum of eight hours or in two four hour increments using the Request for Leave Form.  
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KEY PERSONNEL & PROMGRAM MANAGEMENT LABOR CATEGORY DESCRIPTIONS  
 

Labor Category Title: Program Director 
Job Summary 
The Program Director will maintain overall operational and administrative management responsibility for 
Military OneSource deliverables.  The Program Director will oversee all key functional areas of the 
Military OneSource Program, working closely with all of their direct reports to ensure all contract 
objectives and contractual requirements are met and maintained.  The Program Director will maintain the 
highest degree of sensitivity, compassion, and respect for service members and their families and ensure 
that ValueOptions remains free of any political bias and will ensure consistency of service regardless of 
installation, location, or any other factor.  The Program Director will also: 
• Continually energize the organization by inspired leadership and personal example to meet the 

mission and organizational goals 
• Develop an open relationship of mutual trust with other key employees 
• Develop and maintain close and effective relationships with the appropriate federal government 

contracting officers and program staff 
• Provide leadership in the attraction, development and retention of the talent needed to be responsive 

to the changing marketplace 
• Serve as the principal spokesperson and advocate in dealing with the Federal Government, with the 

ability to speak for ValueOptions 
• Lead in accordance with the highest performance standards found in the business community while 

never losing sight of the fact that our primary responsibility is to serve the best interests of our 
military community 

• Inspire and motivate others to perform well and accepts feedback from others 
• Have the ability to sell the vision 
• Include staff in planning, decision-making, and process improvement 
• Be available to staff and provide regular performance feedback 
• Develop skills and encourage growth 
• Speak and write clearly and persuasively in positive or negative situations 
• Demonstrate group presentation skills and conducts productive meetings 
• Have strong general business skills 
• Be able to synthesize complex or diverse information and navigate complex environments 
• Display a willingness to make timely decisions and exhibit sound and accurate judgment 
 

Education and Qualifying Degrees 
• Master of Business Administration or other advanced degree preferred 
• Undergraduate degree from an accredited college or university required 
 

Experience Requirements  
• Must have successfully managed a complex organization of similar or larger size and have at least 

10 years of senior management experience 
• Must have prior military experience (Active Duty, National Guard, Reserves or Military Contractor), 

Military spouse, Military civilian employee, or experience servicing the military population 
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title:  Deputy Program Director 
Job Summary  
The Deputy Program Director will be responsible for the operations management of Military 
OneSource.  The focus of the Deputy Program Director is strategic and tactical, specific to the 
development, design, operation, and improvement of the systems that support the Military OneSource 
Program.  The Deputy Program Director will manage operations by directing and coordinating activities 
consistent with established goals, objectives, and policies, following the direction set by the Military 
OneSource Program Director.  The Deputy Program Director will maintain the highest degree of 
sensitivity, compassion, and respect for service members and their families and ensure that 
ValueOptions remains free of any political bias and will ensure consistency of service regardless of 
installation, location, or any other factor.  The Deputy Program Director will also: 
• Create and maintain efficiencies by developing positive work flows, utilizing appropriate resources 

and facilities as outlined by the Military OneSource Program and Program Director 
• Plan by prioritizing customer, employee and organizational requirements 
• Develop/document procedure manuals for all key company processes, within and across functions 
• Resource assessments/allocations to ensure sufficient technical and operational resources to meet 

Military OneSource requirements 
• Coordinate/manage key deliverables/milestones with clear delivery dates, accountability/identified 

‘owners’, dependencies, performance against target delivery dates using standard project 
management tool(s), e.g., Microsoft Project 

• Manage monthly performance reviews of key metrics across functions, to be presented and evaluated 
by each team, including client satisfaction metrics. 

 

Education and Qualifying Degrees 
• Must have an undergraduate degree from an accredited college or university with an advanced 

degree highly desirable 
 

Experience Requirements 
• Must have successfully managed a complex organization of similar or larger size and have at least 

six years of senior management experience 
• Must have proven ability to function effectively in an environment of rapid change.  Ideally, will 

have experience in both government and business. 
• Ability to balance the need for operational efficiency with nimbleness and innovation and represent 

the company from an operational perspective  
• Must have prior military experience (Active Duty, National Guard, Reserves or Military Contractor), 

Military spouse, Military civilian employee, or experience servicing the military population 
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title:  Director of Call Center Operations 
Job Summary 
The Director of Call Center Operations will be responsible for the call center operations management of 
Military OneSource.  The focus of the Director is strategic and tactical, specific to the development, 
design, operation, and improvement of the call center systems that support the Military OneSource 
Program.  The Director will manage call center operations by directing and coordinating activities 
consistent with established goals, objectives, and policies, following the direction set by the Military 
OneSource Program Director.  The Director will maintain the highest degree of sensitivity, compassion, 
and respect for service members and their families and ensure that ValueOptions remains free of any 
political bias and will ensure consistency of service regardless of installation, location, or any other 
factor.  The Director will also: 
• Create and maintain efficiencies by developing positive call center work flows, utilizing appropriate 

resources and facilities as outlined by the Military OneSource Program and Program Director 
• Plan by prioritizing customer, employee and organizational requirements 
• Develop/document procedure manuals for all key call center processes 
• Resource assessments/allocations to ensure sufficient technical and operational call center resources 

to meet Military OneSource requirements 
• Coordinate/manage key deliverables/milestones with clear delivery dates, accountability/identified 

‘owners’, dependencies, performance against target delivery dates using standard project 
management tool(s), e.g., Microsoft Project 

• Manage monthly performance reviews of key call center metrics, to be presented and evaluated by 
the Military OneSource Program Director, including client satisfaction metrics 

 

Education and Qualifying Degrees 
• Must have an undergraduate degree from an accredited college or university with an advanced 

degree highly desirable. 
 

Experience Requirements 
• Must have successfully managed a complex organization of similar or larger size and have at least 

six years of senior management experience 
• Must have proven ability to function effectively in an environment of rapid change.  Ideally, will 

have experience in both government and business.  
• Ability to balance the need for operational efficiency with nimbleness and innovation and represent 

the company from an operational perspective  
• Prior military experience (Active Duty, National Guard, or Reserves), Military spouse, or 

Military/government employment exposure highly desired 
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title: Director of Non-Medical Counseling 
Job Summary 
The Director of Non-Medical Counseling will be responsible for all aspects of service delivery related to 
the clinical consultants’ delivery of emotional wellbeing and other counseling sessions, detailed research 
on general and technical subjects with outreach to various agencies, reporting and analytics for the 
business and specialty teams.  The Director of Non-Medical Counseling will be equally responsible for 
consistency in service delivery across all call centers and service centers within the United States and is 
a key contact for all other functional areas within Service Delivery.  The Director of Non-Medical 
Counseling will maintain the highest degree of sensitivity, compassion, and respect for service members 
and their families and ensure that ValueOptions remains free of any political bias and will ensure 
consistency of service regardless of installation, location, or any other factor.  The Director of Non-
Medical Counseling will also: 
• Provide technical assistance necessary to integrate non-medical counseling initiatives throughout the 

service centers 
• Oversee the development and revision of non-medical counseling-related policies and procedures 

annually or as needed 
• Assist others in the development or revision of policies as required and integrate overlap of issues 

between departments 
• Create a positive and fair working environment and maintain a professional relationship with co-

workers and staff 
• Demonstrate a commitment to teamwork by sharing information 
 

Education and Qualifying Degrees 
• Master’s degree required, preferably in Human Services, with five to seven years of management 

experience  
• License:  LCSW, MFT Licensure or other behavioral health licensure 
 

Experience Requirements 
• Four to five years of experience in non-medical counseling/clinical environment 
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title:  Director of Quality Control 
Job Summary 
The Director of Quality Control will direct the overall operation of the Quality Control Program for the 
Military OneSource Program and will serve as the point of contact for quality initiatives.  The Director 
will maintain the highest degree of sensitivity, compassion, and respect for service members and their 
families and ensure that ValueOptions remains free of any political bias and will ensure consistency of 
service regardless of installation, location, or any other factor.  The Director will also: 
• Develop and implement the Quality Control Program, applying quality improvement principles to 

improve the quality of clinical care 
• Develop and revise the Quality Control Program description and related documents, including, but 

not limited to, the annual work plan and the Clinical Quality Control Annual Report 
• Develop and direct Quality Improvement Projects and provide Quality Improvement Performance 

activities to the government as requested 
• Monitor and evaluate Quality Improvement Performances to completion, including interventions and 

re-measurements to determine the effectiveness of the project 
• Prepare and review monthly operating reports 
• Direct the Program Integrity and quality/activities in accordance with requirements 
• Provide technical assistance necessary to integrate quality control initiatives throughout the service 

center 
• Oversee the development and revision of Quality Control policies and procedures annually or as 

needed, as well as assist others in the development or revision of policies as required 
• Create a positive and fair working environment and maintain a professional relationship with co-

workers and staff 
• Demonstrate a commitment to teamwork by sharing information 
• Model desired behavior, foster a common vision, and provide overall leadership to the department 
 

Education and Qualifying Degrees 
• Master’s degree in behavioral science or a licensed Registered Nurse with special emphasis in 

mental health, business or healthcare administration preferred 
• Licensures:  Registered Nurse or Mental Health Clinician 
 

Experience Requirements 
• Four to five years of supervisory experience in Quality Management/clinical environment 
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title:  Director of Information Technology/Communication Resources 
Job Summary 
The Information Technology Director will be responsible for the overall planning, organizing, and 
execution of all Information Technology functions.  This includes directing all Information Technology 
operations to meet Military OneSource requirements as well as the support and maintenance of existing 
applications and development of new technical solutions.  The Director will maintain the highest degree 
of sensitivity, compassion, and respect for service members and their families and ensure that 
ValueOptions remains free of any political bias and will ensure consistency of service regardless of 
installation, location, or any other factor.  The Director will also: 
• Analyze complex business needs and recommend technical solutions 
• Ensure the consistency and maintainability of existing applications by creating, maintaining, and 

enforcing standards/ procedures 
• Manages the day-to-day operations of the Information Technology Department including directing 

staff who support administrative and/or academic computing, networking, user services, 
telecommunications, and other information technology functions 

• Assess and anticipate technology projects and recommend appropriate action and resources 
• Identify user needs, resolve problems, and direct teams to work across all levels of the organization 
• Establishes and direct the strategic and tactical goals, policies, and procedures for the Department 
• Recommend and/or determine the institutions long-term system needs and propose 

hardware/software solutions to accomplish the institutions business objectives and to support 
campus goals 

• Communicate regularly and effectively with Managed Services management on significant site 
issues, risks, opportunities, and general progress towards contractual and business goals 

• Manage complex technical projects and technical operating units 
• Make recommendations and oversee implementation of all key Information Technology-related 

functional units 
• Communicate Information Technology-related information on projects, service levels, tasks, and 

issues to the appropriate audience using the appropriate mediums 
 

Education and Qualifying Degrees 
• Bachelor’s degree from an accredited college or university with major course emphasis in 

Management Information Systems, Computer Science/Architecture, Databases, Local Area 
Networks.  Master’s degree preferred.  

 

Experience Requirements 
• Microsoft Certified Systems Engineer certification required 
• At least 10 years related work experience in an information systems environment, or equivalent 

experience required, three years of which must be in a management capacity 
• Experience in data analysis and report development  
• Ability to think and operate at both the strategic and operational level  
• Proactive in identifying area of improvement and developing corrective action plans 
• Excellent time management skills and ability to make timely decisions 
• Excellent problem solving and decision making skills 
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title:  Information Security Manager 
Job Summary 
The Information Security Manager serves as the lead specialist in support of internal and external 
Information Assurance projects for Military OneSource.  The Information Security Manager will also: 
• Develop and maintain security policy, procedures, processes, and guidelines in compliance with The 

Department of Defense 8500 series of regulations 
• Perform information system risk assessments while ensuring all Information Assurance 

countermeasures, Information Assurance protocols and Information Assurance training for Military 
OneSource employees are up-to-date with changing government regulations and new technologies 

• Provide technical security expertise in planning, preparing and technology, managing a multitude of 
Defense Certification and Accreditation Process accredited information systems 

• Prepare detailed Defense Certification and Accreditation Process security certification and 
accreditation documentation including security plans, verification procedures, configuration 
management plans, and contingency plans and accreditation requirements 

• Must interact with government representatives and other contractors on a continuous basis to achieve 
and maintain system(s) compliance 

• Individual will also conduct on-site security evaluations with the government 
 

Education And Qualifying Degrees 
• Qualified candidate should have a Bachelor's degree in Electrical Engineering, Information Science, 

Information Systems, Computer Science, or other related scientific or technical discipline 
• Certified Information Systems Security Professional certification is required 
 

Experience Requirements 
• Current Information Assurance requirements in accordance with the Department of Defense 8500 

series of regulations, the Interim Department of Defense Certification and Accreditation Process 
Guidance 

• Understanding of Health Insurance Portability and Accountability Act security regulations and other 
government security policies 

• Thorough understanding of industry-standard security practices 
• Strong working knowledge of firewall and network and hosts based intrusion detection systems 
• Strong analytical and problem-solving skills 
• High level of oral and written communications skills with staff at all levels 
• Candidate should have at least six years of information security systems work experiences 
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title:  Financial Manager  
Job Summary 
The Financial Manager will develop and analyze all fiscal systems, processes and reports to ensure that 
they support the contract objectives and requirements, to include compliance review.  Oversee general 
ledger, accounts payable, financial statements, and all pricing aspects of the Military OneSource 
Program.  The Financial Manager will maintain the highest degree of sensitivity, compassion, and 
respect for service members and their families and ensure that ValueOptions remains free of any 
political bias and will ensure consistency of service regardless of installation, location, or any other 
factor.  The Financial Manager will also provide management and leadership of all departments 
reporting to this position and the staff assigned to these following functions: 
• Accounting and Controls 
• Financial Audit Coordination 
• Financial Reporting 
• Payroll Coordination 
• Risk Management 
• Tax 
 

Education and Qualifying Degrees 
• Master’s in Business Administration, Accounting or Finance or equivalent 
• A Certified Public Accountant designation is desirable 
 

Experience Requirements 
• 10 years of experience in financial management 
• Prior experience with government accounting system required 
• Ability to identify and implement process and systems improvements, and large-scale control and 

governance initiatives 
• Must have proven ability to function effectively in an environment of rapid change.  Ideally, will 

have experience in both government and business.  
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title: Contract Administrator  
Job Summary   
The Contracts Administrator will have full administration responsibility for the Military OneSource 
contract, including all subcontracts and will serve as a business advisor and compliance monitor of 
contract and subcontracting agreements.  This will include negotiating terms, tracking compliance with 
contracts and responding to internal, government and contracting agency inquiries.  The Contracts 
Administrator will provide supervision to all Subcontractor Managers.  The Contracts Administrator will 
also maintain the highest degree of sensitivity, compassion, and respect for service members and their 
families and ensure that ValueOptions remains free of any political bias and will ensure consistency of 
service regardless of installation, location, or any other factor.  The Contract Administrator will also: 
• Assist in coordinating all functions necessary for the timely delivery of services under contract to the 

Federal Government 
• Monitor Government Contracts for purpose of identifying potential contract compliance problems 
• Insure that all documents related to the administration of contracts are promptly filed and that files 

are maintained in an orderly manner 
 

Education and Qualifying Degrees  
• Bachelor’s degree  
• Certified Federal Contracts Manager 
 

Experience Requirements  
• Five plus years of experience in Government Contracting as a Warranted Contracting Officer, 

preferably in the services sector, or as a Contracting/Procurement Agent for a government contractor 
with the authorization to legally obligate the contractor 

• Knowledge of all Federal Acquisition Regulations, and specifically knowledge of commercial item 
contracts 

• Knowledge of Department of Defense Acquisition Regulations, and General Service Administration 
Acquisition Regulations, knowledge of Freedom of Information Act, knowledge of Service Contract 
Act 

• Demonstrated strong negotiation skills 
• Strong verbal and written communication skills 
• Demonstrated Professional Business Acumen 
• Strong problem solving skills 
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title:  Subcontractor Manager 
Job Summary 
The Subcontractor Manager will be responsible for establishing standards of service and for measuring 
performance of services provided by all Military OneSource subcontractors (vendors).  The Manager will 
monitor subcontractors’ compliance with all contract requirements and performance standards, conduct audits 
of their services, and address any service concerns.  The Subcontractor Manager interacts with subcontractors 
on a range of issues, such as implementation, interface questions, operational flow, relationship management, 
and issues, potential service issues/compliments, etc.  This often includes resolution of any service issues.  
The Subcontractor Manager will coordinate subcontractor performance with the Military OneSource 
operational staff, functioning as the liaison between ValueOptions® and the subcontractor.  In some instances, 
the Subcontractor Manager will function across management areas including, ValueOptions program 
management, subcontractor management, and senior level managers responsible for executive oversight of the 
Military OneSource program.  In addition to informal interactions, formal quality audits are conducted to 
ensure that services meet agreed-upon performance standards.  The specific activities for measuring each 
partner’s performance may include the following:  
• Review monthly reports provided by subcontractors summarizing performance in the standards of 

each contract 
• Conduct quarterly quality checks through review of reports from each subcontractor to evaluate 

compliance with performance standards 
• Conduct monthly formal meetings to review subcontractor’s services, identify new opportunities and 

address any outstanding concerns or service issues 
• Conduct annual onsite reviews to audit case records to ensure that performance standards have been 

met, utilizing the appropriate audit tool 
 

The Subcontractor Manager is responsible for tracking all service issues that arise outside the scope of 
this process to identify trends and follow up on outstanding service concerns.  Any trends that are of 
concern may result in a Corrective Action Plan.  All complaints and grievances are handled in 
accordance with ValueOptions policies. 
 

In the event that a deficit or a trend is identified that cannot be resolved through informal channels, the 
Manager and the subcontractor initiate a Corrective Action Plan for that partner.  The Corrective Action 
Plan identifies the nature of the problem, documents the performance issues and outlines a plan of action 
for resolution of that problem, including measurable service goals and compliance dates.  The 
Subcontract Manager is responsible for ensuring that the Corrective Action Plan is followed and that the 
problem has been resolved to ValueOptions satisfaction.  In the unlikely event that the Corrective Action 
Plan is not resolved or if the service trends with a service subcontractor decline without improvement, 
ValueOptions initiates a formal process for identifying and selecting a different partner whose service 
philosophy better meets the needs of ValueOptions.  
 

The Subcontractor Manager submits reports to the Military OneSource Quality Committee summarizing 
results on various performance indicators.  Some reports are made monthly, some quarterly, while others 
are made semi-annually or annually.  When appropriate, recommended improvement plans are reported 
to the Quality Committee as well.  The Quality Committee evaluates the reports to analyze performance 
and process trends. 
 

Education and Qualifying Degrees 
• Must have an undergraduate degree from an accredited college or university with an advanced 

degree highly desirable 
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Experience Requirements 
• Must have successfully managed in a complex organization of similar or larger size and have at least 

five years of management experience 
• Must have proven ability to function effectively in an environment of rapid change.  Ideally, will 

have experience in both government and business.  
• Ability to balance the need for operational efficiency with nimbleness and innovation and represent 

the company from an operational perspective  
• Prior military experience (Active Duty, National Guard, or Reserves), Military spouse, or 

Military/government employment exposure highly desired 
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title:  Call Center Manager 
Job Summary 
The Call Center Manager will lead, direct, and manage the overall operations of the Call Center to 
ensure the effective design, implementation and cost-effective delivery of Employee Assistance Program 
and Work/Life services for the Military OneSource Program.  The Call Center Manager will ensure 
compliance with all contractual terms, ensure that all contract deliverables are achieved, and manage 
operations.  The Manager will maintain the highest degree of sensitivity, compassion, and respect for 
service members and their families and ensure that ValueOptions remains free of any political bias and 
will ensure consistency of service regardless of installation, location, or any other factor.  The Call 
Center Manager will also: 
• Lead call center operations with an exemplary quality and service ethic 
• Develop and nurture the call center’s cultural infrastructure/work environment to provide the 

organizational capacity to meet performance standards/metrics, contract specifications and 
operational efficiency 

• Manage call center operations and effective delivery of services to client, members and stakeholders 
• Provide strategic direction and tactical support to call center and functional leadership 
• Build, develop, and maintain a positive relationship with the client and other stakeholders 
• Develop internal communication approaches, audit functions, and accountability controls 
 

Education and Qualifying Degrees 
• Master’s degree required, preferably in Human Services, with five to seven years of management 

experience  
• License:  LCSW, MFT Licensure or other behavioral health licensure 
 

Experience Requirements 
• 10 to 15 years of experience in behavioral health care field including operational experience and 

significant management experience 
• Military experience (or equivalent civilian experience) 
• Ability to express ideas and communicate effectively, both orally and in writing 
• Excellent interpersonal, customer service and problem solving skills 
• Knowledge of Employee Assistance Program industry; Certified Employee Assistance Program 

preferred 
• Ability to think and operate at both the strategic and operational level 
• Ability to lead and inspire others 
• Group facilitation skills 
• Proactive in identifying area of improvement and acting upon it  
• Excellent time management skills and ability to make timely decisions 
• Problem solving and decision making skills 
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title:  Clinical Supervisor  
Job Summary 
The Clinical Supervisor, Military OneSource Consultants will provide leadership and direction to 
effectively translate the needs of the client into the delivery model.  The Supervisor will ensure that 
employee assistance services, resource, referrals and consultations on various EAP and work/life issues 
to military service members and their families who are experiencing personal and other problems are 
provided in a courteous, timely, and professional manner.  The Supervisor will maintain the highest 
degree of sensitivity, compassion, and respect for service members and their families and ensure that 
ValueOptions remains free of any political bias and will ensure consistency of service regardless of 
installation, location, or any other factor.  The Clinical Supervisor will also: 
• Responsible for day-to-day clinical quality of a team of Military OneSource consultants.  Oversee 

Military OneSource Consultant team program guidelines and recommends changes and adjustments, 
and conducts program analysis. 

• Direct Military OneSource Consultants in coordinating activities in all assigned areas of 
responsibility 

• Ensure efficient and effective communication between the departments and business teams 
• Analyze and monitor standard customer reports and requests for ad hoc reports and raise identified 

concerns and issues to the appropriate reporting team authorities for resolution 
• Work with Reporting and Quality functions on development and distribution of customer reports 
• Work with shared services management to identify and recommend innovative ways to provide and 

improve services to Military service providers, installation leadership and military clients 
• Evaluate current business processes and applies methodologies to impact process improvement 
 

Education and Qualifying Degrees 
• Master’s degree required, preferably in Human Services, with three to five years of management 

experience  
• License:  LCSW, MFT Licensure or other behavioral health licensure 

 

Experience Requirements 
• Prior military (or equivalent civilian experience) experience 
• Ability to express ideas and communicate effectively, both orally and in writing 
• Excellent interpersonal, customer service and problem solving skills 
• Knowledge of Employee Assistance Program industry; Certified Employee Assistance Program 

preferred 
• Ability to think and operate at both the strategic and operational level 
• Ability to lead and inspire others 
• Group facilitation skills 
• Proactive in identifying area of improvement and acting upon it  
• Excellent time management skills and ability to make timely decisions 
• Problem solving and decision making skills 
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title:  Director of JFSAP and Specialty Consultations   
Job Summary  
The Director of JFSAP and Specialty Consultations will be responsible for the overall management and 
operations of the specialty consultations and will supervise consultants and other direct report staff 
within the call center to the contractual requirements of these specialty consultations under the Military 
OneSource contract.  The Director of JFSAP and Specialty Consultations will maintain the highest 
degree of sensitivity, compassion, and respect for members and their families and ensure that 
ValueOptions remains free of any political bias and will ensure consistency of service.  The Director of 
JFSAP and Specialty Consultations will also: 
• Direct and manage all aspects of the Joint Family Support and Assistance Program 
• Demonstrate comprehensive understanding of the mission and vision and the ability to effectively 

communicate to all staff 
• Ensure that the specialty consultations are capable of handling large, dynamic information bases that 

cross federal, state and private boundaries, including input from federal agencies 
• Ensure that the JFSAP staff and specialty consultations are in concert with the Military OneSource 

contract operation and works closely with the call center for routine and frequent information 
exchange to institute this directed response to the specialty participants and their families 

• Ensure the provision of monthly reports to include, but are not limited to, the number of members 
and families served, services provided, updates to data base, hours of service, analysis of high risk 
cases and other requirements 

• Ensure the designation of call center staff to address issues and questions regarding inquiries on the 
health services, facilities, and benefits available for those eligible for the specialty consultations and 
their families 

• Effectively communicate and coordinate between the Clinical Services, Service Operations, 
Programs leads, and specialty program support organizations as needed to ensure timely and 
comprehensive program support 

 

Education and Qualifying Degrees 
• Master’s degree in Behavioral Health Science or related field preferred 
 

Experience Requirements 
• Three to five years of call center supervisory or management experience 
• Knowledge of military culture and Employee Assistance Program industry required; actual military 

experience, Military spouse or Military civilian employee desired 
• Proven ability to lead and manage others in daily routine and crisis situations 
• Strong business and customer service knowledge 
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title:  JFSAP Regional Consultant Manager 
Job Summary 
The Joint Family Support Assistance Program Regional Manager will provide leadership and direction 
to the team to effectively translate the needs of the client into the delivery model.  This Manager will 
maintain the highest degree of sensitivity, compassion, and respect for service members and their 
families and ensure that ValueOptions remains free of any political bias and will ensure consistency of 
service regardless of installation, location or any other factor.  The Joint Family Support Assistance 
Program Regional Manager will also: 
• Oversea team program guidelines and recommends changes and adjustments as well as conduct 

program analyses 
• Manage a virtual team of Military OneSource Joint Family Support Assistance Program Consultants, 

Event Coordinators, and Outreach Assistant contractors 
• Develop policies, procedures, job aids and trainings in support of program delivery and team 

management 
• Support Military OneSource Joint Family Support Assistance Program Consultants and Event 

Coordinators in coordinating activities in all assigned areas of responsibility 
• Ensure efficient and effective communication between the Joint Family Support Assistance Program 

Regional Managers and Office of Secretary of Defense client. 
• Ensure efficient and effective communication between Military OneSource Joint Family Support 

Assistance Program Consultants and State National Guard Headquarters, Installation and Unit 
command, and installation providers 

• Ensure efficient and effective communication between Military OneSource Joint Family Support 
Assistance Program Consultants, Event Coordinators, and Military OneSource call center staff 

• Work with reporting and quality functions on development and distribution of customer reports 
• Evaluate current business processes and apply methodologies to impact process improvement for the 

Military OneSource Joint Family Support Assistance Program 
• Ensure availability of viable event support options 
• Management of Outreach Assistant contracts and support of contractors to include training, payment 

of invoices, and development and implementation of policies and procedures 
• Responsible for administrative actions to include, but not limited to; hiring, time cards, expense 

reports, training and staff development, evaluations, bi-weekly team trainings 
• Facilitate Customer Recoveries brought forward by the Military OneSource Joint Family Support 

Assistance Program team 
• Work with other departments within Military OneSource to identify and develop improvements in 

service and utilization 
• Ensure efficient and effective communication between the Event Coordinators and Military 

Community & Family Policy government staff involved in event processing 
• Management of data collection and record keeping system 
 

Education and Qualifying Degrees 
• Bachelor s degree required, preferably in the Human Services field 
 

Experience Requirements 
• Five to 10 years of management experience which includes management of virtual employees 
• Must have five years of prior military experience (or civilian experience) 
• Project management experience 
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• Ability to express ideas and communicate effectively, both orally and in writing 
• Excellent interpersonal, customer service and problem solving skills 
• Knowledge of Employee Assistance Programs industry 
• Ability to think and operate at both the strategic and operational level 
• Experienced in data analysis and report development 
• Ability to lead and inspire others 
• Group facilitation skills 
• Proactive in identifying areas of improvement and acting on them 
• Excellent time management skills and ability to make timely decisions 
• Problem solving and decision making skills 
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title:  Manager of Clinical Quality Auditors 
Job Summary 
The Manager of Clinical Quality Auditors provides oversight over the Military OneSource Clinical 
Quality Auditors to ensure staff responses meet ValueOptions clinical and quality audit standards and 
provides senior managers, supervisors and clinical care managers with performance quality data.  The 
Manager of Clinical Quality Auditors partners with the management team to ensure frequent 
performance and developmental feedback are provided to the Military OneSource Staff.  
Compiles/reports monitoring evaluation data and presents call coaching sessions.  Provides Military 
OneSource Staff with an action plan for process improvement, and if needed collaborates with the 
management team in the corrective action process by gathering documentation regarding noncompliance 
in meeting required standards.  The Manager of Clinical Quality Auditors will also: 
• Ensure processes are in place to support compliance with all state and federal Health Insurance 

Portability and Accountability Act, regulatory requirements, accrediting agencies (National 
Committee for Quality Assurance and Utilization Review Accreditation Committee) as well as 
ValueOptions’ clinical criteria and policies and procedures.  

• Compile and present summary level call coaching and efficiency data which becomes part of each 
Military OneSource Staff’s performance review.  

• Assure integrity and confidentiality of call monitoring documentation and evaluates/develops 
monitoring tools to support efficiency and effectiveness in the call monitoring process 

• Monitor the auditing process to ensure timeliness and accuracy of any contractual follow up 
inquiries made by Military OneSource staff 

• Measure the ability of staff to successfully meet all client performance expectations and presents 
final assessments/employment recommendations to management.  Identifies improvements or 
training opportunities and develops/presents quality improvement training materials to improve 
overall service quality.   

• Identify trends in inquiry monitoring and applies corrective actions as necessary to meet business 
needs.  Ensures follow through with Military OneSource Staff. 

• Develop auditing protocols for the department.  Facilitate weekly calibration meetings and team 
meeting for Quality Assurance auditors.  Conduct annual performance evaluations and providing 
ongoing feedback to the auditing team. 

• Develop ideas for performance improvement, service delivery, and cross-functional initiatives that 
contribute to departmental success 

• Collaborate with the management team on new client implementation activities, including 
development/presentation of training materials, to ensure all home service center and client 
performance expectations are met 

• Provide data to measure outcomes and provides follow-up on poor performance issues.  Make 
recommendations to the management team regarding how to improve the quality process. 

 

Education and Qualifying Degrees 
• Master’s degree in Social Work or one of the other core mental health disciplines 
 

Licensure 
• License:  LCSW, MFT Licensure or other behavioral health licensure 
 

Experience Requirements 
• A minimum of five years post graduate clinical/administrative experience, some of which has been 

in a supervisory capacity 
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• Ability to express ideas and communicate effectively, both orally and in writing 
• Excellent interpersonal, customer service and problem solving skills 
• Knowledge of Employee Assistance Program industry; Certified Employee Assistance Program 

preferred. 
• Ability to think and operate at both the strategic and operational level 
• Experienced in data analysis and report development 
• Ability to lead and inspire others 
• Group facilitation skills 
• Proactive in identifying area of improvement and acting upon it  
• Excellent time management skills and ability to make timely decisions 
• Problem solving and decision making skills 

 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title:  Manager of Wounded Warrior Resources 
Job Summary 
The Manager of Wounded Warrior Resources will be responsible for the overall management and 
operations of the Wounded Warrior program and will supervise Wounded Warrior Consultants and other 
direct report staff within the call center to the contractual requirements of Wounded Warrior Resources.  
The Manager of Wounded Warrior Resources will maintain the highest degree of sensitivity, 
compassion, and respect for service members and their families and ensure that ValueOptions remains 
free of any political bias and will ensure consistency of service regardless of installation, location, or any 
other factor.  The Manager of Wounded Warrior Resources will also: 
• Demonstrate comprehensive understanding of the Wounded Warrior Resources and Military 

OneSource’s mission and vision and the ability to effectively communicate this throughout 
Wounded Warrior Resources service delivery 

• Ensure that the Wounded Warrior Resources is a clearinghouse that encompasses all materials, 
equipment, technology, and work space to support the Wounded Warriors and their families, to 
include the wounded members of the National Guard and Reserve and their families 

• Ensure that the Wounded Warrior Resources is capable of handling large, dynamic information 
bases that cross federal, state and private boundaries, including input from DoD, Veterans Affairs, 
Department of Labor and other federal agencies in the Washington, District of Columbia area 

• Ensure that the Wounded Warrior Resources is contiguous with the Military OneSource operation 
and works closely with the Military OneSource call center for routine and frequent information 
exchange to institute this directed response to Wounded Warriors and their families 

• Ensure that all Department of Defense protocols are in place to respond to all Wounded Warrior 
inquires involving a report of deficiencies within one hour of receipt to Department of Defense 
officials, including the Contracting Officer Technical Representative 

• Ensure the provision of monthly reports to the Government that include, but are not limited to, the 
number of Service members and families served, services provided, updates to data base, hours of 
service, analysis of high risk cases and other requirements as identified by the Government 

• Ensure the designation of call center staff to address issues and questions regarding inquiries on the 
health services, facilities, and benefits available for Wounded Warriors and their families, as directed 
by the National Defense Appropriations Act of January 2008 

• Effectively communicate and coordinate between the Military OneSource Service Delivery, Clinical 
Services, Service Operations, Department Of Defense Program leads, and Wounded Warrior support 
organizations as needed to ensure timely and comprehensive program support 

 

Education and Qualifying Degrees 
• Undergraduate degree required; Master’s degree in behavioral health science or related field desired. 
 

Experience Requirements 
• Minimum of three to five years of call center supervisory or management experience 
• Knowledge of military culture and Employee Assistance Program industry required; actual military 

experience, Military spouse, or Military civilian employee desired 
• Proven ability to lead, and manage others in daily routine and crisis situations. 
• Strong business knowledge and strong customer service experience. 
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title:  Provider Relations Director 
Job Summary 
The Provider Relations Director manages the operations of the Military OneSource provider relations 
team which includes responsibility for provider education and training, provider communications and 
maintenance of network composition to ensure access and availability.  The Provider Relations Director 
supports implementation of national provider relations initiatives to include planning, directing, 
organizing and evaluating the implementation of strategic plans that will ensure consistency across 
regional operations in assigned scope and effective collaboration with national and regional 
departments.  The Provider Relations Director will also: 
• Conduct geographical access analysis to identify gaps in the Military OneSource provider network, 

opportunities for recruitment, and assures coordination of efforts across regions to assure standards 
are met.  This includes coordination with other regionally based Provider Relations units to identify, 
recruit and educate providers for the Military OneSource program 

• Oversee and actively participate in the recruitment of new practitioners and clinics in the geographic 
areas of responsibility including identification, calling, screening, and through attendance at trade 
shows, symposiums and site visits 

• Participate in managing provider relationships through practitioner and clinic orientation and 
training required by the Military OneSource program, attendance at meetings, providing review and 
feedback of provider performance under contract terms, participation in resolution of complaints and 
questions, and preventing disenrollments as necessary 

• Communicate regularly with network services and network operations management to share 
information and ensure accurate and timely response to providers 

• Collaborate with the contracting unit to coordinate contracting issues across regions 
• Contributes to provider newsletters, the provider handbook, and identification of provider mailings, 

training and other provider management issues 
• Participate in regular calls and meetings with other national and regional provider relations 

management and staff.  Attend National Credentialing Committee meetings and local provider 
advisory committee meetings. 

• Provides information used in annual budget planning activities and effectively manages the cost of 
operations to the budget throughout the year 
 

Education and Qualifying Degrees 
• Bachelor’s degree in Human Services or related area is required.  Master’s degree in Human 

Services or related area preferred 
 

Experience Requirements 
• Three years of progressively responsible and complex management positions in provider relations 

and/or a combination of managed care, behavioral health care, practice management and claims 
administration 

• Knowledge of managed care environment, network development and network management is 
required, preferable with a managed behavioral health care organization or health maintenance 
organization 

• Excellent communication skills and public relations skills required 
• Demonstrated ability to interact and negotiate with mental health, substance abuse, and employee 

assistance program providers is required 
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• Strong organizational, communication, analytical, problem solving and staff management and 
budget management skills are required 

• Strong knowledge of military and federal programs preferred 
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title:  Quality Manager 
Job Summary 
The Quality Manager will be responsible for all quality related activities and reporting associated with 
the Military OneSource Program, including the development of a comprehensive quality control plan.  
The Quality Control Manager will ensure all timeframes and deliverables are met and review all reports 
for accuracy and detail prior to submission to the government.  The Quality Manager will maintain the 
highest degree of sensitivity, compassion, and respect for service members and their families and ensure 
that ValueOptions remains free of any political bias and will ensure consistency of service regardless of 
installation, location, or any other factor.  The Quality Manager will also: 
• Design and implement quality improvement studies including the selection of valid and reliable 

indicators and coordinate monitoring and evaluation activities 
• Analyze data and prepare concise, accurate and meaningful quality management reports 
• Actively participate in intradepartmental quality management improvement teams as appointed 
• Coordinate resolution of high level complaints 
• Assist in defining opportunities for improvement identified through analysis of trends and 

communicates these appropriately 
• Assist in the preparation for the Quality Assurance Committee and other Quality Assurance-related 

committee meetings 
• Implement, analyze and evaluate the Company-wide inter-rater reliability program 
• Prepares Quality Control department responses for Request for Information and Request for 

Proposals 
• Maintain Quality Control documents, case files, and correspondence in an organized, confidential, 

and secure manner 
• Conduct, as appropriate, oversight audits for all nationally delegated vendors 
• Develop and maintain ancillary vendor audit tools 
• Communicate significant findings, including potential risk management issues to the Director of 

Quality Management as indicated in a timely manner 
• Assist with coordinating Quality Improvement activities 
 

Education and Qualifying Degrees 
• Must have an undergraduate degree from an accredited college or university with an advanced 

degree highly desirable 
 

Experience Requirements 
• Two to three years of experience in quality improvement 
• Knowledge of local and national Quality Control and regulatory standards preferred, including 

National Committee for Quality Assurance and Quality Improvement reporting 
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title:  Research Supervisor 
Job Summary  
The Research Supervisor is accountable for providing day-to-day technical, programmatic and 
administrative supervision of the Research team to ensure the timely, accurate and responsive provision 
of non-clinical services and available resources to all Military OneSource members and providers.   The 
Research Supervisor will also: 
• Provide orientation, and training of all new research employees 
• Establish and communicate work procedures and resources, reference tools and databases, 

departmental policies and procedures, and other service and support activities unique to servicing 
members of the military and their families 

• Establish and continually monitors customer service standards to ensure that researches are 
providing best-in-class customer service and support to all customers 

• Ensure team members are using the appropriate research tools and resources to meet customer’s 
specific needs and requests and to ensure that our mission, vision and values are reflected in 
servicing every customer 

• Provide training, coaching and support to research team to review best practices, develop 
capabilities, promote learning, and continually improve quality and service delivery 

• Monitor productivity and quality based on individual and team goals and objectives 
• Identify specific areas of expertise and knowledge among team members and documents individual 

and departmental capabilities 
• Participate in unique or complex cases to identify specific needs and to identify criteria and available 

resources to meet personalized needs of callers 
• Recruit, train, appraise and discipline assigned employees 
• Monitor performance and development needs and creates development plans for each researcher to 

enhance their personal effectiveness, achieve their full potential and continually improve service to 
users 

 

Education and Qualifying Degrees 
• Bachelor’s degree preferred but qualifying experience may be considered as alternative to degree. 
 

Experience Requirements  
• At least one to two years of previous supervisory experience, preferably in a call center environment 

serving the personalized needs of callers 
• Experience serving military members and their families, veterans, or wounded warriors is highly 

desirable 
• Outstanding organizational, research and documentation skills 
• Ability to train, coach, mentor to promote learning and development 
• Demonstrated PC and desktop technology skills and familiarity with Internet research and resource-

finding capabilities and mining 
• Outstanding collaboration and communication skills, both verbal and written, and the ability to work 

and shape a team-oriented environment focused on service, the customer, and mission 
 

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Labor Category Title:  Web Development Manager 
Job Summary  
The Web Development Manager manages, establishes, maintains, and plans the overall policies and 
goals for various aspects of the product Application Development department.  May coordinate and 
negotiate with the marketing and sales group.  The Web Development Manager manages the interaction 
with engineering and operations on product design and development.  The Web Development Manager 
manages aspects of the product development process including requirements gathering, functional 
analysis, technical design, programming, quality assurance testing, and end user support.  Generally 
manages any combination of Business Systems Analysts, Web Designers, or Software Developers.  
Relies on experience and judgment to plan and accomplish goals.  The Web Development Manager will 
also: 
• Coordinate and manage all analytical and development activities within scope of project and 

assigned staff 
• Maintain close contact with Project Managers to detail on Information Technology status reports 
• Oversee the process of collecting Business Requirements and converting those requirements into 

technical designs 
• Negotiate with the business for buy-in and sign-off 
• Be prepared to meet with Sales, Marketing, Internal and External end users and perspective clients 
• Address all technical aspects of an application infrastructure 
• Address architecture of the servers and database, backups and disaster recovery, network 

infrastructure, external hosting, co-location and versions of all applicable hardware and software 
• Estimate development phase cost in manpower, hardware, software, backup and bandwidth 
• Be very familiar with entire software development life cycle and standard methodologies 
• Be conversant with Data Modeling techniques and tools to facilitate this process 
• Conduct internal and external demonstrations of the functions of new software and assist in the 

development of technical documentation 
• Communicate on project status to executive management which may include website traffic 

reporting and trending analysis 
• Serve as the primary resource for review and recommendations to executive management regarding 

new technologies 
 

Education and Qualifying Degrees 
• Bachelor's degree in a related discipline 
 

Experience Requirements  
• Seven years of experience in the field of Web development 
  

This job description has been designed to indicate the general nature and level of work performed by 
employees within this classification.  It is not designed to contain or be interpreted as a comprehensive 
inventory of all duties, responsibilities and qualifications required of employees assigned to this job. 
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Our team is knowledgeable on Federal regulations and cost principles to ensure that expenses are 
properly classified. All travel expenditures, once approved by the employee’s manager, are forwarded to 
the Federal Finance team where they are reviewed to ensure compliance with Federal Travel 
Regulations (FTR) and to appropriately classify costs that exceed the FTR to unallowable costs, as those 
are not included on invoices to the Government. Journal entries are prepared by trained accounting staff 
and reviewed by the Federal Finance Accounting Manager prior to posting. Accounts payable are coded 
to the proper project, CLIN, and type of costs (e.g., overhead, ODC, G&A, intermediate cost pools) by 
the Federal Finance accounts payable staff. All coding for disbursements are reviewed and approved by 
a Federal Finance manager before entry into the accounts payable system and are approved according to 
the company’s authorization policy based on dollar value of the disbursement prior to processing or 
payment. Financial statements are reviewed monthly by Mr. Watkins, the Program Director, Renee 
Kennish, and Kerry Mooney, President of the VO Federal Division, and variances to budget are 
researched and explained. The Federal Finance results are shared on a monthly basis with the CEO and 
the rest of the VO National Leadership Team. 
 
Since the MOS Program is a service contract, labor is the primary cost driver. Thus, the controls over 
time-charging are important. The understanding of how to record productive work hours begins with 
time-charging training as employees are hired, as well as an annual refresher provided by the Federal 
Finance Team to all VO Federal Division employees. Segregation of duties also exists--the team 
processing payroll is not the same team that monitors time-charging—as is recommended by the 
Defense Contract Audit Agency (DCAA). The Deltek time-charging system requires employees to log 
in with a unique user identification and password. Policy also requires employees to record hours 
worked on a daily basis to the proper project. Both the employee and supervisor review and approve the 
time worked weekly.  
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As an additional control, Deltek allows an auto-generated e-mail to be sent to employees who have 
failed to enter their hours each day. Any changes to the hours input requires a description of why the 
change was made along with approval by both the employee and supervisor. The Deltek Time and 
Expense module has built-in reporting that allows daily monitoring by the Federal Finance time-
charging administrator of time charged to projects to ensure accuracy and completeness of hours 
worked, as well as review for proper approvals. As part of this process, if an employee is identified as 
having falsified their time record, corrective action is taken up to and including termination.  
 
These systems, policies, and procedures provide strong internal controls for gathering all costs to be 
invoiced back to the Government in an accurate, timely manner. Through the Deltek system, invoices 
are generated for billings to the Government by the Federal Finance team. These invoices are reviewed 
first by the Federal Accounting Manager, second by the Federal Finance Director and finally by the 
Senior Vice President, CFO Commercial and Federal Division Mr. Watkins, prior to being uploaded into 
the Government IPP site for review and payment. If an error is discovered after an invoice is submitted, 
VO’s policy is immediate, full transparency and communication to the Contracting Officer 
Representative (COR) and the COR’s representative so that a corrective action plan can be determined. 
 
VO maintains processes designed to identify, avoid and mitigate potential conflicts of interest, including 
reporting to the MOS Contracting Officer any actual or potential conflicts as required. Employees are 
prohibited from engaging in conduct that may be give rise to a conflict of interest and they receive 
training on conflicts of interest and are informed of the requirement to avoid such conflicts at the time of 
hire and annually thereafter.  Employees are prohibited from self-referring, and/or referring service 
members and their families to any counseling practice for which they may have a personal, financial 
interest. Additionally, subcontractors and providers are prohibited from engaging in activities that would 
be considered a conflict of interest and to report any potential conflicts, consistent with FAR 9.5. Our 
Federal Finance and Contract Administration team also conducts several mandatory annual trainings for 
all employees working on Federal Contracts to promote a culture of awareness and compliance, as well 
as to encourage adherence to ethical practices and behaviors. Examples of trainings include Time-
Charging, Procurement Integrity, Small Business, Conflict of Interest, and Contractor Code of Conduct 
training. Most training requires a completed post-test and signed acknowledgement.   
 
In addition, the MOS staff receives several monthly "Compliance Corners" news alerts, which speak 
about the requirements of Government contracting. Recent examples include: Ethics Hotline, Fraud and 
Abuse, False Claims Act, Code of Conduct, FAR Clause on Contractor Code of Business Ethics and 
Conduct, Hitech HIPAA, Federal Regulations on Gratuities and Bribery (EO 11246), Security Breach, 
Drug-Free Workplace, and Freedom of Information Act.   
 
In addition to the trainings identified above, the Federal Finance team also maintains numerous policies 
and procedures that ensure consistent application of accounting treatment among the federal contracts. 
The policies and procedures are reviewed and updated annually and are available to all Federal Finance 
team members. Furthermore, weekly meetings allow for internal trainings, new guidance to be shared, 
an opportunity to discuss unique situations, and a forum to ensure communications are shared and 
understood by the team. Ultimately, the processes and controls identified throughout this financial 
management plan help ensure accurate and reliable financial data both internally, and to our 
Government partner. 
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ValueOptions recognizes that its performance under the Military OneSource contract is of a nature that 
creates a potential organizational conflict of interest as defined in FAR 9.5.  Conflicts of Interest include 
situations where, by virtue of work or services performed for DOI or DoD, or as a result of data acquired 
from the DOI, DoD, or the industry, ValueOptions may: 
• obtain an unfair competitive advantage over other companies in respect to future DOI or DoD 

business 
• effect government actions under circumstances in which there is a danger that ValueOptions’ 

judgment may be biased 
• identify a conflict between performing Government work in an impartial manner and the company’s 

self-interest 
 
ValueOptions maintains processes designed to identify, avoid, and mitigate potential conflicts of 
interest, including reporting to the Contracting Officer any actual or potential conflicts as required.   
 
As a part of its review of potential new contracts involving federal business, and tasks assigned by the 
Contracting Officer under the current contract, we will assess whether performance of such contracts or 
tasks may give rise to a potential conflict of interest.  In the event that a potential conflict is identified, 
we will take steps to avoid, neutralize or mitigate such conflict. 
 
ValueOptions will maintain policies and procedures to support compliance with the below terms, and 
will include terms consistent with below requirements in subcontractor and provider contracts: 
• It is recognized by the parties hereto that the effort performed by the contractor under this contract is 

of a nature that it creates a potential organizational conflict of interest as defined in FAR 9.5.  
• In the performance of this contract, the Contractor may have access to data which is procurement 

sensitive or is proprietary to other companies, Government consultants or advisors, or the 
Government.  The Contractor agrees that it will not utilize such procurement sensitive or proprietary 
data in performance of future competitive contracts.  The Contractor further agrees not to act as a 
subcontractor or consultant to any other prime contractor or subcontractor seeking to utilize such 
data. 

• The Contractor warrants that, to the best of its knowledge and belief, there are no relevant facts or 
circumstances, which would give rise to an organizational conflict of interest, as defined in FAR 9.5, 
or that the Contractor has disclosed all such relevant information. 

• The Contractor agrees that if an actual or potential organizational conflict of interest is discovered 
after award, the Contractor shall make full disclosure in writing to the Contracting Officer.  This 
disclosure shall include a description of actions, which the Contractor has taken or proposes to take, 
to avoid or mitigate the actual or potential conflict. 

• If the Contractor was aware of a potential organizational conflict of interest prior to award or 
discovered an actual or potential conflict after award and did not disclose or misrepresented relevant 
information to the Contracting Officer, the Government may terminate the Contract.   

The Offeror shall provide a Conflict of Interest Plan addressing the requirements as described in 
Sections H.4/H.5 and L.11. 



 
Attachment 7: Conflict of Interest Plan 

Solicitation # D12PS50899   
SOURCE SELECTION INFORMATION –See FAR 2.101 and 3.104. 

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

 

2 

• The Contractor/counselors shall remain free of any conflicts of interest when issuing referrals to 
service members or families.  All personnel performing under this contract are expressly prohibited 
from self-referrals and referring service members and their families to any counseling practice for 
which the counselor may have a personal, financial, or other interest.   

 
Employees 
ValueOptions employees are prohibited from engaging in conduct that may be give rise to a conflict of 
interest.  Employees receive training on conflicts of interest and are informed of the requirement to 
avoid such conflicts at the time of hire and annually thereafter.  Employees are prohibited from self-
referring, and/or referring service members and their families to any counseling practice for which they 
may have a personal, financial interest.  Employees are required to obtain prior approval before 
engaging in any outside employment or personal business ventures, so that such activities can be 
reviewed to identify and avoid potential conflicts.  Employees who have questions or are concerned 
about a potential conflict of interest are trained to contract Human Resources or the ValueOptions Ethics 
Hotline. 
 
Providers 
ValueOptions places a high importance in assuring that all Military OneSource providers adhere to 
contractual terms and policies related to conflict of interest requirements.  Network providers are 
required to take the mandatory initial training and the annual refresher training that clearly states the 
strict policies prohibiting self-referral.  In addition to the contract language outlined above, we also 
include language specific to the prohibition on self-referrals in its Military OneSource Short-Term Non-
Medical Counseling Amendment and the Military OneSource Provider Statement of Understanding.  
 
If ValueOptions identifies that a network provider has any conflict of interest with a member referral or 
has made a self-referral, several actions take place; (1) the authorization is removed from that provider, 
(2) the provider is not reimbursed for services rendered, and (3) appropriate corrective measures are 
taken, which may include termination from the network.   
 
Subcontractors  
ValueOptions’ subcontractors are also required to comply with the FAR 9.5 conflict of interest 
requirements and contractually agree to the substance of the required subcontract terms stated in this 
plan.  Additionally, we will confirm compliance with conflicts of interest requirements through our 
annual subcontractor audit program. 
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Solicitation # D12PS50899 1 
SOURCE SELECTION INFORMATION–See FAR 2.101 and 3.104 

The first page of the proposal must show: 
 
i.  Solicitation Number:  D12PS50899 
 
ii. Name, Address, Telephone and Fax Number of the Offeror 
Name:   ValueOptions, Inc. 
Address:  240 Corporate Boulevard 

Norfolk, Virginia 23502 
Phone Number: (757) 459-5331 
Fax Number:  (757) 892-5772 
Electronic Address: www.valueoptions.com 
 
iii. Statement specifying the extent of agreement with all terms, conditions, and provisions 

included in the solicitation and agreement to furnish any or all items upon which prices are 
offered at the price set opposite each item 

 
ValueOptions agrees with all terms, conditions, and provisions included in the solicitation. We agree to 
furnish any or all items upon which prices are offered as the price set opposite each item. 
 
As MOS program administrator for the past year, VO has proven its ability to fully comply with all the 
Government’s terms, conditions, and provisions. 
 
iv. Names, titles, and telephone and facsimile numbers (and electronic addresses if available) of 

persons authorized to negotiate on the Offeror’s behalf with the Government in connection 
with this solicitation 

 
ValueOptions staff who are authorized to negotiate on our behalf with the Government in connection 
with this solicitation: 
 
Name:   Ms. Kerry Mooney 
Title:     President, Federal Division 
Phone Number:   (757) 459-5331 
Fax Number:  (757) 892-5772 
E-mail Address:   kerry.mooney@valueoptions.com 
 
Name:   Mr. Kenneth Watkins 
Title:   Senior Vice President, CFO Commercial & Federal Division 
Phone Number:   (757) 459 - 5384 
Fax Number:  (757) 459-5136 
E-mail Address:   kenneth.watkins@valueoptions.com 
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v. Name, title and signature of person authorized to sign the proposal.  Proposals signed by an 

agent shall be accompanied by evidence of that agent’s authority, unless that evidence has been 
previously furnished to the issuing office. 

 
Name of person authorized to sign the proposal: Kerry Mooney 
Title of person authorized to sign the proposal: President, Federal Division 
 
 
 
Signature of person authorized to sign the proposal:   

 
 
  





CROSS REFERENCE MATRIX
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RFP Location

Requirement
(Requirement statements below have in some cases been truncated and meant only as a reference point for proposal evaluators – 

requirements have been addressed fully in our proposal response) VOLUME I VOLUME II VOLUME III VOLUME IV

B.1 Consideration and Payment Tab D.9: CLIN X001 - 
X010  (pp.1-11)

B.2 Labor Hour rates Tab D.1a (pp 1-12)

B.3 Other Direct Costs
Tab D.3 (pp.1-17), Tab 
D.9: CLIN X007 (pp.1-

11)

B.4 Travel
Tab D.4 (pp 1-23), Tab 
D.9: CLIN X008 (pp.1-

11)

B .5 – CLIN 
Descriptions

Call Center Operations: The Contractor shall invoice a monthly fixed price for Call Center Operations. The 
monthly price will be based on the tiered pricing as provided in Section J-1, CLIN Structure, which is 
contingent upon the total call volume for the month invoiced (e.g., 37,000 incoming calls + 25,000 outgoing 
calls equals 62,000 total calls, would be invoiced at the Tier 6 monthly price). This CLIN shall also include the 
variable program management per tier to accommodate fluctuations in call volume.*
*This CLIN shall not include any pricing for Telephonic/Electronic Counseling, which shall be invoiced against 
CLIN X003. Although interpretation services are delivered and invoiced in CLIN X001, document translation 
services shall be invoiced against CLIN X007.

Tab D.9: CLIN X001 
(pp.1-11)

B .5 – CLIN 
Descriptions EAP Web Presence: The Contractor shall invoice monthly, on a firm fixed price basis. Tab D.9: CLIN X002 

(pp.1-11)

B .5 – CLIN 
Descriptions

Non-Medical Counseling: The Contractor shall invoice monthly the actual number of non-medical counseling 
sessions delivered. Each type of non-medical counseling session will be invoiced at the price per session as 
listed in Section J-1, CLIN Structure. The quantities listed for each type of non-medical counseling under Tab 
D.9: CLIN X003 are based on historical data and subject to change.*
*“Tax Consultations” shall be invoiced against Tab D 9: CLIN X003; “Tax Filing” shall be invoiced against Tab 
D.9: CLIN X007, ODCs.

Tab D.9: CLIN X003 
(pp.1-11)

B .5 – CLIN 
Descriptions

Strategic Outreach and Fulfillment: The Contractor shall invoice a monthly firm fixed price, capturing the labor 
associated with shipping and replenishing of educational and informational materials.*
 *Material, warehousing, and shipping costs shall be captured in Tab D.9: CLIN X007, ODCs.

Tab D.9: CLIN X004 
(pp.1-11)

B .5 – CLIN 
Descriptions

Joint Family Support Assistance Program (JFSAP): The Contractor shall invoice a monthly firm fixed price for 
the JFSAP, including program management.* The monthly firm-fixed-price is based on the delivery of 55 
JFSAP consultants. If the number of JFSAP consultants drops below 55, the contractor will have 30 days (IAW 
QASP) to replace the unfilled position(s) with properly qualified personnel. When an unfilled position exceeds 
360 days, the contractor shall reduce the next invoice by the JFSAP consultant’s fully burdened rate for the 
length of time the position remains unfilled.
*JFSAP Travel shall be captured in Tab D.9: CLIN X008, Travel.

Tab D.9: CLIN X005 
(pp.1-11)

B .5 – CLIN 
Descriptions

Program Management: The Contractor shall invoice a monthly firm fixed price for program management. This 
CLIN shall include program management for EAP services, to include training, documenting, reporting, quality 
control, IT and IA services, and Return to Operation/Disaster Recovery.
*This CLIN shall not include any program management for Tab D.9: CLIN X001, Call Center Operations, or 
Tab D.9: CLIN X005, JFSAP.

Tab D.9: CLIN X006 
(pp.1-11)

Location in ValueOptions' Proposal Response

SECTION B – SUPPLIES OR SERVICES AND PRICES
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B .5 – CLIN 
Descriptions

Other Direct Costs (ODCs): The Contractor shall invoice monthly all direct costs allowable and allocable to this 
contract against a Not-to-Exceed (NTE) ceiling that are not included in any other CLIN. Receipts are required 
for all items invoiced under this CLIN. The Contractor may invoice under this CLIN for any additional costs* 
associated with higher levels of background checks, as required by Section C 5.9.1.
*Background checks normally provided as part of a commercial EAP service shall not be assessed under this 
CLIN; they shall be part of the Contractor’s overhead.

Tab D.9: CLIN X007 
(pp.1-11)

B .5 – CLIN 
Descriptions

Travel: The Contractor shall invoice monthly in accordance with the current FTR for travel expenses against a 
Not-To-Exceed Ceiling. The Contractor shall group travel expenses in categories that make them traceable to 
each MOS component (e.g., JFSAP).

Tab D.9: CLIN X008 
(pp.1-11)

B .5 – CLIN 
Descriptions

Ad Hoc Labor: The CO may exercise this Optional CLIN via contract modification in accordance with the 
guidelines at B.1.2.2.
CLIN X009A, Call Center Operations: If exercised, the Contractor shall invoice a monthly amount against a 
NTE ceiling for supplemental support of CLIN X001. Labor categories and rates invoiced under this optional 
CLIN shall match the labor categories and rates used to establish the Tier pricing under CLIN X001.
CLIN X009B, Non-Medical Counseling: If exercised, the Contractor shall invoice a monthly amount against a 
NTE ceiling for supplemental support of CLIN X003.  Individual session pricing invoiced under this optional 
CLIN shall match the individual session pricing under CLIN X003.

Tab D.9: CLIN X009 
(pp.1-11)

B .5 – CLIN 
Descriptions

Transition In: The Contractor shall invoice a firm fixed price for Transition-In, only upon a successful transition 
as defined and accepted by the Government

Tab D.9: CLIN X010 
(pp.1-11)

C – PWS 1.0 – PWS 
3.0

INTRODUCTION, SCOPE OF WORK, APPLICABLE DOCUMENTS AND REFERENCES, 
REQUIREMENTS FOR MILITARY ONESOURCE PROGRAM

C – PWS 4.0 MISSION REQUIREMENTS

C – PWS 4.1 MOS CALL CENTER OBJECTIVE Vol. 1B: Factor 2, 
Subfactor 1 (p.2)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.2 MOS CALL CENTER MINIMUM REQUIREMENTS Vol. 1B: Factor 2, 
Subfactor 1 (p.1)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.2.1 The Call Center triage consultants and supervisor education experience and credential/licensing requirements. 
Vol. 1B: Factor 2, 

Subfactor 1 
(pp.3,4)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

ValueOptions will continue to comply with stated requirements and is prepared to 
comply with new requirements. We have incorporated our commitment to adhere 
to these requirements throughout  all pages of our proposal response.

ValueOptions will continue to comply with stated requirements and is prepared to 
comply with new requirements. We have incorporated our commitment to adhere 
to these requirements throughout  all pages of our proposal response.

C – DESCRIPTIONS AND SPECIFICATIONS
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C – PWS 4.2.2 The Contractor shall maintain the current MOS 800 number ensuring that a single number can be used by 
Participants from any location world-wide to access the MOS Call Center.  

Vol. 1B: Factor 2, 
Subfactor 1 (pp. 

2,5)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.2.3  The Contractor will have Call Center triage consultants information, warm hand-off, and referrals. Participant 
confidentiality and duty to warn and mandated reporting.  

Vol. 1B: Factor 2, 
Subfactor 1 (p.6)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.2.4 The procedures for a warm hand-off will ensure that Participants do not have to repeat their story or issue when 
a third party agency is engaged in the conversation.  (reference Sections J-28 & 29)

Vol. 1B: Factor 2, 
Subfactor 1 (pp. 5-

6)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.2.5 
The Call Center triage consultants will answer calls for the DoD Spouse Education and Career Opportunities 
(SECO) Program, which, including the SECO Career Center, is provided under a separate contract.  ) (reference 
Section J-43), 

Vol. 1B: Factor 2, 
Subfactor 1 (p.6)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.2.6 Handling for calls received from a military spouse for SECO, MyCAA, or MSEP outside of the SECO Career 
Center operating hours. 

Vol. 1B: Factor 2, 
Subfactor 1 (p.6)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.2.7
For calls received from a MyCAA School representative, MSEP Partner or corporation, MOS triage consultants 
will provide a warm hand off and a telephone number, which will be provided by the Government, to the SECO 
MyCAA School liaison team or the SECO MSEP Partner liaison team.  .

Vol. 1B: Factor 2, 
Subfactor 1 

(pp.4,6)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.2.8
For those seeking non-medical counseling services, clinical assessments ARE NOT CONDUCTED, but a brief 
question and answer series is conducted to ascertain scope of care the caller requires.  (reference Section J-12), 
(reference Section J-14 & 15), (reference Section J-3). 

Vol. 1B: Factor 2, 
Subfactor 1 

(pp.4,6)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.2.9

For eligible Participants seeking more in depth information on specific issues, specialty consultants will be 
available to address core areas in services such as Special Needs, Adoption, Elder Care, Adult Disability, 
Education, Work Life, Document Translation, and Bulk MOS Fulfillment Items (reference Section J-25, 26, 35, 
37, & 39).  

Vol. 1B: Factor 2, 
Subfactor 1 (p.3)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.2.10 Specialty consultations for Wounded Warriors will include identifying issues and coordinating with DoD, 
Veterans Affairs (VA), Department of Labor (DOL) and other federal agencies.  

Vol. 1B: Factor 2, 
Subfactor 1 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.2.10 1 Specialty consultations for Wounded Warriors will follow DoD provided (reference Section J-34 &35). Vol. 1B: Factor 2, 
Subfactor 1 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010
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C – PWS 4.2.10 2

Consultations will involve frequent information exchange to institute this directed response to Wounded 
Warriors and their families, to include coordinating with military Services Wounded Warrior program 
representatives, VA, and TRICARE to resolve Wounded Warrior issues (e.g , long delays in obtaining 
appointments, significant geographic distance from facilities, or complaints about the quality of services they 
receive). 

Vol. 1B: Factor 2, 
Subfactor 1 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.2.11 Outbound Contacts and follow-up. 
Vol. 1A: Factor 1, 

Subfactor 3 
(pp.18-19)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 4.2.12

The Contractor’s technical infrastructure shall support translation/interpretation capability.  Contractor 
telephone integration shall include a process and capability to use interpreters/translators for telephone calls.  
Translation services will also be available for legal documents (e.g. leases, marriage licenses, adoptions, utility 
bills, legal documents, etc.). 

Vol. 1B: Factor 2, 
Subfactor 1 (p.3)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.2.13 The Contractor shall provide access to telephone and Internet services that meet the standards of Section 508, 
Amendment to the Rehabilitation Act of 1973.

Vol. 1B: Factor 2, 
Subfactor 1 (p.4)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.2.14 Security and protection of data. 
Vol. 1B: Factor 2, 
Subfactor 1 (pp.6-

7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.2.15
Contractor shall ensure all data collection and storage systems that provide for DoD level information and 
system security protect the confidentiality, integrity, and availability of data in order of precedence with all 
applicable Federal laws, DoD regulations and policies, State laws, and industry standards.  

Vol. 1B: Factor 2, 
Subfactor 1 (pp.6-

7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.2.16 The Contractor’s technical infrastructure and telecommunication capabilities shall support 24/7 Call Center 
operations to receive both CONUS and OCONUS calls.

Vol. 1B: Factor 2, 
Subfactor 1 (p.2)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.2.17
The Government requires that MOS services (1-800 Call Centers) are available 24/7 despite any natural or man-
made disasters (reference Section J-10).  In the event of a disaster, the MOS telephone number will serve as the 
primary DoD-wide information source.  

Vol. 1B: Factor 2, 
Subfactor 1 (pp.5-

7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 4.3 MOS EAP WEB PRESENCE Vol. 1B: Factor 2, 
Subfactor 2 (p.8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X002, 

X007, X008, X010

C – PWS 4.4 MOS EAP WEB PRESENCE INTERFACING REQUIREMENTS Vol. 1B: Factor 2, 
Subfactor 2 (p.8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X002, 

X007, X008, X010
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C – PWS 4.4.1 Section 508 compliance. Vol. 1B: Factor 2, 
Subfactor 2 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X002, 

X007, X008, X010

C – PWS 4.4.2 The militaryonesource.mil public website will link to the EAP web presence. Vol. 1B: Factor 2, 
Subfactor 2 (p.8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X002, 

X007, X008, X010

C – PWS 4.4.3 The EAP web presence must be consistent with the militaryonesource.mil design. Vol. 1B: Factor 2, 
Subfactor 2 (p.8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X002, 

X007, X008, X010

C – PWS 4.4.4 The Contractor shall provide a single entry point into the EAP services with a secure login capability. Vol. 1B: Factor 2, 
Subfactor 2 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X002, 

X007, X008, X010

C – PWS 4.4.5 The EAP web presence access authentication will be provided by the Government through a Simple Object 
Access Protocol (SOAP) web service Application Programming Interface (API) (reference Section J-23).

Vol. 1B: Factor 2, 
Subfactor 2 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X002, 

X007, X008, X010

C – PWS 4.4.6 The Contractor’s technical infrastructure and capabilities must support 24/7 operations with resources available 
to both CONUS and OCONUS Participants.

Vol. 1B: Factor 2, 
Subfactor 2 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X002, 

X007, X008, X010

C – PWS 4.4.7 The EAP web presence will use the ".org" URL domain space.   Vol. 1B: Factor 2, 
Subfactor 2 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X002, 

X007, X008, X010

C – PWS 4.5 THE CONTRACTOR IS REQUIRED TO PROVIDE NETWORK REDIRECTION SERVICES TO REDIRECT 
MILITARYONSOURCE.COM WEB TRAFFIC TO THE MILITARYONESOURCE MIL SITE

Vol. 1B: Factor 2, 
Subfactor 2 (p.10)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X002, 

X007, X008, X010

C – PWS 4.5.1 This requires the ability to interrogate incoming .com requests, identify specific data in the request and redirect 
it to a specific page on the .MIL website (reference Section J-21). 

Vol. 1B: Factor 2, 
Subfactor 2 (p.10)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X002, 

X007, X008, X010

C – PWS 4.5.2 This requires the ability to redirect specific MOS .COM e-mail traffic to specific MOS .MIL addresses Vol. 1B: Factor 2, 
Subfactor 2 (p.10)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X002, 

X007, X008, X010
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C – PWS 5.0 NON-MEDICAL COUNSELING OBJECTIVE - To provide private, confidential non-medical counseling 
utilizing a short-term, solution focused counseling EAP model for eligible Participants.

Vol. 1A: Factor 1, 
Subfactor 1 (p.2-

3, 6)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 5.0.1 MOS non-medical counseling (reference Section J-32).  
Vol. 1A: Factor 1, 
Subfactor 1 (pp. 5-

6, )

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 5.0.2

Non-medical counselors may NOT self-refer for clinical mental health counseling, treatment and/or therapy.  At 
the time a Participant is determined to need clinical mental health counseling, treatment and/or therapy, the 
Contractor is to provide a warm hand-off or referral directly to TRICARE or the MTF for Active Duty and their 
families.  

Vol. 1A: Factor 1, 
Subfactor 1 (p. 6)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 5.1 CONFIDENTIALITY (reference Section J-27). Vol. 1C: Factor 3, 
Subfactor 2 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 5.2 INFORMED CONSENT 
Vol. 1A: Factor 1, 
Subfactor 1 (pp. 6-

7)

C – PWS 5.3 DUTY TO WARN/MANDATED REPORTS Vol. 1C: Factor 3, 
Subfactor 2 (p.8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 5.4 DOCUMENTATION Vol. 1C: Factor 3, 
Subfactor 2 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 5.4.1 Documentation as required on all non-medical counseling.  s (reference Section J-3) Vol. 1C: Factor 3, 
Subfactor 2 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 5.4.2 Formal documentation of all non-medical counseling pertaining to all MOS Participants is required Vol. 1C: Factor 3, 
Subfactor 2 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 5.4.3 Case notes (reference Section J-3) must comply with legal requirements as required by state laws or regulations 
and must routinely be submitted in the Government CMS within 15 calendar days after each session.  

Vol. 1A, Factor 1 
(p.5), Vol. 1C: 

Factor 3, 
Subfactor 2 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 5.4.4 In the event of an adverse incident, follow prescribed policies and procedures listed in Section J-31.
Vol. 1C: Factor 3, 
Subfactor 2 (pp.9-

10)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010
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C – PWS 5.4.5 Documentation of V-code indicators.  Vol. 1C: Factor 3, 
Subfactor 2 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 5.4.6 Case closure summaries (reference Section J-3) are required for all case records.  Vol. 1C: Factor 3, 
Subfactor 2 (p.10)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 5.4.7 A separate and distinct non-medical counseling case record is maintained for each Participant that is never part 
of, or stored with any other Participant related record.   

Vol. 1C: Factor 3, 
Subfactor 2 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 5.5 NON-MEDICAL COUNSELING REFERRALS 
Vol. 1B: Factor 2, 
Subfactor 1 (pp.3-

4)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS  5.5.1 If the Participant requests non-medical counseling during the initial contact, the Contractor shall ascertain if the 
Participant’s issues are in scope for services (reference Section J-32).  

Vol. 1B: Factor 2, 
Subfactor 1 (pp.3-

4)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 5.5.2 The Contractor shall attempt to satisfy Participant preferences regarding age, gender, culture, and language 
when providing a warm handoff or referral for non-medical counseling.

Vol. 1B: Factor 2, 
Subfactor 1 (pp.3-

4)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 5.6 PARTICIPANT FEEDBACK 
Vol. 1A: Factor 1, 

Subfactor 3 
(pp.19-20)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 5.7 NOTIFICATION OF ADVERSE INCIDENT (reference Section J-31).  
Vol. 1C: Factor 3, 
Subfactor 2 (pp.9-

10)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 5.8 REQUIREMENTS FOR ALL NON-MEDICAL COUNSELING Vol. 1A: Factor 1, 
Subfactor 2 (p.10)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 5.8.1 Procedures for responding to Duty to Warn and Mandated Reporting situations (reference Sections J-3, 12, 13, 
14, 15, & 30).

Vol. 1C: Factor 3, 
Subfactor 2 (p.8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010
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C – PWS 5.8.2 Approach and processes to manage network providers, ensuring timeliness and efficiency and avoiding 
disruption or degradation of services.  (reference Sections J-29 & 32).

Vol. 1A: Factor 1, 
Subfactor 2 

(pp.11,13,15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 5.8.3 MOS staff and network providers will verify eligibility for services. t (reference Section J-6).  Vol. 1A: Factor 1, 
Subfactor 1 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 5.9 CREDENTIALING Vol. 1A: Factor 1, 
Subfactor 2 (p.14)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 5.9.1 non-medical counseling verification of  Criminal History Background Check.  (reference Section J-17).  
(reference Section J-30). 

Vol. 1A: Factor 1, 
Subfactor 2 
(pp.11,13)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 5.9.2 Non-medical counselor’s education, experience and licensing/certification requirements. (reference Sections J-
12 & 30).  

Vol. 1A: Factor 1, 
Subfactor 2 (p.13)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 5.9.3
Credentialing for non-medical counseling (face-to-face, telephonic, and online): the MOS counselor MUST BE 
licensed in the State in which the Participant is receiving the services.  If the Participant is receiving telephonic 
or online counseling while located OCONUS, the MOS counselor may be licensed in any state.  

Vol. 1A: Factor 1, 
Subfactor 2 
(pp.11-12)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 5.9.4 Network provider supervisors education, experience and licensing/certification requirements. .  Vol. 1A: Factor 1, 
Subfactor 2 (p.14)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 5.9.5 Proof that the counselors/network providers and supervisors licensure, credentials, proof of insurance, required 
experience and background checks are current and proper for performance under this contract.  

Vol. 1A: Factor 1, 
Subfactor 2 

(pp.13,15-16)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 6.0 HEALTH AND WELLNESS COACHING PROGRAM OBJECTIVE Vol. 1A: Factor 1, 
Subfactor 1 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 6.1 MINIMUM REQUIREMENTS FOR HEATH AND WELLNESS COACHING PROGRAM Vol. 1A: Factor 1, 
Subfactor 1 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

C – PWS 6.1.1 Coaching sessions are provided, by appointment, telephonically and/or web-based or via the internet through 
web-based applications approved by the Government.  

Vol. 1A: Factor 1, 
Subfactor 1 (p.8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 6.1.2 Sessions may be conducted pertaining to:  Weight Management, Fitness and Exercise, Healthy Eating Habits, 
General Health and Wellness, Military Physical Fitness Test.  

Vol. 1A: Factor 1, 
Subfactor 1 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 6.1.3 The Contractor shall provide Documentation in the Government CMS of coaching sessions. (reference Section J-
3) 

Vol. 1C: Factor 3, 
Subfactor 2 (p.10)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 6.1.4 Participant requests health and wellness coaching screening for scope of service. Vol. 1A: Factor 1, 
Subfactor 1 (p.8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 6.1.5 The Contractor shall not utilize a Health and wellness coach screening and background checks. , (reference 
Section J-17).  (reference Section J-30).

Vol. 1A: Factor 1, 
Subfactor 1 (pp. 6-

8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 6.1.6 Participant’s feedback of health and wellness coaching. 
Vol. 1A: Factor 1, 

Subfactor 3 
(pp.18-19)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 6.1.7 Coordination of  the MOS Health and Wellness Coaching Program.  Vol. 1A: Factor 1, 
Subfactor 1 (p.8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 6.1.8 Annually certification and proof of health and wellness coaches and supervisors  credentials, required 
experience and background checks are current and proper for performance under this contract. 

Vol. 1A: Factor 1, 
Subfactor 2 (p.14-

15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 6.1.9 Ensuring all health and wellness coaches are knowledgeable of each branch (Army, Navy, Air Force and Marine 
Corps) physical fitness standards (reference Section J-19a thru f). 

Vol. 1A: Factor 1, 
Subfactor 1 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 7.0 Financial counseling OBJECTIVE (reference Section J-5k)  
Vol. 1A: Factor 1, 
Subfactor 1 (pp.8-

9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

C – PWS 7.1 REQUIREMENTS FOR FINANCIAL COUNSELING Vol. 1A: Factor 1, 
Subfactor 2 (p.14)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 7.1.1 Government guidelines regarding employment and conflicts of interest (reference Section J-16). Vol. 1A: Factor 1, 
Subfactor 1 (p.8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 7.1.2
The Contractor shall inform the Government MOS Program Office (COR and Government PM) of any MOS 
financial counselors that have been placed on probation and/or remediation or have been removed from the 
network and reason for removal.  

Vol. 1A: Factor 1, 
Subfactor 2 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 7.1.3 

This type of counseling shall be provided by appointment, telephonically or face-to-face.  Appointments will be 
available during normal network provider business hours, to include evenings and weekends, but will not be 
expected to be offered 24/7.  Though appointments are not expected to be provided 24/7, financial counseling 
sessions delivered telephonically must be able to accommodate foreign time zones for Participants located 
OCONUS.

Vol. 1A: Factor 1, 
Subfactor 1 (p.8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 7.1.4

In cases of extreme financial hardship, threat of deprivation, or other similar circumstances, financial counselors 
shall ensure that Participants are referred to the appropriate military resources such as Relief Societies; 
installation banks/credit unions, Chaplains, other state, federal, local and veterans’ organizations, and other 
resources as appropriate. 

Vol. 1A: Factor 1, 
Subfactor 1 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 7.1.5 

MOS financial staff and network financial counselors shall provide individualized personal financial 
management, financial planning, and referral services when applicable, to Participants.  However, MOS 
financial staff and financial counselors shall never give specific financial investment advice related to specific 
investment funds/opportunities.

Vol. 1A: Factor 1, 
Subfactor 1 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 7.2 MINIMUM REQUIREMENTS FOR TAX FILING SERVICES Vol. 1A: Factor 1, 
Subfactor 1 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 7.2.1 Contractor is required to offer telephonic tax assistance consultations to assist Participants with their tax filing 
questions.  

Vol. 1A: Factor 1, 
Subfactor 1 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 7.2.2 Contractor shall develop a list of most frequently asked/answered tax questions and post these questions to the 
Government-owned militaryonesource.mil public website.  

Vol. 1A: Factor 1, 
Subfactor 1 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

C – PWS 7.2.3 Contractor shall provide contact information to MOS Participants for local military installation tax service 
support.

Vol. 1A: Factor 1, 
Subfactor 1 (p.9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

C – PWS 7.2.4 Contractor shall establish quality control procedures for tax service support specific to military tax issues. Vol. 1A: Factor 1, 
Subfactor 3 (p.20)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 7.2.5 
Contractor shall provide a monthly status on usage, by month and cumulative, for state and Federal filings and 
report this data IAW Monthly Status and Progress Report requirements.  The Contractor shall obtain 
Government approval of the tax assistance support plan prior to implementation on each option period. 

Vol. 1C: Factor 3, 
Subfactor 2 (p.10)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS  8.0 STRATEGIC OUTREACH OBJECTIVE 
Vol. 1C: Factor 3, 

Subfactor 4 
(pp 13-15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010

C – PWS 8.1 MINIMUM REQUIREMENTS FOR STRATEGIC OUTREACH 
Vol. 1C: Factor 3, 

Subfactor 4 
(pp 13-15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010

C – PWS 8.1.1 Materials shall be branded or identified in a manner directed and approved by the Government as MOS 
materials.

Vol. 1C: Factor 3, 
Subfactor 4 (p.14)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010

C – PWS 8.1.2 Materials shall be reviewed and updated to maintain relevance and accuracy. Vol. 1C: Factor 3, 
Subfactor 4 (p.14)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010

C – PWS 8.1.3 As directed by the Government MOS Program Office (COR and Government PM), the Contractor shall 
replenish materials.

Vol. 1C: Factor 3, 
Subfactor 4 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010

C – PWS 8.1.4
As directed by the Government MOS Program Office (COR and Government PM), the Contractor shall provide 
content and facilitation for online webinars and moderated chats on EAP topics and topics of interest to the 
military community.  

Vol. 1C: Factor 3, 
Subfactor 4 (p.14)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010

C – PWS 8.1.5 
The Contractor shall provide worldwide distribution services for all materials.  Materials may be requested 
through the MOS toll-free number or an online fulfillment application provided by the Government and will 
reside on the MilitaryOneSource.mil website.  

Vol. 1C: Factor 3, 
Subfactor 4 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010

C – PWS 8.1.6 The Contractor shall provide warehouse, inventory management and distribution for all materials Vol. 1C: Factor 3, 
Subfactor 4 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

C – PWS 8.1.7 The Contractor shall ship materials out within 2 business days from the receipt of the request using the most 
cost effective, trackable method of delivery.  

Vol. 1C: Factor 3, 
Subfactor 4 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010

C – PWS 8.1.8 Event support.  Vol. 1C: Factor 3, 
Subfactor 4 (p.14)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010

C – PWS 8.2 FULFILLMENT INTERFACE (reference Sections J-24 & 39). Vol. 1C: Factor 3, 
Subfactor 4 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010

C – PWS 8.3 FULFILLMENT REQUIREMENTS Vol. 1C: Factor 3, 
Subfactor 4 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010

C – PWS 8.3.1 The Data requests shall contain PII so protecting it is of paramount importance.  All PII data communications 
between the Government and Contractor systems must be encrypted.

Vol. 1C: Factor 3, 
Subfactor 4 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010

C – PWS 8.3.2 Communications shall be provided through a transaction based SOAP web service and an API provided by the 
Contractor that the Government can send the fulfillment requests to.

Vol. 1C: Factor 3, 
Subfactor 4 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010

C – PWS 8.3.3
A monthly catalog file, in comma separated values (CSV) file format, shall be provided by the Contractor of the 
fulfillment materials being offered by the EAP Contractor.  The data shall be included in the Government’s 
online fulfillment catalog for ordering through the SOAP web service.

Vol. 1C: Factor 3, 
Subfactor 4 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010

C – PWS 8.3.4 A monthly catalog file, in CSV file format, shall be provided by the Contractor of all fulfillment materials with 
the number in stock.

Vol. 1C: Factor 3, 
Subfactor 4 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010

C – PWS 8.3.5 A monthly report, in CSV file format, shall be provided to the Government of all fulfillment requests processed 
(reference Section J-45).

Vol. 1C: Factor 3, 
Subfactor 2 (p.10)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 9.0 JOINT FAMILY SUPPORT ASSISTANCE PROGRAM (JFSAP) OBJECTIVE -  
Vol. 1C: Factor 3, 
Subfactor 3 (pp. 

11-13)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X005, 

X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

C – PWS 9.1 MINIMUM REQUIREMENTS OF JOINT FAMILY SUPPORTASSISTANCE PROGRAM - 
Vol. 1C: Factor 3, 
Subfactor 3 (pp. 

11-13)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X005, 

X007, X008, X010

C – PWS 9.1.1 JFSAP consultant support services., and provide materials for up to 80 events per month. Vol. 1C: Factor 3, 
Subfactor 3 (p.12)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X005, 

X007, X008, X010

C – PWS 9.1.2
JFSAP consultants will collaborate with programs & services to build coalitions and connect Federal, state, and 
local resources and non-profit organizations to Active Duty, Guard and Reserve families (reference Section J-
40).  

Vol. 1C: Factor 3, 
Subfactor 3 
(pp 11-12)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X005, 

X007, X008, X010

C – PWS 9.1.3 JFSAP consultants shall provide and document the following services and resources on a reporting form 
provided by the Government (reference Section J-41).  

Vol. 1C: Factor 3, 
Subfactor 3 
(pp 11-12)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X005, 

X007, X008, X010

C – PWS 10.0 PROGRAM MANAGEMENT OBJECTIVE 
Vol. 1C: Factor 3, 
Subfactor 1 (pp.1-

2)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.1 MINIMUM REQUIREMENTS FOR PROGRAM MANAGEMENT Vol. 1C: Factor 3, 
Subfactor 1 (p.2)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.1.1 Recruiting, hiring, training and managing a professional staff which maximizes employment of military spouses, 
Wounded Warriors and veterans.  

Vol. 1C: Factor 3, 
Subfactor 1 (pp. 

2, 4-6)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.1.2 Training program and methodology
Vol. 1C: Factor 3, 
Subfactor 1 (pp.2, 

6-7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.1.3
The Contractor shall develop and maintain internal business processes, tools and technical expertise to integrate 
all elements of the MOS requirements to support and maintain a system of counselors and support staff at a 
level of readiness over the contract’s period of performance.

Vol. 1C: Factor 3, 
Subfactor 1 (p.1)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.1.4 No formal written modifications of processes, policies or procedures can be implemented without written 
acknowledgement from the Government MOS Program Office (COR and Government PM).  

Vol. 1C: Factor 3, 
Subfactor 1 (p.4)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

C – PWS 10.1.5 The Contractor shall adhere to Government provided policies and procedures for each type of service delivery 
(reference Section J). 

Vol. 1C: Factor 3, 
Subfactor 1 (p.1)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.1.6 The Contractor shall develop and maintain a management process to meet Section 508 of the Workforce 
Investment Act of 1998 and all DoD security requirements as applicable.

Vol. 1C: Factor 3, 
Subfactor 1 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.1.7 The Contractor shall comply with the DoD Directives and Instructions, to include all future updates, referenced 
in Section J.

Vol. 1C: Factor 3, 
Subfactor 1 (p.1)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.1.8
The Contractor will be required to work collaboratively with the Government and other Government Contractors 
to present a unified, cohesive effort in delivering EAP services to Participants, to include roundtable meetings 
with the Government as directed. 

Vol. 1C: Factor 3, 
Subfactor 1 (p.5)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.1.9 The Contractor shall remain free of any political bias and shall ensure consistency of service regardless of 
installation, location, or any other factor.

Vol. 1C: Factor 3, 
Subfactor 1 (p.4)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.1.10
MOS contract staff and network providers, health and wellness coaches, and financial counselors are not 
authorized to speak to the media/press regarding MOS or their work with MOS Participants without specific 
written approval from the Government MOS Program Office (COR and Government PM).  

Vol. 1C: Factor 3, 
Subfactor 1 (p.4)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.1.11
The Contractor must establish and maintain a customer-service atmosphere of respect and concern for every 
Service member or family member, regardless of grade/rank, race, color, national origin, sex, religion, age, or 
disability IAW guidance issued by DOJ, DHHS, DOL, and the Small Business Administration (SBA).

Vol. 1C: Factor 3, 
Subfactor 1 (p.3)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.1.12 The Contractor shall provide quarterly updates on the performance plan related to the Quality Assurance 
Surveillance Plan (QASP). 

Vol. 1C: Factor 3, 
Subfactor 2 (p.8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.2 TRAINING Vol. 1C: Factor 3, 
Subfactor 1 (p.5)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.2.1 The Government will provide initial training for utilization of the Government CMS in a curriculum that can be 
provided in a “train the trainer” format.  Ongoing virtual training will be available thereafter.   

Vol. 1C: Factor 3, 
Subfactor 1 (p.6)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

C – PWS 10.2.2
All training pertaining to the MOS Program must be reviewed and approved by the Government MOS Program 
Office prior to utilization of the training program or module.  (reference Section J-12, 13, 14, 15 & 30).  
(reference Section J-12).

Vol. 1C: Factor 3, 
Subfactor 1 (p.6)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.2.3 The Contractor shall design and implement a method for regularly updating personnel on current/emerging 
issues pertaining to military life.  

Vol. 1C: Factor 3, 
Subfactor 1 (p.6-

7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.2.4 All required training, including vendor specific subject matter tests, must be completed successfully prior to 
being referred to or working with a MOS Participant.  Training must be renewed on an annual basis.

Vol. 1C: Factor 3, 
Subfactor 1 (p.6)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.2.5 Training certification. Vol. 1C: Factor 3, 
Subfactor 2 (p.10)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.2.6 Annual verification of credentials of the non-medical counselor staff and network providers to include non-
medical counseling supervisory staff.  

Vol. 1C: Factor 3, 
Subfactor 2 (p.10)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.2.7 The Contractor shall update training when appropriate and such will be approved by the Government Vol. 1C: Factor 3, 
Subfactor 1 (p.6)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.3 MONTHLY REPORTS OBJECTIVE Vol. 1C: Factor 3, 
Subfactor 2 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.4 MINIMUM REQUIREMENTS FOR MONTHLY REPORTS Vol. 1C: Factor 3, 
Subfactor 2 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.4.1 The Government will have ten (10) business days for review and acceptance/rejection of the monthly 
contracting and financial disbursement reports.

Vol. 1C: Factor 3, 
Subfactor 2 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.4.2 In the event that the Government rejects either of these reports, completely or in part, the Contractor will have 
(10) business days to resubmit the report to the Government.  

Vol. 1C: Factor 3, 
Subfactor 2 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

C – PWS 10.4.3 
The Contractor shall capture and report all Participant contacts by Military Service and installation, Service 
member or family member, to include Guard and Reserve, on a monthly basis.  A complete list of the current 
military installations can be found at the following link: http://www.militaryinstallations.dod.mil  

Vol. 1C: Factor 3, 
Subfactor 2 (p.7-

8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.4.4 Required Data in Reports – The monthly reports shall include, but will not be limited to:  (reference Sections J-4 
& Appendix B). 

Vol. 1C: Factor 3, 
Subfactor 2 (p.8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.4.5 The Contractor will also submit a report, including totals of all reporting requirements listed above, not later 
than 60 days after the end of each option period. 

Vol. 1C: Factor 3, 
Subfactor 2 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.4.6
In addition to the monthly reports, the Contractor will deliver ad-hoc reports to the Government MOS Program 
Office as required.  These ad-hoc reports often have very short suspense times and average three to five (3- 5) 
per month.

Vol. 1C: Factor 3, 
Subfactor 2 (p.8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.4.7 The Contractor shall provide all Government documents and intellectual property, to include all CMS 
cumulative data, in an .xml format within 15 days of contract completion

Vol. 1C: Factor 3, 
Subfactor 2 (p.10)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.5 QUALITY CONTROL OBJECTIVE Vol. 1A: Factor 1, 
Subfactor 3 (p.20)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.6 MINIMUM REQUIREMENTS FOR QUALITY CONTROL Vol. 1A: Factor 1, 
Subfactor 3 (p.21)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.6.1 The Contractor shall identify, within the Quality Control Plan, the measures necessary for monitoring 
performance for all MOS operations to meet minimum standards in the QASP.

Vol. 1A: Factor 1, 
Subfactor 3 (p.21)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.6.2 The Contractor shall maintain and provide all records and reports pertaining to quality assurance.  Vol. 1A: Factor 1, 
Subfactor 3 (p.21)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.6.3 Service delivery information focusing on key quality factors Vol. 1A: Factor 1, 
Subfactor 3 (p.21)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

C – PWS 10.6.4 The Contractor shall review several sources of information to identify patterns and trends. Vol. 1A: Factor 1, 
Subfactor 3 (p.21)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.6.5
The Contractor shall be able to demonstrate (at any time) to the Government MOS Program Office (COR and 
Government PM) or the CO, in writing, that the MOS staff and network providers, health and wellness coaches, 
and financial counselors are providing appropriate support to Service members and their families.    

Vol. 1C: Factor 3, 
Subfactor 2 
(pp 10-11)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.6.6 The Quality Control Plan for all non-medical counseling for MOS will meet, at a minimum, a level consistent 
with the COA Performance and Quality Improvement (PQI) standards.  (reference Section J-5ee).  

Vol. 1A: Factor 1, 
Subfactor 3 (p.22)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.6.7 
The Contractor shall conduct reviews of case records for non-medical counseling to evaluate the presence, 
clarity, quality and continuity of required documents using uniform forms to ensure consistency(reference 
Sections J-4 & 5ee).   

Vol. 1A: Factor 1, 
Subfactor 3 
(pp.22-23)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.6.8 All cases identified as an adverse incident shall be reviewed for quality assurance and risk management by the 
Contractor and the MOS Program Office (COR and Government PM) (reference Section J-31).   

Vol. 1A: Factor 1, 
Subfactor 3 (p.24)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.6.9
The Contractor shall provide PQI standards to include the use of data to identify areas of needed improvement 
and implement improvement plans in support of achieving performance targets, program goals, Participant 
satisfaction, and positive Participant outcome.  

Vol. 1A: Factor 1, 
Subfactor 3 (p.24)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.7 CASE MANAGEMENT OBJECTIVE Vol. 1B: Factor 2, 
Subfactor 1 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 10.8 CASE MANAGEMENT SYSTEM ACCESS REQUIREMENTS  Vol. 1B: Factor 2, 
Subfactor 1 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 10.8.1 
All communications to and from the CMS will use encrypted communication protocols between the CMS hosts 
and the end user terminals (Hypertext Transfer Protocol Secure (HTTPS)) (reference Section J-20).  The CMS 
demo can be found at the following link: http://MCFPCMS.Demo.defenseweb.com

Vol. 1B: Factor 2, 
Subfactor 1 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 10.8.2 All communications to the CMS will be IAW DoDD 8500.1 and DoDI 8500.2 compliant hosts, computers or 
terminals (reference Sections J-5q and J-5x). 

Vol. 1B: Factor 2, 
Subfactor 1 (pp.6-

7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

C – PWS 10.8.3 All users of the CMS must obtain and maintain a valid DoD approved External Certification Authority (ECA) 
user certificate or maintain a DoD compliant user id and password http://iase.disa.mil/pki/eca/index.html

Vol. 1B: Factor 2, 
Subfactor 1 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 10.8.4 The Contractor shall provide the number and role of users that will require access to the Government CMS 
(reference Section J-20).

Vol. 1B: Factor 2, 
Subfactor 1 (p.7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

C – PWS 10.9 INFORMATION TECHNOLOGY (IT) AND INFORMATION ASSURANCE (IA) SERVICES  Vol. 1B: Factor 2, 
Subfactor 3 (p.10)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.9.1 Contractor must submit to the Government written full risk assessments before modifications are deployed on 
systems and applications used for MOS.

Vol. 1B: Factor 2, 
Subfactor 3 (p.12)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.9.2 Establish DIACAP compliant C&A packages on all Contractor systems at a mission assurance category (MAC) 
level Three and confidentiality level (CL) of Sensitive. 

Vol. 1B: Factor 2, 
Subfactor 3 (p.11)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.9.3 Establish a robust vulnerability management capability that ensures standardized vulnerability testing, analysis, 
and reporting.

Vol. 1B: Factor 2, 
Subfactor 3 
(pp 11-12)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.9.4 Provide an Incident Response capability that follows required reporting requirements and quickly isolates, 
investigates, and remediates security incidents.

Vol. 1B: Factor 2, 
Subfactor 3 (p.12)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.9.5 The Contractor shall meet all IA requirements IAW the most current DoD 8500 series of instructions.  The 
Contractor shall deliver compliant, applicable IA controls as listed in DoDI 8510.01 (reference Section J-5y).

Vol. 1B: Factor 2, 
Subfactor 3 (p.11)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.9.6 The Contractor shall provide personnel appropriately certified to support the IA functions they perform IAW 
DoDD 8570.01 (reference Section J-5z).

Vol. 1B: Factor 2, 
Subfactor 3 

(pp.10-11,15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 10.9.7 The Contractor shall meet all IA requirements as defined in the DISA Secure Technical Implementation 
Guidance (STIGs) except as authorized in writing by the Designated Accrediting Authority (DAA). 

Vol. 1B: Factor 2, 
Subfactor 3 (p.11)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

C – PWS 10.9.8
The Contractor must demonstrate they possess the knowledge and resources to achieve an Interim Authority to 
Operate (IATO) within 120 days of award.  The full Authority to Operate (ATO) is required within 180 days of 
the date the IATO was issued. 

Vol. 1B: Factor 2, 
Subfactor 3 (p.11)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.0 RETURN TO OPERATION (RTO) / DISASTER CONTINUITY OF SERVICES 
Vol. 1B: Factor 2, 

Subfactor 3 
(pp 12-13)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.0.1 The Contractor's EAP web presence must meet a Return to Operation (RTO) of 24 hours for any catastrophic 
disaster or service interruptions.

Vol. 1B: Factor 2, 
Subfactor 3 (p.13)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.0.2 The Government CMS application has a RTO of 24 hours for any catastrophic disaster or service interruptions.  Vol. 1B: Factor 2, 
Subfactor 3 (p.14)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.0.3 The Call Center phone system must meet a RTO of 5 seconds or less for any catastrophic disaster or service 
interruptions.

Vol. 1B: Factor 2, 
Subfactor 3 (p.14)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.0.4 In the event of a disaster, either natural or man-made, the Contractor shall be able to maintain normal Call 
Center operations with no loss of data. 

Vol. 1B: Factor 2, 
Subfactor 3 (p.14)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.0.5 The Contractor shall demonstrate capability for continuity of services to include redundancies for all MOS Call 
Center operations and systems. 

Vol. 1B: Factor 2, 
Subfactor 3 (p.14)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.0.6 Contractor shall develop and implement procedures to address organizational policy to prevent loss of the Call 
Center services caused by disasters (reference Section J-10).

Vol. 1B: Factor 2, 
Subfactor 3 (p.13)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.0.7 Contractor shall develop a test plan and execute it at least annually to ensure complete system shutdown is 
avoided and all MOS Call Center services remain available throughout any disaster or crisis situation. 

Vol. 1B: Factor 2, 
Subfactor 3 (p.13)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.0.8 The Contractor shall describe the company’s current disaster continuity of services plan, which will include 
when it was last tested and type of testing performed. 

Vol. 1B: Factor 2, 
Subfactor 3 (p.13)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

C – PWS 11.0.9 The Contractor’s disaster continuity of services procedures provide no down time and no loss of data. Vol. 1B: Factor 2, 
Subfactor 3 (p.14)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.0.10 The Contractor shall provide sufficient security to protect the confidentiality, integrity, and availability of the 
data IAW all applicable federal laws, regulations, policies, and industry standards.  

Vol. 1B: Factor 2, 
Subfactor 3 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.0.11 Annual third party security assessments will be performed to ensure the ongoing effectiveness of the IA 
programs and shall be provided to the COR.  

Vol. 1B: Factor 2, 
Subfactor 3 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.0.12 Contractor shall ensure all data collection and storage systems provided for DoD information adhere to all 
applicable Federal Laws, DoD regulations and policies, State laws, and industry standards.

Vol. 1B: Factor 2, 
Subfactor 3 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.0.13 Contractor shall ensure that all electronic data collection and storage systems are designed with access controls, 
comprehensive intrusion detection, and virus protection.  

Vol. 1B: Factor 2, 
Subfactor 3 
(pp.12,13)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.0.14 All Contractor users with root access (console/terminal access) to any equipment or applications belonging to or 
used by the MOS project must be US Citizens.

Vol. 1B: Factor 2, 
Subfactor 3 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.1 ALL CONTRACTOR USERS WITH ACCESS TO VIEW OR MANIPULATE MOS DATA SHALL 
COMPLETE ANNUAL IA AND PII TRAINING 

Vol. 1B: Factor 2, 
Subfactor 3 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.1.1 Federal Information Systems Security (ISS) Awareness (for non-DoD Personnel) http://iase.disa.mil/eta/ Vol. 1B: Factor 2, 
Subfactor 3 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.1.2 PII: http://iase.disa.mil/eta/ Vol. 1B: Factor 2, 
Subfactor 3 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.1.3 A monthly user report shall be provided to the Government IA Manager (IAM) for all users of the MOS CMS 
with the date each course was completed.  This will be in spreadsheet format.

Vol. 1C: Factor 3, 
Subfactor 2 (p.11)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

C – PWS 11.2 11.2 DATA USE, DISCLOSURE OF INFORMATION AND HANDLING OF SENSITIVE INFORMATION Vol. 1B: Factor 2, 
Subfactor 3 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.2.1
Anything made available to the Contractor by the Government for the performance or administration of this 
effort shall be used only for those purposes and shall not be used in any other way without the written agreement 
of the CO. 

Vol. 1B: Factor 2, 
Subfactor 3 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.2.2 If public information is provided to the Contractor for use in performance or administration of this effort, the 
contractor, except with the written permission of the CO, may not use such information for any other purpose.  

Vol. 1B: Factor 2, 
Subfactor 3 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.2.3 The Contractor agrees to assume responsibility for protecting the confidentiality of Government records which 
are not public information.  

Vol. 1B: Factor 2, 
Subfactor 3 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.2.4
Performance of this effort may require the Contractor to access and use data and information proprietary to a 
Government agency or Government contractor which is of such a nature that its dissemination or use, other than 
in performance of this effort, would be adverse to the interests of the Government and/or others.

Vol. 1B: Factor 2, 
Subfactor 3 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.2.5 
Contractor personnel shall not divulge or release data or information developed or obtained in performance of 
this effort, until made public by the Government, except as authorized by Government personnel or upon 
written approval from the CO.  

Vol. 1B: Factor 2, 
Subfactor 3 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.2.6 Under the provisions of the Rights in Data General Clause (52.227-14), all data received, processed, evaluated, 
loaded, and/or created as a result of this contract shall remain the sole property of the Government.  

Vol. 1B: Factor 2, 
Subfactor 3 (p.15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

C – PWS 11.3 MILITARY ONESOURCE PROGRAM TRANSITION Tab C.1 (pp. 32-33), 
Tab D.9: CLIN X010

Vol. IV (pp. 14-
22), Attachment 

5, 6

C – PWS 11.3.1 Contractor shall design an interface to connect their existing commercial EAP services with the Government 
MOS website.     

Tab C.1 (pp. 32-33), 
Tab D.9: CLIN X010

Vol. IV (pp. 14-
22), Attachment 

5, 6

C – PWS 11.3.2 The Transition Plan shall discuss the process for transferring services and associated data. Tab C.1 (pp. 32-33), 
Tab D.9: CLIN X010

Vol. IV (pp. 14-
22), Attachment 

5, 6

C – PWS 11.3.3 Call Center shall respond to 100% of incoming calls at 91 days after contract award. Tab C.1 (pp. 32-33), 
Tab D.9: CLIN X010

Vol. IV (pp. 14-
22), Attachment 

5, 6

C – PWS 11.3.4
At the end of the 90-day transition-in period, Quality Assurance metrics will be met and all Government 
Furnished Information and Government Furnished Property will be transferred and fully integrated into the 
MOS Program.  

Tab C.1 (pp. 32-33), 
Tab D.9: CLIN X010

Vol. IV (pp. 14-
22), Attachment 

5, 6
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SECTION B – SUPPLIES OR SERVICES AND PRICES

C – PWS 11.3.5 Content of Education and Information materials (for Participant download or mailing) will be available for DoD 
review no later than 90 days after contract award.  

Tab C.1 (pp. 32-33), 
Tab D.9: CLIN X010

Vol. IV (pp. 14-
22), Attachment 

5, 6

C – PWS 11.3.6 The Transition Plan shall identify quality assurance measures that will allow the Government to exercise its 
responsibilities for monitoring contractor performance.  

Tab C.1 (pp. 32-33), 
Tab D.9: CLIN X010

Vol. IV (pp. 14-
22), Attachment 

5, 6

C – PWS 11.3.7 The Contractor shall obtain necessary ECAs (reference Section J-3), as needed, for MOS JFSAP consultants. Tab C.1 (pp. 32-33), 
Tab D.9: CLIN X010

Vol. IV (pp. 14-
22), Attachment 

5, 6

C – PWS 11.3.8 The Contractor shall deliver a project plan and timeline to achieve an IATO within 120 days of award.  The full 
ATO is required within 180 days of the date the IATO was issued.

Tab C.1 (pp. 32-33), 
Tab D.9: CLIN X010

Vol. IV (pp. 14-
22), Attachment 

5, 6

C – PWS 11.3.9 Transition Reporting Requirements Tab C.1 (pp. 32-33), 
Tab D.9: CLIN X010

Vol. IV (pp. 14-
22), Attachment 

5, 6

C – PWS 11.3.10 The contractor shall implement a 3 month transition in period to transfer services from the current contractor.  Tab C.1 (pp. 32-33), 
Tab D.9: CLIN X010

Vol. IV (pp. 14-
22), Attachment 

5, 6

H.1 - H.9
Transition Requirements, Save Harmless and Indemnity, Clause Modifications, Conflict of Interest, 
Organizational and Counselor/Consultant Conflicts of Interest, Supervision of Contractor Employees, Removal 
of Contractor Personnel , Notice to the Government of Delays, Non-Payment for Additional Work 

H.10 (a)-(f) Key Personnel Vol. IV (pp. 4-6), 
Attachment 1

H.11 Permits and Licenses 

H.12  Confidentiality 

H.13,  1) - 4) Travel  
H.14  Security: U.S. CitizenshipSecurity Clearance:  Security Requirements, Common Access Card (CAC), Section 

508 Compliance Requirements  Access to DoD Information Systems  Maintaining Privacy of Individual H.15 Standards
H.16  Representation 
H.17 Coordination and Communication  

H.18 Contractor Attire

ValueOptions will continue to comply with stated requirements and is prepared to 
comply with new requirements. We have incorporated our commitment to adhere 
to these requirements throughout  all pages of our proposal response.

G - CONTRACT ADMINISTRATION DATA
ValueOptions will continue to comply with stated requirements and is prepared to comply with new requirements. 

We have incorporated our commitment to adhere to these requirements throughout  all pages of our proposal response.

E – INSPECTION AND ACCEPTANCE
ValueOptions will continue to comply with stated requirements and is prepared to comply with new requirements. 

We have incorporated our commitment to adhere to these requirements throughout  all pages of our proposal response.
F - DELIVERIES OR PERFORMANCE

ValueOptions will continue to comply with stated requirements and is prepared to comply with new requirements. 
We have incorporated our commitment to adhere to these requirements throughout  all pages of our proposal response.

ValueOptions will continue to comply with stated requirements and is prepared to 
           

          

H – SPECIAL CONTRACT REQUIREMENTS 

ValueOptions will continue to comply with stated requirements and is prepared to 
comply with new requirements. We have incorporated our commitment to adhere 
to these requirements throughout  all pages of our proposal response.

ValueOptions will continue to comply with stated requirements and is prepared to 
comply with new requirements. We have incorporated our commitment to adhere 
to these requirements throughout  all pages of our proposal response.
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Location in ValueOptions' Proposal Response

SECTION B – SUPPLIES OR SERVICES AND PRICES
H.19 Training 

H.20 Small Business Participation Reporting and Compliance 

H.21 Subcontracting Compliance
H.22 Electronic Transmission of Proprietary Data 
H. 24 (24.1 - 24.9) Data Use, Disclosure of Information, and Handling of Sensitive Information:  (24.1-24.9)
H.25 Intellectual Property Rights 

H.26 Ownership of the Military OneSource (MOS) Logo, Web Address, 1-800 Telephone Number and Other MOS 
Related Materials  

H.27 H.27  Services For This Agreement 

H.28 a) – b) Post Award Evaluation of Contractor Performance

H.29 (a)-(c) Authorized Changes only by the CO 

K.1 52.252-2     CLAUSES INCORPORATED BY REFERENCE (FEB 1998) Vol. IV 
Attachment 3

K.2 Authorized Signatory for Certifications and Representations of the Offeror Vol. IV 
Attachment 3

K.3 Authorized Negotiators Vol. IV 
Attachment 3

K.4 Contact for Contract Administrator Vol. IV 
Attachment 3

K.5 DUPLICATION OF COST Vol. IV 
Attachment 3

K.6 CONFLICT OF INTEREST CERTIFICATION Vol. IV 
Attachment 3

L.1 –  L.17

L-18 Risk 
Vol. IV (pp. 14-
22), Attachment 

5, 6

ValueOptions will continue to comply with stated requirements and is prepared to comply with new requirements. 
We have incorporated our commitment to adhere to these requirements throughout  all pages of our proposal response.

I – CONTRACT CLAUSES
ValueOptions will continue to comply with stated requirements and is prepared to comply with new requirements. 

We have incorporated our commitment to adhere to these requirements throughout  all pages of our proposal response.

SECTION L – INSTRUCTIONS, CONDITIONS, AND NOTICES TO OFFERORS OR RESPONDENTS

ValueOptions will continue to comply with stated requirements and is prepared to 
comply with new requirements. We have incorporated our commitment to adhere 
to these requirements throughout  all pages of our proposal response.

p     p y   q    p p   
comply with new requirements. We have incorporated our commitment to adhere 
to these requirements throughout  all pages of our proposal response.

ValueOptions will continue to comply with stated requirements and is prepared to 
comply with new requirements. We have incorporated our commitment to adhere 
to these requirements throughout  all pages of our proposal response.

K – REPRESENTATIONS, CERTIFICATIONS AND OTHER STATEMENTS OF OFFERORS

J - LIST OF DOCUMENTS, EXHIBITS AND OTHER ATTACHMENTS

ValueOptions will continue to comply with stated requirements and is prepared to 
comply with new requirements. We have incorporated our commitment to adhere 
to these requirements throughout  all pages of our proposal response.

ValueOptions will continue to comply with stated requirements and is prepared to 
comply with new requirements. We have incorporated our commitment to adhere 
to these requirements throughout  all pages of our proposal response.
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SECTION B – SUPPLIES OR SERVICES AND PRICES

L.18 Responsibility Determination 
Vol. IV (p. 22-

35), Attachments 
7 - 10

L.18  - Factor 1 : Non 
Medical Counseling 
(Subfactor I)

Subfactor I: Technical Capability & Approach - Reference PWS 5.0, 5.0.1, 5.0.2, 5.2, 5.8.3, 6.0, 6 1, 6.1.1, 
6.1.2, 6.1.4, 6.1.5, 6.1.7, 6.1.9, 7.0, 7.1.1, 7.1.3, 7.1.4, 7.1.5, 7.2, 7 2.1–7.2 3  The Offeror shall describe its 
technical capability, understanding and approach to deliver private, confidential non-medical counseling 
services to eligible participants intended to be solution focused, short-term for defined problem areas amenable 
to brief intervention that meets or exceeds the requirements as described in the PWS and in compliance with 
Section J attachments. The Offeror shall clearly explain how exceeding the requirements is of benefit to the 
Government.

Vol. 1A: Factor 1, 
Subfactor 1 (pp.2-

9)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

L.18 -  Factor 1 
Factor 1 : Non 
Medical Counseling  
(Subfactor II)

Subfactor II: Network & Credentials - Reference PWS 5.8, 5.8.2, 5.9, 6.1.8, 7.1, 7.1.2
The Offeror shall demonstrate its ability to provide access to a national network of trained, licensed, 
credentialed, certified, and experienced non-medical counselors (Master’s Degree) that meets or exceeds the 
equirements as described in the PWS and in compliance with Section J attachments. The Offeror shall clearly 
explain how exceeding the requirements is of benefit to the Government. The Offeror shall develop and 
implement an approach and process to manage network providers, ensuring timeliness and efficiency and 
avoiding disruption or degradation of services. This approach shall account for the complexities of network 
providers providing field services and shall also account for short notice or immediate requirements that require 
expedient response (e.g., Duty to Warn). The Contractor’s network shall ensure access to face-to-face 
counseling is within fifteen miles or thirty minutes drive time of the Participant.
The Offeror shall discuss its ability and approach to ensure the credentialing requirements of the resultant 
contract are met and maintained. The Offeror shall discuss its processes and procedures to ensure all counselors 
undergo a criminal history background check and fingerprint check as required. The Offeror shall discuss its 
approach to annually certify and be able to demonstrate (at any time) to the Government MOS Program Office 
or the CO, in writing, that the counselors/network providers and supervisors licensure, credentials, proof of 
insurance, required experience, background checks and fingerprint checks are current and proper for 
performance under this contract.

Vol. 1A: Factor 1, 
Subfactor 2 (pp. 9-

17)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

X007, X008, X010

L.18 -  Factor 1 : Non 
Medical Counseling  
(Subfactor III)

Subfactor III: Quality Assurance - Reference PWS 4.2.11, 5.6, 6.1.6, 7.2.4, 10.5, 10.6, 10.6.1–10.6.4, 
10.6.6–10.6.9
The Offeror shall describe its process and procedure for gathering feedback to ensure a consistent high level of 
quality that meets or exceeds the requirements as described in the PWS and in compliance with Section J 
attachments. The Offeror shall clearly explain how exceeding the requirements is of benefit to the Government. 
The Offeror shall develop, implement and maintain a Quality Control Plan (QCP) to monitor performance for all 
Military OneSource operations and to meet or exceed minimum standards in the QASP. The QCP for all Non-
Medical counseling will meet, at a minimum, a level consistent
with the Council on Accreditation (COA) or Utilization Review Accreditation Commission (URAC) 
Performance and Quality Improvement (PQI) standards.

Vol. 1A: Factor 1, 
Subfactor 3 (pp. 

17-25)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

L.18 -  Factor 2: Call 
Center/Website 
Operations (Subfactor 
I)

Subfactor I: Call Center Operations: Reference PWS 4.1, 4.2–4.2.10 2, 4.2.12–4.2.17, 5.5, 10.7, 10.8
The Offeror shall describe its technical capability, understanding and approach to deliver call center operations 
encompassing all resources and development of resources, processes, personnel, materials, equipment, and 
technology necessary to provide CONUS/OCONUS Participants with unlimited access (via 24-hour, toll-free 
telephone and on-line/Internet) to stateside and international information, translation, referral and counseling 
services available through a centralized source that meets or exceeds the requirements as described in the PWS 
and in compliance with Section J attachments, while ensuring compliance with Section 508. The Offeror shall 
clearly explain how exceeding the requirements is of benefit to the Government. The Offeror shall describe how 
its staff meets or exceeds the education, experience, skills, and 
knowledge/understanding required to operate a 24/7 EAP call center. The Offeror shall describe its general 
processes/procedures (e.g., schematic and text description of the call flow, approach to manage spikes in call 
volume), call escalation (e.g., Duty to Warn), and after hour procedures/protocols. 
The Offeror shall describe how its technical infrastructure provides back up Call Center capability with a Return 
to Operation (RTO) of 5 seconds or less for any catastrophic disaster or service interruptions.
The Offeror shall describe its technical capability, understanding and approach to perform warm hand-offs 
ensuring that Participants do not have to repeat their story or issue when a third party agency is engaged. The 
approach shall be clearly delineated by service delivery type (e.g., SECO RFP # D12PS50899 – Military 
OneSource Program, MyCAA, MSEP, MFLC, TRICARE, MTF, FAP, SARC, Victim Advocacy, Specialty
Consultations for Wounded Warriors (DoD, VA, DoL)). 
The Offeror shall describe its technical capability, understanding and approach to protect the confidentiality, 
integrity, and availability of data in accordance with all applicable Federal laws,
regulations, policies, and industry standards. The Government requires that MOS services (1-800 Call Centers) 
are available 24/7 despite any natural or man-made disasters, in which case, the
MOS telephone number will serve as the primary DoD-wide information source. The Offeror shall describe how 
it will populate the Government provided Case Management
System (CMS) in real time. 
The Offeror’s proposal shall illustrate its approach on establishing and maintaining working relationships with 

Vol. 1B: Factor 2, 
Subfactor 1 (pp.1-

8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 

X007, X008, X010

L.18 -  Factor 2: Call 
Center/Website 
Operations (Subfactor 
II) 

Subfactor II: EAP Web Presence
Reference PWS 4.3, 4.4, 4.5
The Offeror shall describe its technical capability, understanding and approach to maintain a web presence that 
supports EAP online services offered only to eligible Participants that meets or exceeds the requirements as 
described in the PWS and in compliance with Section J attachments. The Offeror shall clearly explain how 
exceeding the requirements is of benefit to the Government. The Contractor shall provide an IT Integration Plan 
that describes how the EAP web presence will interface and visually blend with the Government public website 
(militaryonesource.mil). The Contractor’s web presence will meet the standards of Section 508. 
The Contractor shall demonstrate its ability to provide a single entry point into the EAP services with a secure 
login capability. The Contractor’s technical infrastructure and capabilities must
support 24/7 operations with resources available to both CONUS and OCONUS Participants. 

Vol. 1B: Factor 2, 
Subfactor 2 (pp.8-

10)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X002, 

X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

L.18 -  Factor 2: Call 
Center/Website 
Operations (Subfactor 
III) 

Subfactor III: IT & IA Services; Return to Operation/Disaster Recovery
The Offeror shall describe its technical capability, understanding and approach to provide expert level IT & IA 
support to establish, maintain, and enhance a robust, DISA/DoD compliant IA capability that meets or exceeds 
the requirements as described in the PWS and in compliance with Section J attachments. The Offeror shall 
clearly explain how exceeding the requirements is of benefit to the Government. The scope of this IA support 
shall include IA Project Management, Risk and Compliance Management, DIACAP Compliant Certification 
and Accreditation (C&A), Vulnerability Analysis, Assessment and Reporting, Security Engineering and 
Integration, and Security Incident Response.
The Offeror shall describe its technical capability, understanding and approach to disaster recovery that meets or 
exceeds the requirements as described in the PWS and in compliance with Section J attachments, and for Return 
to Operation (RTO) of web presence and Call Center operations with no loss of data. The Offeror shall clearly 
explain how exceeding the requirements is of benefit to the Government. The Offeror shall describe how it will 
capture data in the event that the Government provided CMS is unavailable and how the data will be updated 
once it has returned to operation. The Offeror shall describe how it will avoid complete system shutdown, 
maintain all services throughout any disaster or crisis situation, and provide sufficient security to protect all 
data. The description shall contain both internal and third party testing/assessments and ensures users with root 
access (console/terminal) to any equipment or applications belonging to or used by the MOS project are US 
Citizens. 
The Offeror shall clearly explain how it will maintain, transmit, retain in strictest confidence, and prevent the 
unauthorized duplication, use, and disclosure of sensitive information. The Offeror shall acknowledge that in 
accordance with FAR clause 52.227-17, all data received, processed, evaluated, loaded, and/or created as a 
result of this contract shall remain the sole property of the Government.

Vol. 1B: Factor 2, 
Subfactor 3 (pp. 

10-15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

L.18 -  Factor 3: 
Program 
Management 
(Subfactor I)

Capability & Approach to Perform Program & Financial Management: 
Reference PWS 10.0, 10.1, 10.1.1–10.1.11, 10.2, 10.2.2–10.2.4, 10.2.7
The Offeror shall demonstrate, from a management’s perspective, how it will integrate all elements of the MOS 
requirement to support and maintain a system of counselors, and support staff at a level of readiness over the 
contract’s period of performance (e.g., warm hand-offs, world-wide service delivery, back up Call Center 
support, peak usage/spikes in call volume) that meets or exceeds the requirements as described in the PWS and 
in compliance with Section J attachments. 
The Offeror shall clearly explain how exceeding the requirements is of benefit to the Government.  The Offeror 
shall submit a management plan (e.g., manager/employee ratios, management oversight, organizational charts 
showing lines of authority and responsibility ) to describe its processes and business  practices to ensure the 
Offeror has a clear, comprehensive, and acceptable approach to managing and executing all aspects of the MOS 
program. The Offeror shall discuss the interface between the CO, COR and Government Program Manager to 
the Offeror’s Program Director or Manager, Deputy Program Director or Manager, Director of Call Center 
Operations, Director of Non-Medical Counseling, Director of Quality Control, Director of IT/Communication, 
Information Security Manager, and Contract Administrator. The Offeror shall describe their management 
structure, procedures, and agreements, delineating how the ontract will be managed over the 5 year period 
(inclusive of option periods), including a methodology for managing all subcontractors performing this 
requirement.
The Offeror shall establish a program management team of key personnel to assure the consistent delivery of 
high quality services. The Offeror shall complete the fill in clause in Section H.10(f). The Offeror shall submit 
resumes, letters of commitment for all Proposed Key Personnel demonstrating knowledge and experience in 
dealing with military quality of life programs and services. All resumes shall be signed by the individual and an 
authorized company representative certifying the accuracy of the information contained therein  Resumes shall 

Vol. 1C: Factor 3, 
Subfactor 1 (pp1-

7)

Tab C.1 (pp. 1-35), 
Tab D.7 (pp 1-4), Tab 

D 9: CLIN X006, 
X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

L.18 -  Factor 3: 
Program 
Management 
(Subfactor I) (cot'd)

In addition to key personnel, all proposed program management labor categories must align with the 
Professional Compensation Plan discussed below. Each Program Management labor category, as well as all Key 
Positions, shall contain: (1) a Labor Category Title; (2) a summary description of the duties performed by labor 
category; (3) identification of the minimum education requirements and types of qualifying degrees; (4) 
identification of the minimum number of years and types of relevant experience required.
The Offeror’s proposal shall include a Professional Compensation Plan in accordance with FAR 52.222-46 as 
referenced in Section M. The price associated with the Professional Compensation Plan shall be submitted with 
the price volume. The Offeror shall describe its technical capability, understanding and approach to recruit, hire, 
train, and manage a professional staff which maximizes employment of military spouses, Wounded Warriors, 
and veterans.
The Offeror shall submit a financial management plan to describe its systems and processes (e.g., audit trail, 
internal controls, corrective action procedures, and reporting capabilities). The Offeror shall describe its general 
financial/accounting controls, including a discussion of standards and ethical business practices and behaviors, 
and conflicts of interest mitigation processes/policies. Offerors shall provide a description of how financial 
information is processed through the accounting system, identification of the positions responsible for 
preparing, reviewing and approving accounting transactions. The Offeror shall describe its organizational 
structure, for financial management, including the assignment of management functions, reporting relationships, 
authority and responsibility. The Offeror shall discuss its reporting capabilities to generate adequate and reliable 
financial data. The Offeror shall provide a Conflict of Interest Plan addressing the requirements as described in 
Sections H.4/H.5 and L 11.  The Offeror’s proposal shall illustrate its approach to the establishment and 
maintenance of working relationships with other MC&FP office contractors as well as other Government 
agencies including installation staff (e.g., Family Support Services).  The Offeror shall demonstrate its ability to 
develop and maintain a training program and methodology to ensure call center staff and network providers are 
current on military service specific issues, understand military terminology, and are familiar with evolving 
issues that affect military members and their families.

Vol. 1C: Factor 3, 
Subfactor 1 (pp1-

7)

Tab C.1 (pp. 1-35), 
Tab D.7 (pp 1-4), Tab 

D 9: CLIN X006, 
X007, X008, X010



CROSS REFERENCE MATRIX

Solicitation # D12PS50899 SOURCE SELECTION INFORMATION–See FAR 2.101 and 3.104 29

RFP Location

Requirement
(Requirement statements below have in some cases been truncated and meant only as a reference point for proposal evaluators – 

requirements have been addressed fully in our proposal response) VOLUME I VOLUME II VOLUME III VOLUME IV

Location in ValueOptions' Proposal Response

SECTION B – SUPPLIES OR SERVICES AND PRICES

L.18 -  Factor 3: 
Program 
Management 
(Subfactor II)

Reporting & Documentation  - Reference PWS 5.1, 5.3, 5.4, 5.7, 5.8.1, 6.1 3, 7.2.5, 8.3.5, 10.1.12, 10.2.5, 
10.2.6, 10.3, 10.4, 10.4.1–10.4.6, 10.6.5, 11.1.3
The Offeror shall provide its approach to provide timely and accurate records, reports, and ad hoc requests.
The Offeror shall explain its understanding and propose procedures on how it will maintain, implement and 
adhere to established Government MOS processes and procedures for its obligations, as it applies to Duty to 
Warn and Mandated report issues, in the event a Participant reveals such information. 
The Offeror shall describe its technical capability, understanding and approach to collect, document (V-Code 
indicators), protect, disseminate (Government MOS Program Office), and summarize (case closure) case 
records that meets or exceeds the requirements as described in the PWS and in compliance with Section J 
attachments. The Offeror shall clearly explain how exceeding the requirements is of benefit to the Government.

Vol. 1C: Factor 3, 
Subfactor 2 (pp. 7-

11)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

L.18 -  Factor 3: 
Program 
Management 
(Subfactor III)

Joint Family Support Assistance Program (JFSAP) - Reference PWS 9.0, 9.1, 9.1.1–9.1.3
The Offeror shall describe its technical capability, understanding and approach to provide JFSAP consultants to 
states and territories to support increased outreach and coordination to
geographically isolated service members and their families as described in the PWS and in compliance with 
Section J attachments.

Vol. 1C: Factor 3, 
Subfactor 3 (pp. 

11-13)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X005, 

X007, X008, X010

L.18 -  Factor 3: 
Program 
Management 
(Subfactor IV)

Strategic Outreach & Fulfillment - Reference PWS 8.0, 8.1, 8.2, 8.3.1–8.3.4
The Offeror shall describe its technical capability, understanding and approach to provide educational and 
informational materials, referral information normally provided as part of EAP support services, as well as 
strategic outreach that meets or exceeds the requirements as described in the PWS and in compliance with 
Section J attachments. The Offeror shall clearly explain how exceeding the requirements is of benefit to the 
Government.

Vol. 1C: Factor 3, 
Subfactor 4 
(pp 13-15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010
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SECTION B – SUPPLIES OR SERVICES AND PRICES

L.18 -  Factor 3: 
Program 
Management 
(Subfactor V)

Subfactor V: Subcontracting Plan
Small business Offerors are exempt, but not precluded, from submitting a subcontracting plan.

The Offeror shall submit a Subcontracting Plan, including teaming arrangements, conforming to the 
requirements of FAR subpart 19.7 (and including Ability One) and DFARS 215.304 unless exempted pursuant 
to FAR 19.702(b)(1). A minimum of 10% of the proposed total contract value shall be subcontracted among all 
the socioeconomic business categories listed in 19.704 (and including Ability One). The Offeror’s 
Subcontracting Plan shall include teaming agreements and processes for managing, communicating, 
performance monitoring, and prior business relationships with proposed subcontractors. Offerors shall provide a 
full description of work small businesses are proposed to perform. The Offeror shall clearly indentify all 
subcontractors, which are proposed to perform major or critical aspects of the requirement as defined by the 
Offeror.

Vol. 1C: Factor 3, 
Subfactor 5 

(Attachments 5, 
8)

Past Performance References
1. Since the Government will only evaluate recent and relevant past performance, the Offeror should select past 
performance references considering their relevance to the PWS and other solicitation  equirements. The Offeror 
shall indicate whether it performed as a prime and/or major subcontractor and indicate its role for each reference 
submitted and include Point of Contact (POC) information. The POC must have in depth knowledge about the 
project submitted. Subcontractor Consent: Past performance information pertaining to a subcontractor cannot be 
disclosed to the prime Offeror without the subcontractor’s consent. The Offeror shall provide, with the proposal, 
a letter from all subcontractors that will perform major or critical aspects of the requirement, consenting to the 
release of their past performance information to the prime contractor. 
2. The Offeror shall exhibit recent (within the past three years that have at least one year of performance history) 
and relevant past performance on contracts similar in nature and operational complexity to the
MOS program. An effort is considered relevant if it involves substantially the same magnitude, type of work, 
and degree of complexity this solicitation requires. Relevancy of past performance for any Offeror
or team partner is applied to the work for which they are proposed to perform. The Government may consider 
recent and relevant past performance on contracts not submitted by the Offeror.
3. The past performance volume shall identify and describe relevant past performance information in fulfilling 
Government and/or commercial contracts still in progress or completed within the past three years
that have at least one year of performance history.
Irrespective of limitations, all contracts active within the past five years that have been terminated for default, 
received show cause or cure notices, had a defective pricing or fraud action initiated by the Government, or 
have had products accepted on a non-conforming basis must be reported. The evaluation of past performance 
information will take into account past performance information regarding predecessor companies, key 
personnel who have relevant experience, or subcontractors that will perform major or critical aspects of the 
requirement when such information is relevant to the acquisition.

Vol. II (pp. 1-10), 
Attachment 1

4.1 Number of Past Projects, Characterization of Past Projects 
4.2 Use of Government and Commercial Clients - 
4.3 Issues/Problems 
4.4 Verification, Other Sources 
4.5 Use of Subcontractor Past Performance 

L.18 -  Factor 4: Past 
Performance (Past 

Performance 
References)
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SECTION B – SUPPLIES OR SERVICES AND PRICES
4.6 Lack of Past Performance 
4.7 Project Summaries 
4.7.1 Effectiveness of Program Management/Program Oversight 
4.7.2 Quality of Service and Improvement 
4.7.3 Cost Control 
4.7.4 Responsiveness to Customers/Timeliness of Performance 
4.7.5 Offeror’s ability to meet prior subcontracting goals.

L.18 -  Factor V 
(Price)

(a) An Offeror s proposal is presumed to represent its best efforts to respond to the solicitation. Any 
inconsistency, whether real or apparent, between promised performance and price should be explained in the 
proposal. For example, if the intended use of new and innovative techniques is the basis for an abnormally 
low/high estimate, the nature of these techniques and their impact on price should be explained.
(b) Any significant inconsistency, if unexplained, raises a fundamental issue of the Offeror’s understanding of 
the nature and scope of the work required and of its financial ability to perform the contract, and may be 
grounds for rejection of the proposal. The burden of proof as to price credibility rests with the Offeror. 
(c) It is anticipated that adequate price competition exists for this solicitation. Therefore, in accordance with 
Federal Acquisition Regulation, certified cost or pricing data is not required to be submitted with the
proposal. To ensure that the proposed price is consistent with the technical proposal, a price reasonableness 
analysis may be performed.
(d) The price proposal will be used by the Government to evaluate and determine whether proposed prices are 
reasonable for the effort involved. For this reason, the data must be logically displayed and
adequately supported in such a manner as to show a clear relationship to the appropriate CLIN or price element. 
The Offeror will be required to provide a tutorial/explanation as to how their price volume is
arrayed. The tutorial/explanation may take place either face-to-face (Herndon, VA) or via telephone.
(e) The price proposal shall provide a comprehensive discussion of all proposed prices. The Offeror shall 
structure the price discussion and the tabulation of all prices.
(f) The Offeror shall submit all the necessary price information for the performance of this contract and other 
pertinent data to support the Government’s price reasonableness analysis.
(g) The Offeror shall provide responses to solicitation requirements in the proposal at the tabs indicated.
(h) Pricing used to formulate a resulting contract shall remain valid for the duration of the contract.
(i) All CLINs shall be considered priced even if the CLIN is priced at zero dollars ($0.00).
(j) All of the fields in the CLIN tables shall be populated for each pricing element proposed.
(k) The Offeror’s proposal shall indicate, in accordance with FAR 52.212-4(i)(4), any discounts offered for early 
payment.
(l) If  after receipt of proposals  the CO determines that adequate price competition does not exist in accordance 

Tab A - Tab D.9

L.18 -  Factor V 
(Price)

Tab A: Table of Content 
The table of contents shall specify the contents by page number, including price tables, formats, and figures.  
The cross-reference matrix shall be included within this Tab.

Tab A

L.18 -  Factor V 
(Price) Tab B Standard Form 33 Tab B (p 1)

L.18 -  Factor V 
(Price) Tab C: Assumptions, Conditions, or Exceptions Tab C.1 (pp 1-35), C.2 

(pp 1-9)
L.18 -  Factor V 
(Price) 1. Labor Rates Tab D.1a 9 (pp 1-12), 

D..1b (pp 1-2)

      
  

 

Vol. II (pp. 1-10)
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L.18 -  Factor V 
(Price) 2. Escalation Rates Tab D.2 (pp. 1-3)

L.18 -  Factor V 
(Price) 3. Other Direct Costs (ODC) Data Tab D.3 (pp.1-17)

L.18 -  Factor V 
(Price) 4. Travel Tab D.4 (pp 1-23)

L.18 -  Factor V 
(Price) 5. Additional Charges Tab D.5 (pp.1-12)

L.18 -  Factor V 
(Price) 6. Special Instructions for Auxiliary Supporting Price Data Tab D.6.1 (pp 1-141), 

D.6.2 (pp. 1-7)
L.18 -  Factor V 
(Price) 7. Professional Compensation Plan Tab D.7 (pp. 1-4)

L.18 -  Factor V 
(Price) 8. Subcontracting Plan Tab D.8 (pp. 1-4), 

D.8.1 (pp1-21)

L.18 -  Factor V 
(Price)

9. Instructions Regarding CLIN Structure Attachment J-1
The Offeror shall multiply the percentages above against its proposed monthly FFP Tier Price, then multiply this 
product by the number of months for the period of performance, adding all results in the box labeled “Annual 
Total For Tab D.9: CLIN X001.” For Tab D.9: CLIN X003, the Offeror shall list their fully-burdened session 
price for each type and delivery method of counseling in the “Unit Price” column. The Offeror shall multiply the 
number pre-filled in the “Quantity” column by their unit price to generate the total price for each type and 
delivery method of counseling. These totals shall be added and listed as a single entry in the “Total,” cell # H43. 
The pricing for Tab D.9: CLIN X009 -- Ad Hoc Labor shall directly correlate to the pricing for the 
supplemented CLIN. Therefore, the Offeror’s price for Tab D.9: CLIN X009A will be a weighted average of the 
Labor Categories needed to shift from Tier to Tier multiplied by the 96,000 hour quantity; the price for Tab D.9: 
CLIN X009B will be a weighted average of the sessions in Tab D.9: CLIN X003 multiplied by the 60,000 
session quantity. The Offeror shall provide a total price, inclusive of all optional quantities, at the bottom of 
each worksheet. These totals shall be recaptured and added together to create a “Total Contract Price” at the 
bottom of the Base Period Worksheet.

Tab D.9: CLINs X001-
X010 (pp. 1-11)

L.18 -  Volume IV: 
Adminstrative 
Information

a. The Offeror’s introduction section shall include general background information outlining the 
Offeror's/team’s organization. The Offeror shall describe its corporate management structure as well as the 
structure of the proposed team and the relationship between these organizations. The Contractor’s name, 
Government Entity (CAGE/CCR) code, DUNS number, address, telephone, email, and point of contact for the 
prime contractor and all subcontractors proposed to perform major or critical aspects of this requirement (as 
defined by the Offeror) shall be listed.

Vol. IV (pp. 1- 9)

L.18 -  Volume IV: 
Adminstrative 
Information

b. The Offeror shall execute and submit the completed “Representations, Certifications and Other Statements of 
Offerors”, Section K of the solicitation. Offerors are required to submit a copy of the Solicitation Sections A-J 
(without attachments) with fill-ins (i.e., “To be completed at time of contract award” areas) completed to reflect 
supporting contents of the proposal. In addition, the Offerors are required to submit a signed signature page of 
each amendment issued to this solicitation (if applicable).

Vol. IV (p. 10), 
Attachments 2, 

3,4
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L.18 -  Volume IV: 
Adminstrative 
Information

c. The Offeror shall include specific points of contact for administration of the resultant contract; this data shall 
be listed with phone number, mailing and email address. The Offeror shall provide the name, title, phone 
number and e-mail address of the company/division point of contact, which can obligate the company 
contractually. The Offeror shall identify those individuals authorized to negotiate with the  Government. (i) - (v)

Vol. IV (pp. 10-
11)

L.18 -  Volume IV: 
Adminstrative 
Information

d. The Offeror shall provide the mailing address, e-mail, telephone number, fax number, and facility codes for 
the Offeror’s cognizant Defense Contract Management Agency (DCMA) and Defense Contract Audit Office 
(DCAA).

Vol. IV (p. 12)

L.18 -  Volume IV: 
Adminstrative 
Information

e. The Offeror shall submit a discussion and documentation to demonstrate responsibility in accordance with 
Section L.18.

Vol. IV (p. 12-
35), Attachments 

5 - 10
L.18 -  Volume IV: 
Adminstrative 
Information

f. The Offeror shall propose a Transition Plan as described within the paragraph entitled “Risk” above.
Vol. IV (pp. 14-

22,36), 
Attachment 5, 6

M.1 General

M.2 - M.4: Factor 1: 
Non-Medical 

Subfactor I: Technical Capability & Approach
Reference PWS 5.0, 5.0.1, 5.0.2, 5.2, 5.8.3, 6.0, 6.1, 6.1.1, 6.1.2, 6 1.4, 6.1.5, 6.1.7, 6.1.9, 7.0, 7.1 1, 7.1.3, 

Vol. 1A: Factor 1, 
Subfactor 1 (pp.1-

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 

M.2 - M.4: Factor 1: 
Non-Medical 
Counseling

Subfactor II: Network & Credentials
Reference PWS 5.8, 5.8.2, 5.9, 6.1.8, 7.1, 7.1.2
The degree to which the proposed national network complies with the requirements as described in the PWS 
and in compliance with Section J attachments in terms of training, licensing, credentialing certifications, 
experience, proximity to participants, and network management processes.

Vol. 1A: Factor 1, 
Subfactor 2 (pp. 9-

17)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X003, 
X007, X008, X009, 

X010

M.2 - M.4: Factor 1: 
Non-Medical 
Counseling

Subfactor III: Quality Assurance
Reference PWS 4.2 11, 5.6, 6.1.6, 7.2.4, 10.5, 10.6, 10.6.1–10.6.4, 10.6.6–10.6.9
The degree to which the Offeror’s processes and procedures for gathering feedback and Quality Control Plan 
ensure a consistent high level of quality as described in the PWS and in compliance
with Section J attachments.

Vol. 1A: Factor 1, 
Subfactor 3 (pp. 

17-25)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

M.2 - M.4: Factor 2: 
Call Center/Website 
Operations

Subfactor I: Call Center Operations
Reference PWS 4.1, 4.2–4.2.10.2, 4.2.12–4.2.17, 5 5, 10.7,10.7, 10.8
The degree to which the proposed approach to perform call center operations demonstrates technical capability 
and understanding as a commercial EAP provider to deliver MOS services to CONUS/OCONUS participants 
meeting all requirements as described in the PWS and in compliance with Section J attachments.

Vol. 1B: Factor 2, 
Subfactor 1 (pp.1-

8)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X001, 
X007, X008, X009, 

X010

M.2 - M.4: Factor 2: 
Call Center/Website 
Operations

Subfactor II: EAP Web Presence
Reference PWS 4.3, 4.4, 4.5
The degree to which the proposed solution demonstrates technical capability, understanding and approach to 
maintain a web presence that supports EAP online services offered only to eligible Participants as described in 
the PWS and in compliance with Section J attachments.

Vol. 1B: Factor 2, 
Subfactor 2 (pp.8-

10)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X002, 

X007, X008, X010

M - EVALUATION FACTORS FOR AWARD

ValueOptions will continue to comply with stated requirements and is prepared to 
comply with new requirements. We have incorporated our commitment to adhere 
to these requirements throughout  all pages of our proposal response.
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M.2 - M.4: Factor 2: 
Call Center/Website 
Operations

Subfactor III: IT & IA Services; Return to Operation/Disaster Recovery
Reference PWS 10.9, 11.0, 11.1, 11.1.1–11.1.2, 11 2
The degree to which the proposed solution demonstrates technical capability, understanding and approach to 
deliver IT & IA Services and Return to Operation/Disaster Recovery as described in
the PWS and in compliance with Section J attachments. 

Vol. 1B: Factor 2, 
Subfactor 3 (pp. 

10-15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

M.2 - M.4: Factor 3: 
Program 
Management

Subfactor I: Capability & Approach to Perform Program & Financial Management
Reference PWS 10.0, 10.1, 10.1.1–10.1.11, 10.2, 10.2.2–10.2.4, 10.2.7
The degree to which the proposed approach demonstrates technical capability and understanding to perform 
Program and Financial Management as described in the PWS and in compliance with
Section J attachments. 

Vol. 1C: Factor 3, 
Subfactor 1 (pp1-

7)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

M.2 - M.4: Factor 3: 
Program 
Management

Subfactor II: Reporting & Documentation
Reference PWS 5.1, 5.3, 5.4, 5.7, 5.8.1, 6.1.3, 7.2.5, 8.3.5, 10.1.12, 10.2.5, 10.2.6, 10.3, 10.4,
10.4.1–10.4.6, 10.6 5, 11.1 3
The degree to which the proposed approach demonstrates technical capability and understanding to provide 
timely and accurate records, reports and ad hoc requests, and adheres to established
Government MOS processes and procedures as described in the PWS and in compliance with Section J 
attachments.

Vol. 1C: Factor 3, 
Subfactor 2 (pp. 7-

11)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X006, 

X007, X008, X010

M.2 - M.4: Factor 3: 
Program 
Management

Subfactor III: Joint Family Support Assistance Program (JFSAP)
Reference PWS 9.0, 9.1, 9.1.1–9.1.3
The degree to which the proposed approach demonstrates technical capability and understanding to provide 
JFSAP consultants to states and territories to support increased outreach and
coordination to geographically isolated service members and their families as described in the PWS and in 
compliance with Section J attachments.

Vol. 1C: Factor 3, 
Subfactor 3 (pp. 

11-13)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X005, 

X007, X008, X010

M.2 - M.4: Factor 3: 
Program 
Management

Subfactor IV: Strategic Outreach & Fulfillment
Reference PWS 8.0, 8.1, 8.2, 8.3.1–8.3.4
The degree to which the proposed approach demonstrates technical capability and understanding to provide 
educational and informational materials, referral information normally provided as part
of EAP support services, as well as strategic outreach as described in the PWS and in compliance with Section J 
attachments.

Vol. 1C: Factor 3, 
Subfactor 4 
(pp 13-15)

Tab C.1 (pp. 1-35), 
Tab D.9: CLIN X004, 

X007, X008, X010

M.2 - M.4: Factor 3: 
Program 
Management

Subfactor V: Subcontracting Plan
The Government will evaluate the Offeror’s Subcontracting Plan as acceptable, unacceptable, or neutral (IAW 
FAR 19.702(b)(1)) including teaming arrangements. Subcontracting Plans are not required from Small Business 
Offerors. The evaluation includes an assessment of the Offeror’s compliance with a minimum of 10% of the 
proposed total contract value subcontracted among all the socioeconomic business categories listed in 19.704 
(and including AbilityOne), conformance to the requirements of FAR subpart 19.7 (and including AbilityOne) 
and DFARS 215 304 unless exempted pursuant to FAR 19.702(b)(1), and Section L.

Vol. 1C: Factor 3, 
Subfactor 5 

(Attachments 5, 
8)

Tab D.8 (pp 1-4), 
D.8.1 (pp 1-21)
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M.2 - M.4: Factor 4: 
Past Performance

Factor 4: Past Performance The purpose of the past performance evaluation is to allow the Government to assess 
the likelihood of Offeror’s successful performance. The Government will evaluate past performance from recent 
(within the past three years that have at least one year of performance history) and relevant sources. The 
Government will assign a confidence rating for this factor for the Offeror and all subcontractors that will 
perform major or critical aspects of the requirement as defined by the Offeror. The Government will consider 
past performance with respect to Effectiveness of Program Management/Program Oversight, Quality of Service 
and Improvement, Cost Control, Responsiveness to Customers/Timeliness of Performance, and the Offeror’s 
abilities to meet their prior subcontracting goals from the information contained within the proposal, and 
information from other sources. IAW FAR Part 12.206, the Government may use multiple sources of past 
performance data from a wide variety of sources both inside and outside the Federal Government in accordance 
with the policies and procedures contained in Subpart 9 1 and Subpart 15 3.

Vol. II (pp. 1-10), 
Attachment 1

M.2 - M.4: Factor 4: 
Past Performance

1. Verifying Past Performance Data 
The Government may contact the Offeror’s references/clients to verify proposal information, which may include 
but is not limited to, the type of work performed, contractor accountability, costs/prices, and completion dates. 
However, the Government may not necessarily interview all of the Offeror’s references.

Vol. II (pp. 1-10), 
Attachment 1

M.2 - M.4: Factor 4: 
Past Performance

2. Lack of Past Performance 
If an Offeror does not have any projects whose past performance is recent and relevant to the solicitation, the 
Government will assign a rating of Unknown Confidence (Neutral), which is neither favorable nor unfavorable. 
However, an Offeror’s proposal with no recent and relevant Past Performance history, while evaluated as 
Neutral in Past Performance, may not represent the most advantageous proposal to the Government and thus, 
may be an unsuccessful proposal when compared to the proposal of other Offerors. The Government requires 
the Offeror to provide an explanation as to why the company does not have any recent and relevant past 
performance related to the scope of work defined in this solicitation.

Vol. II (pp. 1-10), 
Attachment 1

M.2 - M.4: Factor 4: 
Past Performance

3 Other Past Performance Project Data Considerations
The Government may evaluate as deficient if an Offeror has recent and relevant past performance projects, but 
fails to cite them in the proposal. 
A significant achievement, problem, or lack of recent and relevant data in any element of the scope of work can 
become an important consideration in the selection process. Specifically, poor past performance for any area 
may result in a higher performance risk rating. In such cases, Offerors should describe relevant mitigating 
efforts, especially those demonstrating corrective actions or acceptable client solutions.
The Government may consider key personnel, staff, or subcontractor involvement in an Offeror’s successful past 
performance project as a basis for improved performance risk ratings or as a basis to mitigate performance risk 
issues. The Government may permit Offerors to explain and/or clarify negative past performance information.

Vol. II (pp. 1-10), 
Attachment 1

M.2 - M.4: Factor 5: 
Price

a. The Government will evaluate price provided in the CLIN Structure (Attachment J-1) and information found 
in any other section of the proposal that may aid in price evaluation. The Government will evaluate the Offeror’s 
price proposal with respect to completeness, consistency, fairness, reasonableness, balance, and the 
Government’s cost objectives. The Government defines the total price as the sum of the services and related 
costs over the term of the contract, including all optional quantities and periods.

Tab A – Tab D.9
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5. Description of the Method to Identify Potential Sources for Solicitation Purposes 
Potential sources for subcontracting include: 
• VO’s Procurement Office through internal company source lists 
• VO’s Web-based Small Business access and certification process 
• Partner referrals  
• Small Business Administration and other resources obtained from Minority Business Development 

organizations 
• AbilityOne resources  
• Trade fairs and other commercial activities promoting small business utilization  
• Small business association conferences and networking venues 
• Agency small business conferences, such as VA’s annual veteran small business conference 
• Agency-sponsored small business procurement sessions 
• SBA’s small business enterprise centers 
• Networking with small business advocacy groups   
• Other small business networking sessions, such as the Women’s Small Business Roundtable 
 
VO relies on the information contained in the (SAM) database as a basis for establishing small business 
source lists, as well as self-certifications provided by vendors and providers. The information is used in 
determining a business concern’s size and ownership characteristics. As a part of VO’s Small Business 
Plan initiatives, we have developed, updated and maintained a small business Access database. This 
database tracks annual vendor self-certifications (based on their response to ValueOption’s self-
certification requirements and template) and generates reports that tell us when new certifications will be 
needed so that they can be distributed on a timely basis. Our database captures service-specific vendor 
capabilities so that when a requirement exists we can immediately seek cost/price quotes from pre-
qualified small business vendors. Vendor information is entered into the database proactively as 
connections are made through source lists, trade shows, partner referrals, agency-sponsored small 
business procurement meetings, agency-sponsored small business conferences, and other small business 
association venues.  
 
6. Statement concerning indirect costs  in establishing subcontracting goals, and a description of 

the method used to determine the proportionate share of indirect costs to be incurred with 
small business (including ANCS and Indian Tribes), Veteran-Owned Small Business, Service-
Disabled Veteran-Owned Small Business, HUBZone Small Business, Small Disadvantaged 
Business (including ANCS And Indian Tribes), and Women-Owned Small Business concerns;  

 
Overhead costs, such as rent, utilities, telecommunications, postage, and insurances, have not been 
included in the goals specified above. The allocation of common corporate overhead activities is not 
included. Costs such as salaries, taxes, benefits, state license fees, credentialing databank fees, national 
accreditation fees, travel costs, medical records costs, and professional licenses fees have not been 
included in the goals specified. In addition, costs associated with the Capital Lease of IT hardware, 
software, and equipment maintenance have not been included in the goals. Indirect costs such as 
supplies and other miscellaneous items are included in SDB goals. These costs will be tracked based on 
invoices. The allocation base we are currently using to allocate our G&A indirects that meet the above 
criteria are total salaries per contract. (TRICARE, MOS, USCG, GSA) 
 
7. Program Administrator 
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Name:   Renee Kennish 
Position: Military OneSource Program Director 
Company:  VO, Inc. 
Address: 240 Corporate Blvd 
City/State/ZIP: Norfolk, VA  23502 
Telephone: (757) 893-8645 
FAX: (757) 892-5729 
 
Duties: The Program Director, Ms. Kennish, shall have general overall responsibility for VO’s 
Subcontracting Program (i.e., developing, preparing and executing individual subcontracting plans and 
monitoring performance relative to this particular plan). Ms. Kennish is supported by Ms. Leah 
Dempsey, VO MOS Subcontracts Manager. These duties include, but are not limited to, the following 
activities: 
 
a. Developing and promoting policy statements that demonstrate support for awarding contracts and 

subcontracts to AbilityOne, small, small disadvantaged, woman-owned, historically black colleges 
and minority institutions, HUBZone, veteran-owned, and service-disabled veteran-owned small 
business concerns 

b. Developing and maintaining bidders’ lists of AbilityOne, small, small disadvantaged, woman-
owned, historically black colleges and minority institutions, HUBZone, veteran-owned, and service-
disabled veteran-owned small business concerns from all possible sources 

c. Ensuring periodic rotation of potential subcontractors on bidders’ lists 
d. Ensuring that AbilityOne, small, small disadvantaged, woman-owned, historically black colleges and 

minority institutions, HUBZone, veteran-owned, and service-disabled veteran-owned small business 
concerns are included on the bidders’ list for every subcontract solicitation for products and services 
they are capable of providing 

e. Ensuring that subcontract procurement “packages” are designed to permit the maximum possible 
participation of small, small disadvantaged, woman-owned, historically black colleges and minority 
institutions, HUBZone, veteran-owned, and service-disabled veteran-owned small business concerns 

f. Reviewing subcontract solicitations to remove statements, clauses, etc., which might tend to restrict 
or prohibit AbilityOne, small, small disadvantaged, woman-owned, historically black colleges and 
minority institutions, HUBZone, veteran-owned, and service-disabled veteran-owned small business 
concerns 

g. Overseeing the establishment and maintenance of contract and subcontract award records 
h. Attending or arranging for the attendance of staff at Business Opportunity Workshops, Minority 

Business Enterprise Seminars, trade fairs, and other venues promoting small business utilization 
i. Directly or indirectly counseling small, small disadvantaged, woman-owned, historically black 

colleges and minority institutions, HUBZone, veteran-owned, and service-disabled veteran-owned 
small business concerns on subcontracting opportunities and how to prepare bids to the company 

j. Providing notice to subcontractors concerning penalties for misrepresentations of business status as 
small, small disadvantaged, woman-owned, historically black colleges and minority institutions, 
HUBZone, veteran-owned, and service-disabled veteran-owned small business for the purpose of 
obtaining a subcontract that is to be included as part or all of a goal contained in our subcontracting 
plan 

k. Monitoring the company’s performance and making any adjustments necessary to achieve the 
subcontract plan goals 
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l. Preparing and submitting timely reports 
m. Coordinating ValueOptions’ activities during compliance reviews by Federal agencies 
 
8. Equitable Opportunity  
VO will make every effort to ensure that AbilityOne, small, small disadvantaged, woman-owned, 
HUBZone, veteran-owned, and service-disabled veteran-owned small business concerns will have an 
equitable opportunity to compete for subcontracts. These efforts will include, but not be limited to, the 
following activities: 
 
a. Outreach efforts to obtain sources: 

1. ValueOptions.com Small Business Vendor Registration portal 
2. Contacting minority and small business trade associations 
3. Contacting business development organizations 
4. Identifying sources from the SAM database 
5. Attending AbilityOne, small, small disadvantaged, woman-owned, HUBZone, veteran-owned, 

and service-disabled veteran-owned small business procurement conferences and trade fairs 
b. Internal efforts to guide and encourage purchasing personnel: 

1. Presenting workshops, seminars and training programs 
2. Establishing, maintaining and using AbilityOne, small, small disadvantaged, woman-owned, 

HUBZone, veteran-owned, and service-disabled veteran-owned small business source lists, 
guides and other data for soliciting subcontracts 

3. Monitoring activities to evaluate compliance with the subcontracting plan 
 
9.  Flow Down Clause  
VO will include FAR 52.219-8, “Utilization of Small Business Concerns,” in all subcontracts that offer 
further subcontracting opportunities, and will further require all subcontractors, except small business 
concerns who receive subcontracts in excess of $650,000 ($1,500,000 for construction), to adopt a plan 
that complies with the requirements of the clause at FAR 52.219-9, “Small Business Subcontracting 
Plan” to ensure that all minimum requirements of an acceptable subcontracting plan have been satisfied.   
 
VO agrees that the clause will be included and that the plans will be reviewed against the minimum 
requirements for such plans. The acceptability of percentage goals for AbilityOne, small, small 
disadvantaged, woman-owned, historically black colleges and minority institutions, HUBZone, veteran-
owned, and service-disabled veteran-owned small business must be determined on a case-by-case basis 
depending on the supplies and services involved, the availability of potential small, small disadvantaged, 
woman-owned, historically black colleges and minority institutions, HUBZone, veteran-owned, and 
service-disabled veteran-owned small business subcontractors and prior experience. Once approved and 
implemented, the plans will be monitored through the submission of periodic reports, and/or visits to the 
affected subcontractor’s facilities to review applicable records and evaluate the subcontractor’s 
performance. 
 
10. Reporting and Cooperation 
VO gives assurance of: 
(i) Cooperation in any studies or surveys as may be required. 
(ii) Submission of periodic reports which show compliance with the subcontracting plan.  
(iii) Submitting the Individual Subcontract Report (ISR), and the Summary Subcontract Report (SSR) 
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using the Electronic Subcontracting Reporting System (eSRS) (http://www.esrs.gov), following the 
instructions in the eSRS. The reports shall provide information on subcontract awards to small 
business concerns. The reports shall be submitted as required during contract performance. A report 
will also be submitted for each contract within 30 days of contract completion. Reports will be 
submitted 30 days after the close of each reporting period, unless otherwise directed by the 
Contracting Officer.   

(iv) Ensuring that its subcontractors with subcontracting plans agree to submit the ISR and/or the SSR 
using the eSRS.  

(v) Providing its prime contract number, its DUNS number, and the e-mail address of the Government 
or Contractor official responsible for acknowledging or rejecting the reports, to all first-tier 
subcontractors with subcontracting plans so that they can enter this information into the eSRS when 
submitting their reports.  

(vi) Requiring that each subcontractor with a subcontracting plan provide the prime contract number 
and its own DUNS number, and the e-mail address of the Government or Contractor official 
responsible for acknowledging or rejecting the reports, to its subcontractors with subcontracting 
plans. 

 
11. Description of Recordkeeping  
VO will maintain at least the following types of records to demonstrate procedures adopted to comply 
with the requirements and goals in the subcontracting plan. These records will include as a minimum, 
but will not be limited to the following:  
a. Source lists (e.g., SAM), guides, and other data that identify small businesses, small disadvantaged 

businesses, woman-owned small businesses, HUBZone small businesses, veteran-owned small 
businesses, and service-disabled veteran-owned small business concerns. 

b. Records of organizations contacted in an attempt to locate small businesses, small disadvantaged, 
woman-owned, HUBZone, veteran-owned, and service-disabled veteran-owned small business 
concerns. 

c. On a contract-by-contract basis, records on all subcontract solicitations over $150,000 indicating on 
each solicitation:  (1) small businesses were solicited, and if not, why not;  (2) veteran-owned small 
businesses were solicited, and if not, why not;  (3) service-disabled veteran-owned small businesses 
were solicited, and if not, why not;  (4) HUBZone small business were solicited, and if not, why not; 
(5) Whether small disadvantaged business concerns were solicited and if not, why not;  (6) women-
owned small business contractors were solicited, and if not, why not; and (7) If applicable, the 
reason(s) award was not made to a small business concern. 

d. VO will maintain records of any outreach efforts to contact:  (1) Trade associations; (2) business 
development organizations; (3) Conferences and trade fairs to locate small, (4) HUBZone small, 
small disadvantaged, (5) women-owned small business sources; and (6) Veterans’ service 
organizations. 

e. Records to support internal activities, guidance and encouragement to: 
• Guide and encourage purchasing personnel to identify and use small, small disadvantaged, 

woman-owned, HUBZone, veteran-owned, and service-disabled veteran-owned small business 
(i.e., workshops, seminars, training programs, and incentive awards).  

• Monitoring of activities and performance to evaluate compliance with the program’s 
requirements. 

f. On a contract-by-contract basis, records to support subcontract award data submitted to the 
Government will include the name, address, and business size of each subcontractor. 
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In accordance with Alternate II to 52.219-9, Small Business Subcontracting Plan (Jan 2011), VO 
effectively implements its Small Business Subcontracting to the extent consistent with efficient contract 
performance, by performing (as a minimum) the following functions: 
a. Assisting small business, veteran-owned small business, service-disabled veteran-owned small 

business, HUBZone small business, small disadvantaged business, and women-owned small 
business concerns by arranging solicitations, time for the preparation of bids, quantities, 
specifications, and delivery schedules so as to facilitate the participation by such concerns. Where 
the lists of potential small business, veteran-owned small business, service-disabled veteran-owned 
small business, HUBZone small business, small disadvantaged business, and women-owned small 
business subcontractors are excessively long, reasonable effort shall be made to give all such small 
business concerns an opportunity to compete over a period of time.  

b. Providing adequate and timely consideration of the potentialities of small business, veteran-owned 
small business, service-disabled veteran-owned small business, HUBZone small business, small 
disadvantaged business, and women-owned small business concerns in all “make-or-buy” decisions.  

c. Counseling and discussing subcontracting opportunities with representatives of small business, 
veteran-owned small business, service-disabled veteran-owned small business, HUBZone small 
business, small disadvantaged business, and women-owned small business firms.  

d. Confirming that a subcontractor representing itself as a HUBZone small business concern is 
identified as a certified HUBZone small business concern by accessing the SAM Registry or by 
contacting SBA. 

e. Providing notice to subcontractors concerning penalties and remedies for misrepresentations of 
business status as small, veteran-owned small business, HUBZone small, small disadvantaged, or 
women-owned small business for the purpose of obtaining a subcontract that is to be included as part 
or all of a goal contained in our subcontracting plan.  

f. For all competitive subcontracts over the simplified acquisition threshold in which a small business 
concern received a small business preference, upon determination of the successful subcontract 
offeror, inform each unsuccessful small business subcontract offeror in writing of the name and 
location of the apparent successful offeror prior to award of the contract. 

 
12. VO’s Processes for Managing, Communicating, and Performance Monitoring of Proposed 

Subcontractors and Mitigating Subcontractor Risk  
 
VO Subcontractor Management Processes.  As the incumbent for the MOS contract, our 
subcontractor management processes are based on lessons learned from the current contract as well as 
other prime contract efforts of similar size, scope and complexity. These lessons clearly indicate that the 
highest performance and lowest risk is achieved when the contracting team is seamlessly integrated. To 
this end we have put in place both contractual controls (e.g., teaming and subcontracting arrangements) 
that exhibit common characteristics to ensure sound management execution, and procedural controls 
(e.g., weekly meetings, common training methodologies) that are also critical to successful execution.  
 
Central to our management processes is a system of regularly scheduled and ad hoc communication 
efforts that contribute to team integration and overall team performance by reducing the risk of 
misunderstandings which could potentially impact contract performance. 
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First and foremost, our teaming and subcontracting 
arrangements help mitigate subcontractor performance 
risk by providing documents that contain unambiguous 
language that supports positive subcontract controls, 
eliminates misunderstandings, and contributes to 
overall contract performance. All subcontracts include 
clearly defined Statement of Work (SOW) language that 
delineates specific deliverables, explains what work is to be 
done, and how their efforts contribute to a fully integrated 
project plan or project team (IPP/IPT).  Each individual 
subcontractor—whether they provide direct or indirect 
contract support—understands how their efforts fit 
seamlessly into overall program execution in support of 
military members and the Military Community and Family 
Policy (MC&FP) mission. This shared understanding of the 
program expectations of both the MC&FP program and of 
VO is a critical element of the management plan. Our 
Subcontractor Management Processes are essential to 
establishing and maintaining the open and honest 
communications required for developing long-term working 
relationships with our teaming partners. The focus of our 
subcontract relationships is maintaining a clear and 
unwavering focus on contract compliance, performance 
improvement and customer satisfaction. Within two days after receiving notification of contract award 
we will implement and complete the following steps:  
• MOS Subcontract Management Plan (SCMP) – The MOS SCMP reduces subcontractor risk by 

outlining and implementing clear procedural controls. The Subcontract Manager, along with the 
MOS Program Director and the Federal Contract Administrator, are responsible for administering 
the SCMP. The Subcontract Manager (SCM) develops and updates the subcontract-specific SCMP 
and meets with each subcontract-designated representative to develop a shared understanding of the 
program’s intent, and both the subcontractor’s and ValueOptions’ expectations. Regular updates 
make the SCMP a “living document.” Immediately upon notification of contract award and prior to 
the kick-off meeting, the management team will review the SCMP and update it if necessary. As a 
Subcontract provision, subcontractors must agree to comply with the processes and 
procedures in the SCMP.    

• Team VO Contract Kick-off Meeting – Prior to issuing subcontract agreements and within two 
days of contract award notification, we will schedule a kick-off meeting with the senior leadership of 
all Team VO member companies. During this meeting we re-confirm the Team’s understanding of 
the technical and contractual requirements and performance standards, the deliverables, the chain of 
command within the team, and internal communication operating procedures. 

• Subcontract Management Plan – Each Team member will be presented with an updated copy of 
the SCMP, which contains content such as: 
o SOW/PWS, and terms and conditions applicable to all Team members (applicable flow down 

clauses) 
o Specific Team member roles and responsibilities 
o Quality Assurance program expectations 

Figure 2 – ValueOptions’ Subcontract 
Management Plan (SCMP) 
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o Quality Assurance program parameters and definitions (subcontract-specific) 
o Team member work allocation  
o Reporting expectations 
o Monthly performance expectations and metrics 
o Weekly meeting agenda outline 
o Problem identification, escalation procedures and resolution process 
o Customer communication and relationship management (roles and responsibilities) 
o MOS organizational chart 
o Training requirements and VO expectations, with templates for monthly reporting 
o VO established workflow requirements  

 
Meetings/Communication – After subcontract issuance, our SCM, Ms. Leah Dempsey, will review the 
SCMP with senior leadership of each subcontractor, particularly as it relates to processes that support 
proactive communication, subcontract performance reviews (including cost and schedule), and 
challenges and opportunities for performance improvement. Our communication plan includes the 
following:  
• Weekly meetings – Items reviewed include opportunities for performance improvement, customer 

feedback, adverse incident reviews, and staff training requirements or recommendations.   
• Monthly Performance Requirement Reviews – The SCM completes a monthly audit of each MOS 

Subcontract. Once completed, the SCM meets with the subcontractor to review their monthly 
performance and identify any need(s) for performance improvement. These audits include 
agreed-upon Quality Assurance goals, applicable performance requirements from the PWS, 
customer satisfaction targets, and any concerns related to customer satisfaction, call center metrics or 
related requirements.   

• Communication –  
o MOS Team Website – Designed specifically for the MOS contract, our MOS Team Website 

promotes sharing information with subcontractors. The site includes important documents and 
information Team members can use regarding VO and/or the MOS contract. It also enables all 
team members to have access to shared information on service delivery, best practices, new 
trainings, job aids and subcontractor interface protocols. 

o Refresher Training – For those subcontractors who provide a direct service to members, 
counseling, referrals, or research, we offer a continuous cycle of training. This includes: 
Common Values in Customer Services; program updates; MOS advanced program awareness – 
what programs can provide, and updated information on our scope of services.   

• Monthly Review of Customer Satisfaction – The SCM meets with the subcontract representative 
monthly to review current Customer Satisfaction results for their area that relate to performance 
goals and requirements. Any unmet goals or trends are identified, and plans are put into place to 
mitigate areas of concern.    

• Communication on any Customer Complaint or Service Recovery – The SCM meets with a 
subcontractor if any customer complaint or need for service recovery is identified. Identification can 
either be by the subcontractor in their regular audits or by the regular customer surveys provided to 
100% of those appropriate for surveys.   

• Annual Partnership Summit – VO hosts the annual MOS Partnership Summit and invites 
representatives from all of our subcontracts. The one-day Summit’s purpose is to share information 
and improve performance across MOS services. While emergent topics will be included each year, 
topics typically covered include:  Risk Mitigation across the Contract; Best Practices in Training; 
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employee who, after performance counseling, fails to meet designated performance/deliverable 
standards.  

• Contract-Related Training Requirements – Contract-related training requirements include, as a 
minimum, all PWS training requirements, including those outlined in PWS 10.2 to 10.2.7, as well as 
security and ethics training requirements. Compliance with these training requirements is regularly 
reported and validated through Annual Site Audits, as indicated above. Failure to maintain contract-
related training requirements may result in termination of the subcontract.   

 
Subcontractor Performance Monitoring and Risk Mitigation. We utilize multiple means to mitigate 
potential subcontractor-related performance risk and improve overall MOS performance. Subcontractor-
related performance risk affects all aspects of program cost, control and schedule. VO’s subcontracting 
management processes/approach (as identified above) contributes significantly to identifying and 
mitigating subcontractor performance risk by reducing the misunderstandings that could impact contract 
performance. Our approach to performance monitoring includes the following:    
•  Monthly Audits of Subcontracts (outlined above)  
 
•  Annual Site Audits of Subcontracts (outlined above) 
  
• Monthly Training Report – Completed by subcontractor to ensure that required training (e.g., 

orientation training, including military culture awareness) is conducted prior to employee start dates, 
and that refresher training is up-to-date and meets emergent concerns and needs. 

  
• Subcontractor Cost-Related Risk – Subcontractor cost control is maintained through both positive 

and procedural means. Performance risk due to subcontractor cost is mitigated by maintaining the 
close working relationships and communication we have established with our team. Subcontractor 
coordination and integration is facilitated by weekly internal meetings conducted by our program 
support team. Program performance is a key agenda item during these meetings. The Program 
Director, Ms. Kennish, is apprised of any outcomes resulting from these meetings, particularly any 
items that relate to subcontractor performance and require immediate action with the designated 
corporate subcontractor leads. As the incumbent team for MOS, our Team’s experience and past 
performance contributes to mitigating subcontractor risk based on cost/price. Our in-depth 
understanding of MC&FP’s execution requirements means we feel confident in issuing fixed fee 
price subcontracts/pricing following contract award. The benefit to MC&FP is minimal risk due to 
subcontractor costs, and better overall cost control.   

 
• Subcontractor Performance/Schedule Control Risk – Our Program Director maintains 

performance and schedule controls. Project actions, milestones and timelines are established for all 
project activities, thus enabling program personnel and designated MC&FP personnel to monitor 
project action/milestone accomplishments. This provides an effective and transparent means to 
measure action/milestone accomplishments against actual costs that are derived through our cost 
accounting system. Program personnel are able to track subcontractor performance and project-
related deliverables, as well as those for the entire team. Additionally, this assists the MC&FP and 
program/project managers by providing an accurate/transparent means to measure action/ milestone 
accomplishments against actual program costs, and accurately project estimates to completion. 
Subcontractor performance is also monitored and reported by a series of agreed-upon 
quality/performance measures aimed at creating program efficiencies that contribute to process 
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VOLUME I INTRODUCTION 
The Military Community and Family Policy (MC&FP) office created Military OneSource (MOS) as a 
unique solution to address life stressors that can negatively affect the mission readiness of service 
members and their families. We have provided services to the military for more than 20 years through 
other programs such as TRICARE, and have more than 30 years’ experience in commercial Employee 
Assistance Programs (EAPs), but we have come to recognize that the MOS program is unique unto 
itself: 
• MOS is the most diverse and complex program of its kind anywhere in the world, yet its scope of 

practice for both our staff and network providers are clearly defined. 
• MOS establishes a single point of contact for all branches of the service, yet it is carefully designed 

to address the unique needs of each. 
• MOS defines clear standards of operational practice, quality assurance, and service to Participants, 

yet it demands that the program administrator be highly adaptable as the program evolves. 
During the past year, we have been privileged to serve the Government and MOS Participants as the 
bridge contractor for the MOS program. As an organization, we have extended every possible effort to 
meet and exceed the requirements for our role, both in the tangible areas of performance and in a 
number of intangible ways as well. The tangible areas of our performance can be seen in the quality of 
the team that we recruited and put at the Government’s disposal. The experience and knowledge of this 
team has mitigated significant implementation and program operation risk during this period. In 
addition, our operational infrastructure, our network recruitment efforts, our comprehensive quality 
assurance processes, and our enabling technology have all contributed to a high level of program 
compliance and satisfaction. These are the tangibles of our performance as the program administrator 
during this period. However, we believe that the intangibles we have brought to our MOS role are 
equally important for the long-term success of the program:     

Clinical Expertise Applied To Non-Medical 
Counseling: We have artfully applied  

our clinical training in the service of 
non-medical counseling and problem 
solving to support all Participants. 

 

Recruiting People with Passion and 
Compassion To Serve: We have intentionally 

recruited people with military 
backgrounds. Because so many 

members of our Team have been part of the 
military family, we bring a natural level of 
empathy and expert knowledge to the issues 
Participants face. 
 

Transparency and Teamwork: From the 
beginning, our Divisional President 
Kerry Mooney set a tone of “One 

Team, One Mission.” and this is how we have 
approached our role. We admit our mistakes. 
We demonstrate an ability to adapt and 
innovate. We remain focused on the mission.  
 

One Team, One Mission 
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their understanding of the stressors of military life, and their ability to identify and access needed 
resources. 
 

First, we have taken great care to build a network of 
providers who understand the program and its scope of 
practice, but who also have a deep commitment to 
serving the military and their families. We have invested 
in training these network providers extensively, focusing 
especially on identifying high-risk situations including 
potential suicides and Duty To Warn (DTW) situations. 
 

Secondly, we have deployed our military experience and our more than thirty years of EAP experience 
on behalf of the MOS program. We have built a national network that includes specialists in many areas, 
including financial counseling. We have increased access for Participants in remote and isolated areas. 
In addition, we have made valuable information resources on numerous topics more available by linking 
our award-winning website to the Government’s www.militaryonesource.mil site. 
 

Finally, we are introducing innovations to better meet the needs of younger, technology savvy military 
personnel and their families. In the following sections, we discuss our proposals for more extensive use 
of tele-counseling and for mobile applications for self-assessment and program information. 
 

PROVIDING PRIVATE, CONFIDENTIAL NON-MEDICAL COUNSELING (Factor 1 
Subfactor I, Section L Paragraph 1, and PWS 5.0). Our approach to delivering Non-Medical 

Counseling services to the military is based on our company’s roots in services for military 
members and their families, experiences and lessons learned serving as the current MOS 

contractor, and our 30 years of leadership in the Employee Assistance field. We deliver Non-Medical 
Counseling through a clearly-defined organizational structure led by James Keener, a licensed Director 
of Non-Medical Counseling, under the direction of Renee Kennish, the MOS Program Director. 
Exceeding program requirements, consultation is regularly scheduled with Gary Proctor, M.D., our 
Division Medical Director, to review specific cases and participate in the professional development of 
the licensed supervisory team. Dr. Proctor is a psychiatrist with extensive and recognized experience 
serving the military. Triage Consultants receive structured training and adhere to documented MOS 
procedures according to directives from program staff and VO’s national policies.  
 

We have consistently met the Government’s MOS 
objective of providing private, confidential Non-
Medical Counseling to eligible MOS Participants, as 
specified in PWS 1.2.1. Our success includes our MOS 
Team’s adherence to professional industry quality and 
operational standards established by URAC and by the 
Council on Accreditation (COA) in accordance with 
Section J-5ee (PWS 5.0). By following the highest 
industry-recognized guidelines, we ensure the best 
possible services to Participants while reducing possible risk to the Government.  
 
We obtain Primary Source Verification of credentials for licensed professionals, and all employees 
receive regularly scheduled supervision, performance appraisals, and quality auditing of the cases they 
manage. In addition to training for new hires, all MOS staff receive annual training on Privacy and 
Security, Code of Conduct, and Ethics, in accordance with established policy and procedures for 

 Exceeding Government Requirements 
Approximately 33% of our Triage Consultants are 
licensed clinicians to ensure that all high-risk cases are 
directly managed by a licensed clinician in consultation 
with a licensed supervisor. 
Benefit to the Government 
Members in crisis situations receive effective, early 
intervention.  

 VO has demonstrated that it understands the 
scope and complexity of the services required by 
the MOS program—leading individuals to life 
affirming solutions over a brief number of 
sessions. However, it is how we have applied 
those requirements that we believe sets us apart 
from other organizations. 
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ensuring confidentiality. Our quality program incorporates measures of individual performance, 
evaluation of aggregate information, system monitoring, review of provider performance, and 
procedures to evaluate Participant satisfaction. Our paramount focus is the safety of Participants. 
Therefore, a significant area of continuous focus has been on training staff regarding the risk factors in 
the assessment process, and enhancing skills of engagement. Our MOS team has collaborated with the 
Government to develop workflows, training materials, monitoring tools, and consistent consultation 
strategies so that all Participants presenting with any risk factors receive compassionate, prompt, and 
effective support to ensure their safety. We have refined our skills and procedures while responding to 
nearly 160 risks or reportable situations each month (Section J-30). Our MOS Call Center Triage 
Consultants and clinical supervisory teams remain 
vigilant for risk issues with each caller and maintain the 
highest level of professional acumen in listening for 
clues of danger. 
 

The Non-Medical Counseling services we provide 
focus on helping service members and their families 
address situational issues that may impact operational 
readiness. Deployment, re-integration, and family 
adjustment concerns can create temporary imbalance 
for service members and their families. These issues are 
the core focus of the Non-Medical Counseling scope of 
services, and are not readily addressed by traditional 
mental health or medically-oriented delivery systems. Participants are eligible for up to 12 Non-Medical 
Counseling sessions per person per issue at no cost to the Participant. 
 

Innovative Way to Address Issues That May Affect Readiness—Personal Recovery Concepts 
One of the innovations we offer the Government is a Personal Recovery Concepts solution. Personal 
Recovery Concepts allows Participants to virtually document and store key information in five specific 
areas: personal, financial, emergency, household, and legal. In doing so, Participants and families are 
able to quickly locate and recover critical information required following a wide array of unexpected 
events. We plan to introduce this as a pilot program to MOS, perhaps to deployed service members and 
their families, to ease the burdens associated with deployment and difficulty accessing information in 
the absence of such a repository. 
 

Suicide Prevention Strategies (PWS 5.0). VO is 
committed to reducing the Government’s risk by 
hiring qualified employees at all levels, 

providing ongoing staff training and audit practices, 
operating under clear policies and procedures, and 
providing immediate access to engage and support 
callers in crisis. Our MOS experience has made us 
acutely aware of the risk that accompanies situational issues such as a failed relationship, financial 
hardship, or feelings of isolation due to a deployment. While callers may deny thoughts of suicide, we 
are vigilant in our efforts to connect callers to appropriate resources and provide high quality follow-up 
in order to mitigate risk.  
 

Our call center processes bring clinically licensed staff into all risk-related calls as soon as any such 
element is identified. Triage Consultants have immediate access to materials to support Participants in 
crisis. Evidence-based assessment tools have been developed for both licensed and unlicensed 

 Exceeding Government Requirements 
We have developed Grief and Bereavement resources 
for family members who may call MOS but are not 
eligible for Non-Medical Counseling services.   
Benefit to the Government 
This ensures that non-eligible callers are still connected 
to needed resources. 
 

 Participant Testimonial 
“I'd just like to take time and express my deepest 
thanks for what you did for my family while I was 
deployed in Afghanistan. You provided counseling 
for my wife when I was unable to console her. I 
covered all 34 provinces in Afghanistan while 
attempting to recruit for the Afghan Army. It was 
my worse trip overseas and I required two 
surgeries upon my return. I’m receiving 70% PTSD 
from the VA and have been tested positive for TBI. 
YOU GUYS MADE A DIFFERENCE WITH MY 
FAMILY. THANK YOU, 1SG (RET).” 
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consultants. In addition we created resource databases—including military and civilian contacts—to 
locate and connect Participants in crisis with immediate face-to-face intervention. We also interface with 
various military resources as needed. We conduct follow-up audits on 100% of DTW/Mandated 
Reporting (MR) cases. 
 

Our existing logistical and operational tools and processes include case tracking, documentation, coding, 
and case handling workflows. These processes ensure that the Participant’s data and case details are 
handled confidentially and efficiently, and that Participants in crisis receive immediate clinical 
intervention.   
 

Our efforts to improve engagement of at-risk Participants include an innovative online program that will 
be added to the MOS EAP Website entitled “Warriors Prevail.” For additional information, please see 
Factor 2, Subfactor II (page 9, Para. 4).  
 

Ensuring Adherence to Scope—Our Understanding of and Compliance with Non-Medical 
Counseling (PWS 5.4.3). VO’s technical approach combines the science of Non-Medical Counseling 
with the art of behavioral motivation so that Participants access the appropriate resources to build on 
their strengths and increase their resiliency. VO’s MOS Team’s Non-Medical Counseling encompasses 
only issues typically representing V-Code situational concerns (section J-32). Our approach is 
pragmatic, educational, and solution-focused. Providers and telephonic/online consultants collaborate 
with Participants to develop specific goals that are behavioral, measurable, and attainable. 
 

At case closing, the provider (whether face-to-face or 
telephonic/online) submits an assessment of progress 
toward goals, as well as an additional evaluation of 
nine functional areas, including social/family 
functioning, anxiety, concentration, and job 
performance. Outcome information and counseling 
effectiveness are measured by comparing pre/post 
scoring of these functional areas at intake and at case closing. To support efficient reporting, Case 
Activity Forms (CAFs) can be submitted through the provider portal, via fax, or through U.S. mail. We 
will encourage our providers to submit their CAFs through the provider portal or via fax to ensure that 
documentation is in the Government CMS within 15 calendar days after each session.   
 

Screening for Scope of Care (PWS 5.0.1). We 
understand thoroughly the scope of practice for the 
MOS program, and have policies, procedures, 
training, and auditing to support it. To ensure 
adherence to the scope of practice (PWS 5.0.1 and 
Section J-32), our MOS team deploys a unique 
competency-based training module (based on DoD 
Instruction 6490.06) with new Triage Consultants. 
We incorporate refresher training with existing staff 
in group settings or with one-on-one supervision. 
This training includes role-playing in which trainees 
determine whether situations fall within the scope of 
Non-Medical Counseling. Our training program 
compares clinical mental health therapy and Non-
Medical Counseling to help staff develop a clear understanding of their differences. Afterward, trainees 

 Exceeding Government Requirements 
and Mitigating Risk 
Triage Consultants never tell callers we cannot help 
them. They are trained to respond with an explanation 
of ways in which we can help—whether through Non-
Medical Counseling or another type of service.     

 Exceeding Government Requirements  
Above and beyond case record review, our Clinical 
Quality team meets once a week for “call calibration.”  
Calls are often chosen for their difficulty and/or nuance 
around certain items on the audit tool.  All auditors 
complete an audit on the call independently. The team 
then identifies any areas in which additional training, 
coaching, or support to the Triage Consultants needs to 
occur. The audit team takes great pride in the open forum 
that is encouraged within these discussions.   
Benefit to the Government 
The purpose of call calibration is to decrease variation in 
interpretation of calls, thus ensuring consistency of 
response to callers which results in increased quality of 
service.   
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demonstrate their comprehension of these guidelines by generating a list of issues appropriate for Non-
Medical Counseling.   
 

Our MOS training program provides for detailed referrals to appropriate resources when an issue falls 
outside the scope of Non-Medical Counseling. In these instances, Triage Consultants advise callers that 
they will be linked to their MTF, TRICARE, commercial health insurance, or community resources 
(PWS 5.0). Similarly, when a caller’s issue requires reporting to the Family Advocacy Program (FAP), 
the Triage Consultant will offer community-based resources and facilitate the connection to FAP.  
Triage Consultants use an intake script that includes five prompts required to determine scope. A 
positive response on any of them requires the Triage Consultant to ask clarifying questions to ascertain 
if the issue is situational, is indicative of a mental health condition, or if there are risk factors that put the 
caller outside the scope of Non-Medical Counseling. Our scripts are continually updated based on 
lessons learned and we encourage consultation with supervisors for accurate determination, as well as 
ongoing education and skills refinement.  
 

Network Providers (PWS 5.0.2).  
No other EAP in the world requires the same level of 
training, and because the scope of practice is unique, 
unlike what most providers are accustomed to, it 
requires a different level of training and monitoring. As 
your current partner, we strictly adhere to the 
Government’s self-referral guidelines. Our designated 
provider relations team understands the requirements of 
the MOS program. Moreover, VO’s MOS Provider 
Handbook outlines procedures that facilitate a referral to 
mental health care. Through our education and training activities, providers know to contact us if they 
need help locating resources. Our MOS team requires them to consult with us on situations involving 
reportable events or clinical risks. To further support adherence to scope of practice, the MOS CAF 
specifically requires providers to attest that no diagnosis other than a V-code is present, and to identify 
the presence of risk to self or others. For quality control, any CAF with an identified risk automatically 
notifies our clinical team, who in turn calls the provider to ensure that appropriate interventions are 
underway, including referral to clinical services if the situation is out of scope. This process reduces 
program risk by providing a second layer of insurance that the presence of risk and risk influencers are 
being promptly, appropriately addressed (PWS 5.0). 
 

Providers’ signed MOS contracts include items addressing the nature of Non-Medical Counseling, 
referral of Participants for services or treatment beyond its scope, prohibition of self-referrals, and 
procedures for notifying our staff of any suicide, homicide, domestic violence, child abuse, sexual 
assault, illegal activity, or risk thereof. All providers are required to operate under normal business 
hours, including evenings and weekends. 
 
All Non-Medical Counselors and providers Criminal History Background Check and Fingerprint Checks 
are performed on all Non-Medical Counselors and providers prior to performing under the MOS 
contract, in compliance with DoD Instruction No. 1402.5 and J-17 (PWS 6.1.5). 

 
PROVIDING INFORMED CONSENT (PWS 5.2). Our MOS team is vigilant about protecting 
Participants’ confidentiality. To maintain confidentiality while adhering to federal, state, and military 
requirements, our staff advises Participants about confidentiality protection at two distinct points. The 
first (as required by Sections J-11 and J-27) occurs when an individual first contacts MOS. Our staff 

 Exceeding Government Requirements 
Since assumption of the MOS program administration 
in August 2011, we have consistently exceeded the 
92% standard for provider accessibility within 15 miles 
or 30 minutes. For the past 6 months, we have 
reached 98% or better accessibility. 
Benefit to the Government 
Providing MOS Participants with easy linkage to an 
MOS provider assuring the Government that 
Participants have ready access to the program.  
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reviews the limits of confidentiality and obtains the caller’s attestation that they understand its 
limitations regarding harm to self or others, including sexual assault, domestic and child abuse, and 
illegal activity. We advise the Participant that the call is being recorded for quality purposes and obtain 
verbal authorization to continue. When a Participant accesses services telephonically or online, 
confidentiality limits and the Statement of Understanding are reviewed either verbally or via electronic 
exchange. Prior to submitting a request for online counseling, Participants indicate that they have 
reviewed the confidentiality parameters online. We meet these requirements while actively engaging the 
Participant in the process. 
 

The second time Participants are advised of confidentiality is when they attend face-to-face Non-
Medical Counseling and are required to sign the MOS Statement of Understanding before beginning any 
session. It reiterates confidentiality limitations related to threat of harm to self or others, domestic or 
child abuse, violence against any person (including sexual assault), and present or future illegal activity. 
It also explains that there is no charge to Participants for counseling, but referral to other mental health 
services may incur costs and that they are responsible for confirming that coverage. Record sharing with 
the DoD, Military and Family Life Consultants (MFLC), and others with access to the Government’s 
Case Management System will be addressed in the updated Statement of Understanding to be developed 
during program implementation. 
 

In accordance with Section J-6, providers’ signed MOS contracts require them to view Participants’ 
military or dependent ID cards to confirm eligibility for Non-Medical Counseling. It also clearly 
prohibits the provider or any office staff member from copying the ID. Providers must document on the 
MOS Case Activity Form that they have reviewed the ID card. Providers who fail to indicate viewing 
the card by the second visit are instructed to verify eligibility prior to continuing services (PWS 5.8.3) 
 

PROVIDING HEALTH AND WELLNESS 
COACHING (PWS 6.1.9). All MOS health and 
wellness coaches are trained on the physical fitness 
standards for each branch of the military, as outlined 
in J-19a-f. MOS coaches focus on the whole person 
to address issues—weight management, nutrition, 
fitness and exercise, general health and wellness, 
and military fitness—by helping Participants make 
healthier lifestyle choices and establish healthier 
habits (PWS 6.1.2). They all possess a bachelor’s 
degree from an accredited college program and 
demonstrated current coaching competency. In 
accordance with URAC and COA guidelines 
(Section J-5ee), the coaching program has written procedures, documentation requirements, quality 
monitoring, and procedures to determine Participant satisfaction. Our coaches have completed an 
International Coach Federation-approved training course (PWS 6.1) and demonstrated coaching 
competence before employment with the MOS Program. Coaches receive regular supervision and 
feedback, as well as training opportunities, to maintain their familiarity with current best skill practices 
(PWS 6.0 and 6.1.2). Criminal History Background Check and Fingerprint Checks are performed on all 
coaches prior to performing under the MOS contract, in compliance with DoD Instruction No. 1402.5 
and J-17 (PWS 6.1.5).   
 
The coaches deliver sessions telephonically and via online applications. We are able to offer 
comprehensive wellness web content, directly from Mayo Clinic’s library, giving Participants access to 

 Coaching Testimonial 
To everyone at Military OneSource, 
A huge THANK YOU for all you do to help military families! 
I believe that Military OneSource is one of the greatest 
resources and benefits currently being offered to military 
families. In my work as a Family Readiness Officer, I call 
quite frequently with questions from my Marines and 
always receive help from an extremely courteous and 
professional person who not only takes the time to truly 
understand my question or need, but also ensures that they 
have answered my question to its entirety. 
With heartfelt gratitude for your continued support to our 
service members and their families...keep up the great 
work! 
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credible and trustworthy resources authored by experts. Coaching appointments are available during 
business, evening, and weekend hours, to accommodate foreign time zones to accommodate OCONUS. 
We have established guidelines for documenting coaching sessions. There are reportable fields to 
monitor goal attainment, coaching topic area, and number of sessions (PWS 6.1.1). Our coaching team 
participates in general MOS program orientations, and 
is familiar with the full spectrum of services available 
through the program. When a Participant discloses an 
issue requiring services beyond those available 
through coaching, the coach will facilitate a warm 
hand-off to the appropriate resource, (for example, 
TRICARE, MTF, VA and MFLC) and follow-up to 
confirm that a connection has been made (PWS 6.1.4).  
 

Our policies governing services for minors require a 
parent’s signed consent before any coaching is 
delivered (Section J-30 and PWS 6.1.5) however 
consent is not required in DTW situations. Health and Wellness Coaching Program modifications will 
only be undertaken with Government approval and written acknowledgement of the Contracting Officer 
Representative (COR) (PWS 6.1.7). 
 

PROVIDING FINANCIAL COUNSELING (PWS 7.0, 7.1.1, 7.1.3, 7.1.4 and 7.1.5). Through our 
experience with MOS we have gained greater insight into the financial challenges service members and 
their families face. We provide critical financial services to military members and families to ensure that 
a Service member’s readiness is not being undermined by financial problems or relationship challenges 
stemming from financial issues to include appropriate guidance regarding the Service Member’s Civil 
Relief Act (SCRA) Public Law 110-289 Housing and Economic Recovery Act of 2008 as well as other 
pertinent laws and policies (reference J-5k).. We help eligible Participants overcome or prevent 
financial problems by offering expert financial counseling and education (in accordance with Section J-
16), particularly recognizing the implications for those service members with security clearance (PWS 
7.0). 
 

The MOS financial counseling team members have and will maintain national certification and 
accreditation (PWS 7.0). Under the new contract, our MOS team will comply with DoD standards and 
follow all Government guidelines on employment and conflicts of interest (in adherence to Section J-
5k), as we have for the past year (PWS 7.1.1).  Our counseling approach seeks to educate and empower 
service members to take control by increasing their financial competence and thereby improving their 
personal readiness.  
 

We offer telephonic financial counseling at times to accommodate foreign time zones for those Service 
members who are OCONUS. Telephonic counseling sessions are immediately available (during business 
hours), or Participants may schedule future appointments convenient to their schedules. In addition, we 
will expand access by also providing face-to-face appointments on evenings and weekends (PWS 7.1.3). 
We adhere to the Government requirement to not limit financial counseling to twelve sessions per 
person per issue (PWS 7.0).  
 
When our staff identifies a situation involving extreme financial hardship or deprivation, we refer the 
Participant to appropriate, sanctioned military resources. We maintain a database that includes relief 
societies, installation banks/credit unions, as well as extensive state, federal, local, and veterans’ 
organizations. We verify each referral’s appropriateness and the availability of funding before referring 

 Exceeding Government Requirements  
All Health and Wellness Coaches have master’s 
degrees in health-related fields, resulting in greater 
competence to ensure the military of healthier, mission-
ready personnel.  Furthermore, 33% of all MOS 
Coaches are Veterans so they have the personal 
perspective and understanding to benefit MOS 
Participants.   
Benefit to the Government 
Members receive coaching from the most highly trained 
professionals. 
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a Participant to any resources. Triage Consultants also make referrals to resources that can help 
Participants address relationship and/or lifestyle barriers to their financial health (PWS 7.1.4). 
 

Our current MOS financial staff and counselors never sell or endorse products, never offer investment 
advice about specific funds, and make referrals to nonprofit services whenever possible. If a counselor 
violates these policies, we will investigate the situation and the individual will be subject to disciplinary 
action up to and including dismissal (PWS 7.1.5). 
 
PROVIDING TAX FILING SERVICES (PWS 7.2). 
We will continue to offer MOS Participants access to 
free tax filing services for federal and multiple state 
returns. We also provide telephonic tax consultations 
(PWS 7.2.1). Lastly, we will continue to provide a link 
on the MOS EAP website through which Participants 
can access free tax filing services (PWS 7.0).  Based on 
usage metrics we capture, we have learned that 1) Online free tax filing services, 2) free tax filing 
service Frequently Asked Questions, and 3) Warnings regarding Tax Scams account for the top 3 
reasons Participants access the MOS EAP website. Our approach will utilize respected Ability One 
companies to provide staffing support of tax advisors for the coming tax season on both the current 
bridge contract and the follow-on MOS contract. These companies were chosen based on an evaluation 
which included direct experience and highly successful “Wounded Warrior” training and placement 
programs, and experience in placing high-cognitive, severely disabled veterans. The addition of these 
resources will increase our team’s sensitivity to military tax issues and also increases the number of 
disabled veterans we employ. Our team will continue to provide management oversight and training for 
the tax advisors, and will support each company in a mentoring role to achieve our longer-term goal of 
creating additional MOS opportunities for Wounded Warriors and their caregivers, through this 
arrangement.  
 

VO’s MOS program has compiled a list of the most common tax questions and answers, and posted it on 
the militaryonesource.mil public website. We will continue to add to this list as appropriate (PWS 
7.2.2). Our consultants will also continue to provide Participants contact information for local military 
installation tax service support. We store that information in our database, which is constantly updated 
to reflect accurate information, where it is easily accessible to our consultants (PWS 7.2.3).   
 

Subfactor II:  Network & Credentials 
One of our greatest lessons learned over the past year is the work required to build a national provider 
network that is capable not just of serving 
Participants in the MOS program, but doing so with 
exceptional competence and compassion. Although 
we continue to enhance our network, we believe we 
have accomplished impressive results over the past 
year. Today the MOS program has a national 
network of providers who genuinely understand 
military culture, the scope of practice as defined by the concept of Non-Medical Counseling, and the 
parameters around DTW and other high-risk situations. Additionally, VO has provided or made 
available to network providers more resources and information to assist them in their support of military 
personnel and their families than ever before. 
 

 Working with all parties involved, we compiled Lessons 
Learned and recommendations for tax season and 
shared it with the Program staff.  The resulting changes 
(e.g., posting tax preparation information earlier) will 
improve service delivery and facilitate problem 
resolution before tax preparation activities begin. 

 

 Exceeding Government Requirements  
ValueOptions’ MOS Provider Handbook is available 
online 24/7 for providers to reference. 
Benefit to the Government 
Providers have easy access to the many requirements of 
the MOS program. 
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LESSONS LEARNED. VO has 30 years of network development experience. However, when we 
started developing our current MOS provider network, several assumptions and challenges were 
revealed. It quickly became apparent that simply transferring qualified providers from our extensive 
EAP and national provider networks would not be sufficient. The unique requirements of this 
specialized program would prevent a traditional provider migration, and the MOS provider network 
would have to be built from the ground up. Elements such as mandatory specialized trainings, program-
specific paperwork, stringent timelines, reporting requirements, criminal history background checks, 
U.S. citizenship checks, and Participant locations that are both concentrated and remote differentiate the 
MOS provider network from other national networks.    
 

The VO Team overcame an array of challenges to build a network of experienced and well-trained 
providers. Moreover, the network concentrates providers in close proximity to military installations, 
while also focusing on rural communities where National Guard and Reserve population densities have 
been identified. Finally, our network development efforts factored in geographic proximity to active 
duty families and military recruiters in these communities to ensure ever increasing network coverage 
and Participant access. The distinct challenges of developing a qualified network that meets MOS 
specific needs prompted VO to:  
• apply multiple network analysis tools  
• develop network provider incentive programs  
• utilize innovative technology platforms, such as a specialized provider portal and mobile technology 

that extends and enhances the delivery of provider services  
• enhance provider training and communication processes and procedures  
As a result of our network development efforts, we have added an average of 640 trained and 
credentialed providers to the MOS network each month over the past six months.  
 

We have also demonstrated the ability to grow the network beyond its basic access and specialty 
requirements. In this Sub-Factor, we will describe in detail how our capabilities and processes meet or 
exceed Government standards. At the same time, we will introduce new proposals for program 
enhancements such as our tele-counseling capability, e-care Access. 
 
ENSURING ACCESS TO A NATIONAL NETWORK OF QUALIFIED PROVIDERS (Factor 1 
Subfactor II, Section L Paragraph Number 1).  One of our principle lessons learned (and a key 
transition risk factor) as we developed the MOS network was that providers were hesitant to join the 
MOS program due to the additional requirements for credentialing, training, and documentation. We are 
committed to building a national MOS network of trained, credentialed, and experienced master’s level 
non-medical counselors. This will ensure that Participants receive services within scope from providers 
who are empathetic to the unique circumstances and needs of the MOS Participants. As such, we have 
dedicated a great deal of resources to ensure that providers have access to required training at their 
convenience. Training opportunities are available to providers such as weekly Webinars (online training 
sessions) conducted by MOS subject matter experts and members of the MOS Provider Relations team; 
and monthly provider e-newsletters, including an MOS-specific section for articles, information, current 
events, and updates, etc. When necessary, we engaged a veteran-owned company to assist in conducting 
person-to-person MOS provider outreach efforts during high volume times.  
 

Approach to Ensure Network Coverage (PWS 5.8). Network development is a dynamic process that 
involves ongoing assessment to ensure adequate coverage, provider qualifications, counseling access, 
and service member choice. Our MOS Provider Relations team is dedicated to developing and managing 
the network that serves our service members and their families. We have developed—and continue to 
expand—a professional network comprising educated, reliable providers (having undergone Criminal 
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History and Finger Printing Checks) trained in military culture and family life, who sign an attestation 
that they understand the scope of practice within the MOS program (PWS 5.9.1).   
 

Network Coverage and Accessibility (PWS 5.8.2 and Section J-29 and J-32). Building a network 
that provides geographic access is only as valuable to MOS Participants as the availability of those 
providers when they are needed most. A readily available supply of trained providers is required in the 
high need areas surrounding military installations, remote areas near National Guard and Reserve 
stations, and a wide breadth of locations where 
recruiters and military families reside.   
As a recognized leader in EAP services, VO 
uses a beneficiary population sizing model to 
appropriately size a provider network that will 
meet the needs of its respective constituents. In 
this case, it is our country’s most important 
constituency. We begin by using a number of 
Government and non-Government resources to 
determine relevant population densities 
throughout the United States. Then, using proprietary tools proven through our more than two decades 
of service to the Military, we determine relative penetration rates and provider population ratios, 
factoring in historic utilization. With this information, the initial network was recruited, credentialed and 
trained.  
 

America’s Military deserves ready access to providers, and our Provider Relations Team consistently 
monitors utilization and access to care metrics to facilitate network expansion to meet any and all 
exigencies. Key elements include: 
• Geo-access analysis of beneficiary and provider locations with an emphasis on identifying relevant 

beneficiary population densities, as well as provider to population ratios. 
• Rapid and focused recruiting of providers is stimulated by beneficiary calls, quality management 

data, analysis of monthly referral patterns, and user satisfaction statistics. 
• Immediate and intensive provider recruiting begins whenever the Provider Relations Team is alerted 

of a need to meet beneficiary access standards (15-mile or 30 minute drive) (PWS 5.8.2).  
 

VO has licensed providers in every state to provide fifty minute face-to-face non-medical counseling 
sessions to Participants, couples and families consisting of 12 sessions available in CONUS and in 
accordance with J-29 and J-32 (PWS 5.8.2).  Participants will receive services from a provider licensed 
in the same state (PWS 5.9.3).  Our policies governing services for minors require a parent’s signed 
consent before any non-medical counseling services are delivered (PWS 5.9.1); however consent is not 
required in DTW/MR situations. 
 
The fact is that face-to-face counseling for 100% of Participants is not possible or appropriate. Some 
Participants have medical challenges preventing them from accessing care, others prefer alternative 
counseling solutions, while still others reside in areas so remote that a provider location is not readily 
available. Our innovative solutions that offer Participants in specialized situations expanded access to 
network providers are described below. 
 

Telephonic, Video, and Online Counseling (PWS 5.9.3). Telephonic, online, and video sessions with 
licensed clinicians are also available, and follow the same scope definitions for face-to-face Non-
Medical Counseling. These counseling modalities are particularly advantageous for Participants who 
frequently travel, are OCONUS, for couples in different locations, and for Participants with schedule 

 Exceeding Government Requirements  
We partnered with the Citizen Solider Support Program—which 
has addresses of all National Guard and Reserve members—
and mapped these locations to our provider network to identify 
geographic areas in which provider recruitment is needed.    
Benefit to Government  
Provides further assurance that our provider network will meet 
the needs of all members, not just military installations. 
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issues that make telephonic or online sessions more suitable. We schedule telephonic appointments 
when the caller initially contacts MOS. Available times include evenings and weekends. We also 
schedule online counseling in response to a request submitted via the MOS website. Participants submit 
a request after confirming their review of confidentiality parameters and briefly indicating their issue. 
After review, counseling is scheduled with an available counselor.  
 

e-Care Access. Since 2009, VO has offered telehealth services near Fort Hood, and in Colorado, 
Pennsylvania, and Florida, thereby 
enhancing access to services for 

Participants in rural and remote areas, or 
where the number of specialty providers is 
limited. We recently expanded our regional 
capabilities with a unique national solution 
called “e-Care Access,” the first national 
EAP and coaching telehealth program in the 
country. Our Web-based portal and services 
enable providers to use any high-definition 
camera and standards-based personal 
computer for a meaningful and effective engagement with Participants.  
 
e-Care Access is a valuable option to  provide live, interactive audio/video counseling to disabled 
service members with mobility issues, military families in extremely remote areas, family members 
separated during deployment, and others who prefer this modality. Telehealth also accommodates the 
generational preferences of many service members and their families while fostering a more efficient 
network operation that creates an online pool of available providers for Participants needing Non-
Medical Counseling. The platform provides recordkeeping and follow-up; consultations between 
providers and MOS supervisors; assessments; appointment and post-visit scheduling, as well as follow-
up agendas; and mobile telehealth. MOS providers can also offer care via smartphones and tablets, 
which is a strategy that supports live, interactive audio/video, live text, and chat. We are currently 
implementing this technology platform with the USCG’s CG SUPRT program as a pilot to reach 
members in remote areas and to improve engagement.  
 

In accordance with PWS 5.9.3, all counselors using e-Care Access will be licensed in the state in which 
the Participant is receiving counseling services. All MOS providers offering telephonic, online or video-
conferenced counseling will be licensed in the state where the member resides. VO has identified a large 
pool of MOS network providers licensed in multiple states. We will also identify experienced providers, 
and offer training and supervision for these counseling models. This will result in a network of licensed 
telehealth service providers available for telephonic, online, and videoconference in all 50 states.   
 
Ensuring a Long-Term Provider Pipeline. VO is continuously developing creative ways to expand 
networks and identify future providers. An example is our collaboration with Norfolk (Virginia) State 
University on its Advanced Practice in Military Social Work Grant. This program creates a clinical 
concentration (Master of Social Work) at the Ethelyn R. Strong School of Social Work, and prepares 
graduates to deliver services to military personnel and veterans. Another example is our relationship 
with The Chicago School of Professional Psychology (TCSPP), Washington DC Campus. The 18-credit 
program for a Certificate in Military Psychology that TCSPP is developing is planned for rollout in Fall 
2013. VO is in discussions with TCSPP to offer support in the areas of internships, advisory board 
member and course guest lecturers, and employment preferences for those certificate holders. 
 

 Exceeding Government Requirements  
By offering the e-Care website, ValueOptions’ MOS Program 
exceeds Government requirements with an audio/video platform 
that brings providers and Participants together, especially those in 
the Guard and Reserve, no matter where they are.   
Benefit to the Government 
Enables live interaction between providers and Participants, thus 
extending Non-Medical Counseling and Coaching into the home 
or field, while enhancing Participant comfort, access to services, 
and confidentiality.    
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Providing Services on Short Notice and in the Field (PWS 5.8.2 and J-29 and J-32).  The MOS 
network stands ready to respond to field service needs such as access to emergency care and DTW 
scenarios. Our Provider Relations field operations staff cultivates collaborative relationships with 
providers nationwide and has proven ready to meet exigencies head-on with exemplary results.   
 

CREDENTIALING REQUIREMENTS (Factor 1 Subfactor II, Section L Paragraph 2) ensuring 
Non-Medical Counseling Provider Licensure Qualifications (PWS 5.9.1 and 5.9.2). Our MOS 
provider network is comprised of experienced non-medical counselors who are trained, licensed, 
credentialed, and certified. All providers have completed the mandated Military Culture Competency 
training before providing services. All providers must have the following credentials to participate in 
VO’s MOS network: 
• Master’s Degree in a mental health discipline from an accredited college or university 
• current, valid, unrestricted license from a State, the District of Columbia, a U.S. Commonwealth, or 

a U.S. Territory, to practice independently at the highest level in the state where the provider is 
located 

• demonstrated counseling competence preceding employment with the MOS program 
• adherence to commercial and professional standards of practice applicable under federal, state, and 

local laws, as well as relevant DoD/Military Branch of Service and Component policies (in 
accordance with Sections J-12 and J-30) 

• minimum three years’ post-licensure experience in a mental health, substance abuse, or EAP setting 
providing direct member care  

• except as state law provides, maintain professional liability insurance coverage of $1,000,000 per 
episode/$1,000,000 aggregate 

• verified clearance of a criminal history background and FBI fingerprint check pursuant to DoD 
Instruction No. 1402.5 

 

All network providers must submit their resumes for review and their licensure history must pass a 
screening. This process ensures all network providers’ counseling competence, as well as compliance 
with all commercial and professional standards of practice set forth by federal, state, and local laws.  
Moreover, our EAP providers must demonstrate training, knowledge, and/or experience with assessment 
and diagnosis, job performance and worksite issues, management consultation, substance abuse 
assessment, and short-term counseling.  
 

VO affirms that no provider will be added to the MOS network until we have verified completion of the 
criminal history background and the FBI fingerprint check. The fingerprint checks will be completed 
within 60 days of initiation, and the FBI report will be stored in the provider file, along with 
certifications and background checks which will be available for Government review at any time during 
performance. All fingerprint checks comply with the minimum standards of DoD Instruction No. 
1402.5. We annually certify that provider licensure, insurance, credentials, background and fingerprint 
checks are current and proper, and verify that there have been no license suspensions or investigations 
(PWS 5.9.5). 
 

Primary Source Verification (PSV) (PWS 5.9.2). Primary source verification is used to validate 
licensure, applicable certifications, education, training, and malpractice history. For identified issues, we 
conduct further research and/or seek additional information from the provider. Our recredentialing 
processes include revalidation of the provider’s license and review of malpractice history. We validate 
provider information monthly, through the National Practitioner Data Bank, Office of Inspector General, 
List of Excluded Individuals/Entities and state licensing boards. 
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MOS program’s providers, focusing on Participant feedback, clinical notes, access standards, and key 
quality measures as outlined in the Quality Assurance Surveillance Plan (QASP).  
 

If we receive a complaint about a provider, the MOS Provider Relations Team is alerted immediately. A 
Provider Relations Specialist will call the provider to discuss, educate and provide appropriate training 
for remediation. All complaints are documented and tracked. A provider with a serious complaint or 
multiple offenses is subject to termination of MOS client referrals and a disciplinary sanction review by 
our National Credentialing Committee, which may include removal from the MOS network.  
 

VO will inform the Government MOS Program Office of any Non-Medical Counseling providers, 
financial counselors, or health and wellness coaches placed on probation and/or remediation, or removed 
from the network. We will include information detailing the reason for removal in our report (PWS 
6.1.8 and 5.9.5). Quality procedures include action plans for placing all MOS Non-Medical counselors 
and financial counselors on probation and/or remediation when necessary. If we identify an 
inappropriate behavior during a quality audit, call monitoring session, or as the result of a complaint, an 
action plan is initiated. We will amend this procedure to include a step to notify the Government MOS 
Program Office of any MOS Non-Medical counselor or financial counselors who have been placed on 
probation and/or remediation, or have been removed from the network, and the reason for removal 
(PWS 5.9.5 and 7.1.2). 
 

Ensuring Timeliness and Efficiency – MOS Provider Portal (PWS 5.8.2 and Section J-29 and 32). 
VO offers a secure online portal that enables MOS providers to manage and document Non-Medical 
Counseling cases, thus saving valuable administrative time. It also enables them to view client referrals, 
electronically submit case activity forms and view their status, access provider summary vouchers for 
invoice and payment information, download and print authorization letters, access an individualized 
message center to submit and receive responses to inquiries, and access and print forms. 
 

To increase provider adoption we provide user-friendly, online processes for provider credentialing and 
demographic updates in order to enhance our efficiency and accuracy. The portal enables providers to 
create appointment reminders for their authorized clients, using e-mail, text message, or automated 
phone call, minimizing appointment no-shows and enhancing Participant engagement.  
 

VO will begin offering electronic authorization as the preferred method of confirming authorizations 
with MOS network providers. Currently, we send a letter to the network provider that includes details 
and a case activity form for every authorization created. An MOS network provider may choose an 
electronic authorization which will be system-generated—a process enhancement that will reduce costs, 
improve communication efficiency, save environmental resources, and ease administrative burdens. 
When we learn the After Action Report (AAR) required data elements, we will implement a user-
friendly process for the provider to submit the data. 
Provider Training and Communication. Our MOS providers are trained on our guiding principle that 
all Participants, regardless of rank or status, are treated with the same level of respect, compassion and 
concern. In addition to the brief overview below of our network provider training, further detail on our 
training approach can be found in our response to Section L, Factor 3 Subfactor I, and PWS 10.2 on 
page 5, Para. 5 of this Volume. 
 

To ensure providers complete mandatory training, we have learned that provider incentives are an 
effective tool. Such incentives have included free annual training courses, free CEU credits (applicable 
to license requirements), and discounted prices for other courses and CEU credits offered through the 
training library. 
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Collaboration with Citizen Soldier Support Program. Based upon feedback from our provider 
community regarding the cumbersome process of getting criminal background checks and 

fingerprinting for a variety of DoD programs, we have partnered with Citizen Soldier Support Program 
(CSSP) to offer a pilot to the Government. CSSP is a third party that can provide data repository and 
data analysis. Our partnership would allow providers to go through the background and fingerprinting 
once, and for that information to be shared with multiple organizations as needed. This partnership 
would reduce Government cost for multiple certifications, as well as providers’ cost for multiple 
verifications. VO is the first EAP vendor to share network provider data with CSSP. With Government 
approval, we will encourage all vendors to do the same to reduce the barriers to provider recruitment and 
retention, as well as Government certification costs across its various DoD programs. 
 

Network Database Audits to Ensure Access. Our long history of providing Non-Medical Counseling 
services has enabled us to create a robust audit process that eliminates duplicate listings and “phantom” 
providers. Results of a 2011 network audit, conducted by Fact Finders, Inc. (an independent survey 
organization), demonstrated our database accuracy to be greater than 96% for provider demographic and 
discipline data.  
 

Recredentialing (PWS 5.9.5). MOS provider recredentialing occurs every three years, and we initiate it 
four months before the due date. We send providers an application, or they may complete the paperless 
recredentialing process online. Once we receive the completed application, the process is the same as 
credentialing, with one exception. After application review and credential verification, our Credentialing 
Specialist gathers performance data to further demonstrate the provider’s continuing eligibility for 
inclusion in the network. The specialist gathers the information from Participant complaints, quality 
improvement activities, and utilization management data. It is part of our Provider Quality Performance 
tool that measures performance and competence.   
 

Recredentialing includes reviewing the provider’s history for malpractice claims, loss of license, felony 
convictions, loss or limitation of privileges, disciplinary action, and illegal drug use. In addition, we 
initiate a criminal history background check and verify that providers have adhered to commercial and 
professional practice standards set forth by federal, state and local laws, as well as relevant 
DoD/Military Branch of Service and Component policies. Fingerprint checks will be performed every 
five years. We then record all review findings in our credentialing module which is available for 
Government review at anytime during performance. Any provider who fails to meet quality standards 
(e.g., multiple complaints or evidence of non-compliance) will be referred to the National Credentialing 
Committee for review, and may face sanctions or termination from the MOS network. VO’s system of 
ongoing monitoring ensures the highest standards of care while continuously strengthening network 
quality. 
 

Finally, we perform a quality audit to ensure that provider data is entered into the credentialing system 
accurately. The National Credentialing Committee then reviews the file and recommends continuation 
or disenrollment from the network based on process findings.   

Provider Communication. MOS network communication and orientation begins when providers 
receive their welcome packets from our MOS Team. We also distribute additional program materials, 
including newsletters and specific presentation handouts. Our comprehensive education and 
communication infrastructure continuously informs providers about MOS services and scope, and offers 
them an opportunity for meaningful feedback.  
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Management goals. We instituted a real time review of assessment screens in our case management 
system. In addition to implementing this internal screening tool, VO’s MOS team also made 
appropriateness of scope a primary focus in our case review of providers’ face-to-face Non-Medical 
Counseling.  
 

Our current review activity is ongoing and applied to 100% of cases. We designed our Case Activity 
Form (CAF) to encompass all elements critical to Non-Medical Counseling quality. Each is 
electronically entered into our system and scanned to identify any elements that might indicate concern 
about scope.  If there are any potential risk factors, the case is flagged and referred to a licensed Clinical 
Quality Auditor, who phones the provider to address areas of concern.  
 

VO recognizes the importance of timely CAF submission for clinical oversight and risk mitigation. To 
ensure the timely submission of CAFs, we will require electronic or fax submission and continue to 
aggressively train providers on the need for timely submission. Timeliness will be closely monitored, 
while also using a Government-approved methodology (to be developed) to conduct regular, 
comprehensive reviews of open and closed cases. 
 

We will provide written definitions, parameters, and instruments used for case record review that meet 
Council on Accreditation Standard PQI 4.03 (J-5ee). Currently, we select a random sample of cases for 
review. To ensure consistency, we use a uniform evaluation tool to assess the presence, quality, and 
continuity of required case documentation.  During a recent quality assurance review of sample cases, 
we recognized a small percentage of providers were failing to document support systems in place for the 
Participant. We reminded all MOS providers of the importance of including this information in their 
notes via e-mail and provider newsletter. 
 

To avoid conflict of interest, VO’s clinical quality auditors (all licensed clinicians with practice 
experience) conduct case reviews. Our case evaluation tool includes information related to: whether the 
case is in scope; face-to-face assessment of mental health issues; substance use history, supports, 
primary and secondary problems; specific intervention plan; complete demographics; identification of 
final outcome; whether consents were obtained for any information release; whether progress notes and 
case closing documentation are present. We will also review quality issues regarding appropriateness 
and effectiveness of services. Consistent with COA standards, our criteria for assessing these quality 
issues may include a description of services needed and actually provided; duration of service delivery; 
changes in status or level of service (i.e., whether client is out of scope for Non-Medical Counseling and 
appropriate referral made), need for continued service, compliance with program-stipulated review 
indicators (such as those enumerated in the Case Activity Form, other guidance documents, or provider 
training), and timeframes. 
 

Case Review Sampling Benchmark Criteria and Methodology (PWS 10.6.7). VO will propose—and 
consult with the Government to establish—a benchmark for sampling case record reviews, compliant 
with COA guidelines. MOS case quality is defined by the thoroughness of the case assessment, and 
quality of Non-Medical Counseling performed by the face-to-face counselor—a metric measured 
through monthly audits. Based on a random case sampling, MOS cases involving face-to-face 
counseling are required to meet a minimum threshold of 95% accuracy to demonstrate successful 
identification and provision of quality services. We follow COA guidelines for percentage of cases to be 
reviewed by ensuring sample size is sufficiently large to provide 90% confidence in the results +/- 5%.   
 
VO has developed a case audit instrument with the following factors of clinical quality:  
• statement of understanding is reviewed 
• scope determined appropriately 

• accuracy of documentation 
• supervisory consultation 
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• DTW and reportable cases managed correctly • safety assessed 
 

Our quality staff audits and reviews results with MOS counselors and identifies training needs. 
Corrective action is taken if a MOS counselor does not meet the threshold. Further data analysis and 
reporting are generated automatically, based on pre-approved templates, as required by both the QASP 
and the Program Director. The process enables easy retrieval and analysis of performance patterns in 
quality, accuracy, operations, and program results.   
 

Our proposed methodology for conducting record reviews of open and closed cases includes methods 
for determining sample size, consideration of confidence levels, network size, number of providers 
delivering services, trends, and patterns. We recognize that this methodology must be approved in 
writing by the COR and Government Program Manager before contract implementation.  
 

Adverse Incident Case Reviews (PWS 10.6.8). Our team will continue our current practice of 
reviewing all adverse incident cases including suicide and homicide (or risk thereof), serious harm, 
injury involving an MOS Participant, or any other event or situation that may reflect negatively on the 
program for both quality assurance and risk management issues. In all instances, we will report these 
cases to the MOS Program Office (COR and the Government Program Manager) within 24 hours. As 
part of our ongoing training and education, we will ensure that MOS staff and providers adhere to all 
Government policies and procedures in an adverse incident, in compliance with Section J-31. 
 

Performance and Quality Improvement Standards (PWS 10.6.9). VO’s team has identified targets 
and goals for our proposed Quality Control Plan (QCP) Performance and Quality Improvement (PQI) 
measures, and we monitor status against each. We use multiple sources to monitor and evaluate 
compliance over the range of services provided with different populations. We employ real-time 
auditing, as well as ongoing reviews of program case data and metrics. We integrate external review 
findings and data sources with internal auditing processes in activities such as primary source 
credentialing of network counselors, training on MOS, evaluating Non-Medical Counselors’ case notes, 
and reviewing any complaints about providers. These activities provide the program an enhanced 
network comprising the most capable Non-Medical Counselors.  
 

EXCEEDING EXPECTATIONS—ENHANCING THE DUTY TO WARN PROCESS. 
Recognizing the need to clarify and improve the complex DTW process to ensure adherence and proper 
reporting, we have built a comprehensive method to ensure the safety of Participants in crisis, and to 
ensure connection to appropriate services and supports for military members and their families facing 
critical issues, such as domestic violence and sexual assault. The development, implementation, and 
evaluation of these processes is a quality initiative that continues on a day-to-day basis, and we highlight 
our initial and more recent initiatives below.  
 

Early Initiatives. When our team assumed administration of the MOS program, DTW/MR training was 
implemented for all staff. We established protocols that required the involvement of licensed clinical 
staff on all of these calls. We learned from experience that the reporting process is complex. Complete 
transparency in our relationship allows us to continue to improve and meet the needs of the different 
Branches and geographic challenges. CONUS and OCONUS military installations do not operate 
uniformly: there is variation from one installation to another. There are also other challenges involved in 
supporting National Guard and Reserve members, who often live in remote areas or are geographically 
separated from their families, and who often are not near an installation where formal support services 
might be easily accessed.   
 

Our team standardized the reporting and referral processes for the National Guard and Reserve 
components, which are different from those for the Active force. In collaboration with the Program 



 

MOS Volume IA: Non-Medical Counseling (Factor 1) 

Solicitation # D12PS50899 25 
SOURCE SELECTION INFORMATION–See FAR 2.101 and 3.104 

 

Office, we refined and standardized the DTW/MR process for Guard and Reserve. All MOS staff 
received refresher training on risk rating, crisis intervention procedures, and DTW/MR documentation 
processes. A significant implementation challenge involved identifying the military points-of-contact.  
To ensure up-to-date, accurate information, we created a reportable contacts list. It includes all CONUS 
and OCONUS military installations, including Victim Advocacy Program (VAP), Family Advocacy 
Program (FAP), Sexual Assault Resource Center (SARC), and Military Police contact numbers, as well 
as Child Protective Services (CPS) contacts for all 50 states, Reserves Family Programs office contacts, 
National Guard State Family Program Directors (SFPDs), Family Assistance Centers, and reporting 
contacts for Recruiting Commands for all service branches. This database is updated on a continuous 
basis, and is essential to DTW/MR activity.   
 

Recent Initiatives. We have established a workgroup to identify potential gaps in our DTW/MR 
policies and procedures, and to monitor DTW activity. The workgroup includes representatives from 
Quality Management, Clinical Quality Auditing, Reporting, Clinical Training, Clinical Supervision, 
Program Management and Resource Specialists. Through this broad participation, the group is able to 
resolve any issues that would affect the quality and handling of these cases. The group has developed 
enhancements regarding service branch reporting processes and resources, as well as awareness of and 
familiarity and compliance with DoD Instructions and Command Policies. 
 

Via DTW/MR program quality improvement activities, we have identified new sources of 
information and support for service members with PTSD and TBI, as well as for victims of 

sexual assault. This information is critical for triage consultation to ensure that these Participants, whose 
needs are beyond the scope of Non-Medical Counseling, are able to connect with appropriate local 
resources. 
 

We have also added language, with Program Office approval, to the Limits of Confidentiality statement 
that is read to all callers requesting a counseling referral. Now language explicitly alerts callers to the 
inclusion of sexual assault in the mandatory reporting requirements. This enhancement stems from 
concern that we preserve the option for restricted reporting for sexual assault victims.    
 

Clarification and updates for Triage staff have also been created for restricted reporting procedures and 
streamlined reporting processes for Navy and Air Force Reserve components, by incorporating these 
service components into the same workflows used for reporting to the National Guard State Family 
Program Directors (NGSFPDs). We continue to work with the Program Office to modify and refine the 
monthly DTW/MR reporting process to provide actionable data to the Government.  
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RESOURCES, PROCESSES, PERSONNEL, MATERIALS, EQUIPMENT, TECHNOLOGY 
(Sec. L, Factor 2 Subfactor I, Para. 1 and PWS 4.1) Call Center Technical Infrastructure (PWS 
4.2.2). Regardless of location, MOS Participants can access the MOS call center via the dedicated, toll-
free 800 number. We agree to absorb all costs related to maintaining this line. 
Telephone System. Our telephone system uses separate 
telecommunications servers, and each component in the 
architecture is duplicated for maximum redundancy, including 
servers, UPS, modems, and switches. Our platform supports 
optimal call handling protocols, improving the average answer 
speed by directing calls to appropriate queues. We can easily 
accommodate large increases in call volume and variation in 
peak call times. 
Dedicated voice circuits deliver incoming calls directly to the 
MOS call centers. These voice circuits use historical call data to 
accommodate the projected number of simultaneous calls, transfers, multi-party conferencing, and 
callbacks. This enables us to exceed the requirement that 90% of incoming calls be answered within 20 
seconds by a live Consultant. All calls are delivered to the call centers over the MOS secure MPLS. The 
Avaya technology platform, coupled with MPLS network architecture, ensures the call center is always 
available and all MOS calls go through successfully. We continuously implement industry-leading call 
center management solutions, as described below. 
Call Management System. Our Call Management System (CMS) enables management staff to 
efficiently monitor Automatic Call Distribution of all calls. We can create or customize reports on the 
status of agents, splits/skills, trunks, vectors, and vector directory numbers. Users can view and store 
historical call system reports, access real-time reports, and view integrated reports at a workstation. In 
addition, the call system provides multiple performance management reports, including daily, weekly, 
and monthly telephone accessibility; Triage Consultant productivity and call responsiveness; real-time 
reporting; and online Triage Consultant monitoring. These reports aid in the management of 
expectations, performance guarantees, Consultant schedule adherence, and daily productivity standards. 
Call Center Reporting – In addition to the call center reports referenced above, we have implemented an 

improved call life-cycle reporting application—TASKE—that tracks every call detail, including 
every inbound, outbound, and internal call in one second increments.  It uses pre-defined filters 
to facilitate complex searches such as number of transfers, on-hold durations, and third party 

conference data. 
Quality Assurance Technology – We use side-by-side coaching and mentoring, as well as silent 
recorded call monitoring, with the Participant’s permission. Our software records all inbound calls to the 
dedicated toll-free number and enables us to hear the entire call experience and identify opportunities for 
improvement. Recordings will be maintained at least two years for quality monitoring and employee 
training and development. As described earlier (Factor 1, Sub-Factor III), we are implementing a post-
call survey on Participants’ telephone experience for information-based calls and inquiries.  
24/7 Toll-Free Services, CONUS and OCONUS. As we have for the past year, our team will continue 
to manage the MOS toll-free number to provide unlimited, global telephonic access 24 hours a day, 
seven days a week (PWS 4.2.16). Callers from the continental U.S. (CONUS) reach the MOS call center 
using a standard dialing format of 1-800-342-9647. Outside the continental U.S. (OCONUS), callers 
connect directly to a Consultant by dialing, +800-342-9647 (“+” indicates the country access code). In 

Exceeding Government 
Requirements 
We have implemented a call life cycle 
reporting application that analyzes individual 
calls with a timeline of events that occurred 
during each. Using predefined filters, we can 
conduct even the most complex search. 
Benefit to the Government  
Ability to have second-by-second analysis of 
any particular call. 
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has a MFLC Program within a driving distance of 40 minutes. Similarly, Triage Consultants will 
provide a warm handoff or referral for face-to-face, telephonic, or online/video non-medical counseling, 
focusing on satisfying the Participant’s personal preferences regarding provider age, gender, culture and 
language. Callers with issues beyond the scope of non-medical counseling will be provided a warm 
hand-off to an appropriate resource such as TRICARE (PWS 5.5, 5.5.1, 5.5.2, J-32, J-38). If the 
situation is reportable, the caller will be linked to military resources such as the Family Advocacy 
Program (FAP), Sexual Assault Resource Center, or Victim Advocacy. When the scope exclusion is 
related to a DSM-IV diagnosis, current use of medication, or substance abuse issues, the caller will be 
linked to formal treatment such as a Military Treatment Facility (MTF), TRICARE, or community 
resources. Triage Consultants also explore any private coverage available to Guard and Reserve callers, 
and provide referrals to community resources. If finding local resources requires research beyond what 
can be completed during the initial phone call, a return call is initiated to the member to execute a warm 
hand-off (PWS 4.2.8, J-12, J-14, J-15). 
Section 508 Compliance. Our MOS EAP Website and call centers are fully compliant with all Section 
508 requirements. Each call center offers a dedicated, toll-free number equipped with TDD/TTYs to 
ensure full accessibility, enabling our Triage Consultants and counselors to communicate with hearing 
or vocally-impaired Participants using TDD/TTYs. Participants have full access to the relay service 
without charge, 24 hours a day, as mandated under the Americans with Disabilities Act (PWS 4.2.13). 
STAFF EDUCATION, EXPERIENCE, SKILLS AND KNOWLEDGE (Sec. L, Factor 2 Subfactor 
I, Para. 2 and PWS 4.2.1). We are dedicated to hiring the most qualified candidates who reflect the 

ethnic and cultural diversity of the MOS members we serve, as reflected in achieving 58% of 
staff who are retired military or family members—a number that is constantly growing. Our 

Human Resources professionals use ADP’s Pre-Employment Services and Primary Source Verification 
to perform standard background/criminal checks, confirm citizenship, and verify educational levels and 
licensure credentials. All MOS Triage Consultants and Clinical Supervisors have at least a Master’s 
degree in social work or other human services field from an accredited graduate program; a minimum of 
three years of recent, relevant practical/clinical experience in social work or other field related to human 
services; specialized training in EAP and Work/Life issues; and formal orientation to military life and 
culture. For call center Clinical Supervisor positions, we recruit individuals holding current, unrestricted 
counseling licenses/certification from any of the 50 states, the District of Columbia, a U.S. Territory, or 
a U.S. Commonwealth, with three years of recent, relevant practical/clinical supervisory experience . 
VO will exceed the contract requirements by providing all supervisors access to in-house advisement by 
a Certified Employee Assistance Professional (CEAP). Monthly, we also provide supervisory staff 
access to two professional development hours through Webinar training. Through the advisement and 
professional development hours, we assist supervisory staff to obtain their CEAP credential. 
CALL CENTER PROCESSES & PROCEDURES (Sec. L, Factor 2 Subfactor I, Para. 3). 
Our dedicated MOS telephony platform handles all call routing, management, and reporting 
requirements. It provides seamless routing to MOS call centers, as dictated by business rules, call spike 
situations, or if technical issues occur. Figure 1 on the next page illustrates the call delivery mechanism. 
TECHNICAL INFRASTRUCTURE AND RETURN TO OPERATIONS CAPABILITIES 
(Sec. L, Factor 2 Subfactor I, Para. 4, PWS 4.2.17, J-10). The redundancy of our technology and 
systems means no disruption of services for MOS Participants, even during power outages, weather 
disasters, or catastrophic events. Our Return to Operations (RTO) plan covers all phases of a disaster 
recovery process, including plan activation, response, recovery, and site restoration, as well as 
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administrative procedures for monitoring, reporting, and recordkeeping. In accordance with PWS 
4.2.17, we are prepared to have the MOS phone number serve as the primary DoD information source. 

Our disaster recovery planning and execution was witnessed by Military Community and Family 
Policy (MC&FP) staff this year. Severe weather conditions and power losses forced the 

unplanned closing of our Arlington, VA call center. With our call center redundancy and the execution 
of our Disaster Recovery Plan, calls to Arlington were routed seamlessly to other call centers, and 
callers received uninterrupted services. Our proven disaster recovery plan provides an RTO of five 
seconds or less for any catastrophic 
disaster or service interruption. 
Business Continuity. Our MOS call 
centers are pre-configured to 
automatically re-route calls if there is a 
partial voice trunk outage, if the system 
rings busy, or if there is a ‘ring no 
answer’ situation. If service is disrupted 
by power outage, building evacuation, or 
other situations, all incoming calls for 
the primary call center are re-routed to 
active agents in the backup call centers. 
Call Center Redundancy. Our central 
telephony platform is in Reston, VA. We 
have deployed a mirror image of our 
telephony system, including peripheral 
services, in a hosted data center in 
Richardson, TX. The redundant site in 
Texas operates as a hot failover location, 
with all system configurations automatically synchronized to Reston. If Reston is suddenly and 
unexpectedly out of service, all inbound calls will be automatically routed through Texas, where our 
telephony system automatically assumes call management functions. (See Factor 2: Sub-Factor III for 
more detail on our Return to Operation/Disaster Continuity of Services). 
Bi-Coastal Location. Under a new contract, Participants will be served by call centers staffed on the 

East and West coasts. Integrating  these sites ensures a seamless, consistent Participant 
experience, and supports a fully redundant operation and ability to RTO in five seconds (PWS 

4.2.2). Managing MOS call volume during the past year has taught us that disaster-related risks will be 
mitigated by establishing an alternate call center in the western United States. We are conducting a 
thorough review of potential locations to ensure the following: 
• a stable workforce that understands military culture and is experienced in its programs 
• geographic separation from existing sites to mitigate risk of regional weather patterns, pandemics, 

power grid failure, terrorism, or natural disasters 
• better accommodation of the growing number of calls at night and in the Pacific time zone 
WARM HAND-OFFS (Factor 2 Subfactor I, Sec. L Para. 5, PWS 4.2.4, J-28, J-29). Our standard 
practice links callers via warm hand-off to another resource without repeating their requests. A “No-
Hold Conferencing” feature ensures that callers are promptly connected to resources. The feature 
enables a Consultant to continue talking while silently bringing a third party into the call. Once the third 

Figure 1. ValueOptions’ MOS Call Center Call Flow Infrastructure 
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party joins the call, the Consultant has the choice to remain in the conference or leave the conference. 
Prior to making a referral, we obtain the caller’s permission to introduce the caller, supply demographic 
information, and a brief synopsis of the reason for the call. With specialty consultations for Wounded 
Warriors and Special Needs cases, we offer to schedule an appointment for a consultation or to warm 
transfer the caller to the appropriate specialist within the MOS team. Demographic information and 
reason for the call are communicated to the consulting specialist either verbally or electronically. 
Warm hand-off referrals to FAP, SARC, and Victim Advocacy 
generally include minimal information in order to preserve the 
caller’s restricted reporting options. In these cases, minimal 
information is obtained from the caller and the warm hand-off 
communication will include only the necessary information to 
introduce the caller and execute the warm hand-off (PWS 4.2.8 and 
J-14 and 15). 
We will collaborate with the program staff and Spouse Education 
and Career Opportunities (SECO) vendors to establish a successful 
workflow for SECO, MyCAA, or Military Spouse Employment 
Partnership (MSEP) calls. MyCAA and MSEP calls received during 
SECO regular operating hours are warm transferred to a SECO 
Consultant, and callers advised to visit the MSEP Website. MyCAA school officials, MSEP partners, or 
corporations who call MOS Triage Consultants will be warm-transferred to SECO School Liaisons or to 
SECO MSEP staff, and those inquiries will be pended to the MyCAA service queue. Calls will be 
entered into the Government-provided CMS for SECO staff access as the call is transferred. For calls 
outside of SECO business hours, MOS Triage Consultants will take a message and log the message in 
the CMS message queue to be returned by the SECO staff within three business days (PWS 4.2.5, 4.2.6, 
4.2.7). 
CONFIDENTIALITY, INTEGRITY, AND AVAILABILITY OF DATA (Sec. L, Factor 2 
Subfactor I, Para. 6 and PWS 4.2.3, 4.2.17). We maintain data confidentiality, integrity and 
availability in accordance with all applicable laws, regulations, and best practice guidelines. (See Factor 
2: Sub-Factor III for details regarding IT Security controls and technical solutions). Our Triage 
Consultants provide all callers a confidentiality statement, with the caveats for mandated reporting per 
PWS 4.2.3. 
Our technology approach ensures that program information is available and maintained in a strict, 
controlled environment to protect confidentiality. VO staff have coordinated all MOS information 
assurance and security technical implementation guidelines with the Government-appointed Information 
Assurance Manager Representative from the MC&FP, Office of Communication and Outreach. 
Incident Response Procedures. We have trained personnel, policies, procedures, and support in place 
to respond to any IT incidents. (See Factor 2: Sub-Factor III for a complete description of our incident 
response procedures) 
Annual Third Party Audits. Independent, third party audits are conducted by KPMG and 
PricewaterhouseCoopers annually. We also contract with Verizon Cyber Trust Services to perform 
independent monthly data and voice network penetration testing (e.g., hacking, war dialing) of the MOS 
network enclave (PWS 4.2.14). 

MOS Participant Testimonial 
“I liked the fact that MOS looked up 
what counselors were in my area and 
asked me if I preferred a male or 
female and then called them while I 
was still on the phone to set up an 
appointment. Before ending the call 
with the counselor MOS asked me if I 
had any questions or concerns that I 
would like to ask directly to the 
counselor. MOS was very professional 
and attention to detail throughout our 
conversation. Thank you very much.” 
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MOS IA Support. We follow DoD Directives 8500.1, plus DoD Instructions 8500.2 and 8570.01, 
meeting or exceeding all Government security requirements. We perform timely system deployments 
compliant with DoD Information Assurance Vulnerability Alerts. Using our Configuration Management 
process, we immediately respond to DoD alerts and implement patches, updates, or other appropriate 
action. We also promptly respond to threats and work with DoD stakeholders, partners, and industry 
experts to provide an infrastructure with administrative, procedural, and technical controls that mitigate 
security risks (PWS 10.8.2 and PWS 4.2.14 – 15). 
24/7 Availability. In the event of a natural or man-made disaster we are prepared to function as the 
primary DoD-wide source. We will maximize staff availability in all locations—bringing all hands on 
deck—by taking the following measures: in addition to all triage consultants, managers and supervisors 
will also respond to inbound calls; all training and other non-essential activities will be cancelled; and 
additional staff will be brought in and overtime will be paid as necessary (PWS 4.2.17). 
POPULATING THE GOVERNMENT PROVIDED CMS (Sec. L, Factor 2 Subfactor I, Para. 7). 
We have studied J-43 as well as the requirements in PWS 10.7 and 10.8, and we are prepared to report 
data outside of the CMS system, and our staff will use the Government’s HTTPs protocol when 
accessing the Government’s CMS. We will work with the Government to obtain and install the required 
DoD External Certification Authority (ECA) certificates for all authorized MOS staff who will require 
access to the Government’s CMS (PWS 10.8, 10.8.1, 10.8.3, 10.8.4, J-20). All MOS Triage Consultants 
will use the Government CMS to populate an existing case or create a 
new case record in “real-time” during the call (PWS 10.7). 
WORKING WITH MC&FP AND OTHER ADVOCACY AND 
SUPPORT PROGRAMS (Sec. L, Factor 2 Subfactor I, Para. 8 and 
PWS 4.2.10, 4.2.10.1, 4.2.10.2). Our MOS staff has developed 
effective working relationships with the MC&FP staff and contractors 
working on the programs. For example, specialty consultations for 
Wounded Warriors include identifying issues and coordinating with 
Service POCs, DoD, Veterans Affairs, Department of Labor and other 
federal agencies. Our MOS Team transitioned what was formerly the 
Wounded Warrior Resource Center from the previous vendor with no 
disruption in service or resources. Wounded Warrior Resource 
Specialty Consultants are available Monday – Friday, 8 a.m. to 7:30 
p.m. ET; however, callers can contact MOS 24 hours a day, 365 days a 
year. When Wounded Warrior-related calls are received outside normal 
business hours, MOS Consultants can transfer the caller to the WWR 
Specialty Consultant on call, or document a message for follow up the 
next business day. 
The Consultant documents all communication in the Wounded Warrior 
Tracking System and in VO’s CMS. The non-clinical needs assessment identifies difficulties obtaining 
military and VA benefits, health care, or problems with military and VA facilities. The Consultant sends 
a referral to the appropriate service and/or designated VA point of contact (POC) within one hour of the 
initial call to develop a plan of action addressing the issue within 96 hours. The Consultant notifies the 
Wounded Warrior Resources Manager of any issues obtaining the plan of action in that designated time 
frame. Once the action plan is received, the Consultant follows up at regular intervals until the issue is 
resolved. 

MOS Participant 
Testimonial 
“You sent the Hurricane 
Preparedness Handbook Tuesday 
morning. I sent it to my contact list 
as soon as I received it. You would 
not believe the wonderful responses 
I have gotten back. It has gone to 
the field through the FRSA and FAC 
and through the Family Services 
Directorate (the new name for our 
Family Programs unit) as well the 
Army and Marine Reserve. Today I 
received a global email on my 
Guard computer and it has gone to 
all of the GA Guard who have 
army.mil addresses as well the air 
guard! I am still getting great 
responses back on what a valuable 
tool it is. Way to go MOS!” 
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The Wounded Warrior Resources Manager is responsible for coordination with the designated 
MC&FP POC, communication with the Director of Specialty Consultations, and the MOS 

Program Director, as well as supervision of staff activities. She participates in regular meetings with the 
MC&FP POC to discuss concerns and new procedures, and is responsible for working with POCs in the 
military services to facilitate issue resolution. She develops procedures to implement MC&FP and VO 
directives, provides reporting to MC&FP, and notifies MC&FP of any issues with obtaining action plans 
or potential Congressional Inquiries (See Factor 3: Sub-Factor I for a description of our collaboration 
with the MC&FP office contractors and other Government agencies). 
Subfactor II:  EAP Web Presence 
VO operates in service of its client brands like the MOS program. We have “white labeled” our award-
winning “Achieve Solutions” information Website, linked it seamlessly with the Government’s 
www.militaryonesource.mil public site, and extensively customized the resources available within the 
site to meet the unique needs of military personnel and their families. 
In addition, we have exceeded the Government’s requirements by not only having a Spanish language 
version of the Website, but also having the navigation of the entire site available in Spanish, further 
aiding Participant engagement/reach and the usefulness of the information. From October 20011 through 
September 2012, there were almost 3,500 unique users on the site. As program administrator during the 
past year, we have proven the security and stability of our site platform, and we have enhanced the MOS 
program by distributing electronic information “packets” and other alerts to MOS Participants. In 
addition, we developed and implemented a rules-based email routing solution that directs incoming 
emails from 15 different addresses to the militaryonesource.mil site. Through our Website, Participants 
can privately explore areas of concern that may compromise their quality of life and mission readiness. 
WEB PRESENCE FOR EAP SERVICES (Sec. L, Factor 2 Subfactor II, Para. 1 and PWS 4.3, 
4.4). Under the current MOS contract, VO provided a transparent link between the 
militaryonesource.mil public and our EAP service Websites 
(PWS 4.4.2). For members accessing the 
militaryonesource.mil public Website on their mobile 
phones and tablets, VO is in the process of updating our 
EAP Website to accommodate a seamless transition for the 
member. Embedded search engines, deep links, and single 
sign-on technology enable users to quickly find and access 
content. Since the MOS EAP Website uses the same color 
palette, menu structure, and accessibility features as 
militaryonesource.mil, integration of the two sites is truly 
seamless to MOS families and providers (PWS 4.4.3). This mitigates the risk to the Government of a 
site that is not used, not valued, or not contributing to Participants’ mission readiness and good health. A 
customized version of Achieve Solutions, VO’s award-winning health and wellness platform, is the 
heart of the current MOS EAP Website. While the Website meets specific requirements for 
militaryonesource.mil, we retained the core elements that have consistently received industry 
recognition and awards over the past 10 years. As a result, the MOS Website provides comprehensive 
information and practical recommendations for health, relationships, work/life balance, life events, and 
daily living skills. The site features a broad range of content topics and formats, such as interactive 
quizzes, trainings, articles, news items, videos, access to the Mayo Clinic library, Web links and other 
tools. Our MOS Website editor collaborates with program leadership and Government personnel to 

Exceeding Government Requirements 
Some MOS users, particularly those experiencing 
emotional distress, are unable or unwilling to use 
the website. Warriors Prevail provides a more 
structured option: an intuitive step-by-step 
program tailored to individual needs. 
Benefit to the Government 
More Service Members accessing non-medical 
counseling services. 
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identify and address content gaps or emerging needs. Participants may also request an online chat with 
an EAP counselor or health coach. 
Section 508 Compliance. Our MOS Webmaster and content management team use the automated 
Ramp Ascend to ensure that Website color schemes, menu navigation system, video, audio content files, 
and HTML coding fully comply with – and exceed – Section 508 of the Workforce Investment Act 
(PWS 4.4.1). We also leverage the Worldwide Web Consortium’s (W3C) industry best practice 
standards for Website accessibility to ensure easy accessed by persons with disabilities. 
Call Center Section 508 Compliance. Our Call Centers have TDD/TYY, enabling our MOS Triage 
Consultants and counselors to communicate with members wherever they are, stateside or around the 
world, who have TTY/TDD in their homes or workplaces. 
We also provide a TDD relay service, enabling those who are deaf, hard of hearing, or speech impaired 
to communicate with a hearing person using a standard telephone. Communications Assistants facilitate 
conversations by speaking or typing information, thereby enabling TTY and non-TTY users to converse. 
The caller connects a TDD to a standard phone line and then dials the relay service. A Communications 
Assistant reads the caller’s typed text aloud to our MOS team member and then types the reply to the 
TDD user. Participants can use the relay service at no charge, 24 hours a day. The Federal Relay Service 
Agency also provides access to Telecommunications Relay Service throughout the country (PWS 4.4.1). 

Innovation to Promote Early Engagement. Warriors Prevail is a systematic online program 
featuring next generation digital health tools seamlessly integrated with peer-based support for 

the human touch. At the highest level, the programs are about user acquisition, engagement and routing. 
The model depends on intelligent assessment and a rules-based engine for making timely 
recommendations and providing content customized at the individual level. Key elements of 
engagement strategy include a gaming-based system, instant messaging with peers, and avatars as 
“virtual assistants.” 
SINGLE ENTRY POINT INTO MOS SERVICES (Sec. L, Factor 2 Subfactor II, Para. 2). VO 
provides eligible users a single point of entry into the protected MOS services Website via secure login. 
After registering a user ID and password, Participants may enter the secure, password-protected area of 
the Website (PWS 4.4.4). We have also studied the Government-proposed SOAP Web service API 
referenced in Section J-23 to determine its impact on user registration and login processes. We agree to 
furnish the Government with appropriate technical assistance to provide access authentication using the 
SOAP web service API, as referenced in Section J-23 (PWS 4.4.5). 
VO serves MOS CONUS and OCONUS Participants 24/7, providing all resources, processes, and 
personnel necessary to ensure outstanding service delivery. With the exception of monthly 
maintenance, our technical infrastructure has achieved 99.4% year-to-date uptime. 
MOS Web Traffic Redirection. Our “No Wrong Door,” service-first approach is supported by our Call 
Center operations and Website technical design, our infrastructure’s scalability, reliability, and 
adaptability, and our support staff’s commitment and rigorous training (Figure 2). Together, they 
comprise a dynamic, effective service delivery system enjoyed by MOS members and their families 
(PWS 4.4.6). VO designed and deployed the MOS EAP Services Website to use the 
www.militaryonesourceeap.org Uniform Resource Locator (URL) at the Government’s request. It 
houses VO’s proprietary EAP content, tools, and services, which all MOS users can access through the 
existing www.militaryonesource.com URL as they always have (PWS 4.4.7). 
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Certified Information System Security Professional (CISSP), Security+, NSA-IAM, CNSSI 4011 and 
CNSSI 4012 (PWS 10.9.6). 
DIACAP Compliance. We support all aspects of the MOS 
Certification and Accreditation process by implementing 
security practices in compliance with the DIACAP, 
providing all necessary security artifacts (SIP, DIP, 
POA&M, Artifacts), validations and applicable updates that the Government mandates for MOS. We are 
well-equipped to develop DIACAP-compliant Certification and Accreditation packages on all 
contractor/subcontract systems that store MOS participant PII, at the MAC III and confidentiality level 
of Sensitive, as outlined in the DoD Instruction 8500.2 “Information Assurance Implementation.” We 
will use and update these plans to support the new MOS contract to ensure we obtain the Interim 
Authority to Operate (IATO) and final Authority to Operate (ATO) for the new contract, in the same 
manner we demonstrated for the current MOS EAP Website and VOs’ CMS. As recommended by the 
MOS IAM, we continue to use the I-Assure tool to document and track our activities involved in 
creating the C&A package documents and artifacts (PWS 10.9.2). 
Interim Authority to Operate. VO has demonstrated our ability to comply with all Government 

requirements and achieve an Interim Authority to Operate (IATO) within 120 days of contract 
award. We will apply that same level of dedication to creating C&A packages for all systems and 

applications requiring DIACAP certification that we use to support the MOS Program (PWS 10.9.8). 
VO will provide consultative support and oversight of our subcontractors to ensure full compliance with 
all DIACAP-related requirements: 
• DIACAP Compliance Support – A survey to ascertain level of knowledge and current capability of 

the subcontractor to demonstrate the ability to comply 
• DIACAP Readiness Assessment – Comprehensive support such as hands-on applications/systems 

testing, and development of draft DIACAP C&A documents formatted according to DoD standards. 
By assisting our subcontractors, the Government will benefit from a coordinated effort that ensures that 
all contract requirements are fully understood by all members of the VO team. 
DoD 8500 Series. All MOS systems operate according to DoD Directives 8500.1, DoD Instructions 
8500.2, 8570.01, and applicable DISA Secure Technical Implementation Guidance (STIGs). All of our 
personnel working on MOS meet or exceed all Government security requirements. Our highly qualified 
staff performs timely system deployment compliance with DoD Information Assurance Vulnerability 
Alerts (IAVA). We immediately respond to all DoD Alerts and IA threats against MOS (PWS 10.9.5). 
DISA Secure Technical Implementation Guidance (STIG). We have successfully coordinated MOS 
IA and STIG compliance activities with representatives from the MC&FP Office of Communication and 
Outreach. We have implemented all STIG requirements, IA controls, and Designated Accrediting 
Authority (DAA) guidance, and verified them in the monthly POA&M tracking report we submit to the 
Government IAM and DAA. Our team subscribes to the Information Assurance Vulnerability Alert 
(IAVA) system for alerts and announcements about computer application software and operating system 
vulnerabilities identified by DoD-CERT. We coordinate scheduling and remediation of IAVA-related 
activity with the Government’s IAM and document corrective action outcomes monthly in the IA report 
submitted to the MOS Program Office, MOS CO and COR (PWS 10.9.7). 
Vulnerability Management. We have established a comprehensive information security program that 
incorporates risk and vulnerability testing, reporting, and remediation. We also maintain an internal IT 
security auditing program that scans MOS servers and applications for vulnerability, audits security user 

Exceeding Government Requirements 
We achieved IATO within 80 days, and submitted 
our DIACAP-compliant C&A package for the full 
ATO 165 days later. 
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access levels, audits automated user and staff reconciliation, and deploys file traces, sniffers, and visual 
probes to detect unauthorized activity throughout the technical infrastructure, data centers, and call 
center facilities. We will continue all internal and external vulnerability detection, remediation, and 
management processes to ensure the availability, reliability, and usability of the MOS technical support 
infrastructure under the new contract (PWS 10.9.3). 
Incident Response. To support incident response and as part of our ongoing approach, VO’s team has: 
• implemented security policies to ensure that incident response is properly addressed 
• assembled and deployed an MOS Computer Incident Response Team (CIRT) 
• implemented a CIRT plan of action for security incident identification, investigation, response, 

resolution, and reporting 
• implemented a system-generated audit trail of security-related events and manual audit logs for the 

MOS computing environment and enclave 
• incorporated back-up audit data, secure backups, and ensured appropriate markings and encryption 
• assigned technically-competent individuals to review audit data for potential security violations 
The flow chart below (Figure 3) shows the CIRT process and reporting flow in our IA procedure. 
We have implemented 
effective response 
procedures for incidents 
detected through audit 
data reviews, including 
terminal break-ins, 
viruses, Trojan, or other 
attacks such as flooding 
and protocol spoofing. 
All program systems are 
current with security 
patches and updates (according to the established IA Vulnerability Assessment Program that applies to 
the MOS connection security device) and maintain a secure configuration management environment 
(PWS 10.9.4). Virus detection and eradication software has also been installed on all computer systems 
to actively scan storage devices and system memory for viruses, worms, Trojan, and malicious code that 
presents risk to the system and data integrity (PWS 11.0.13). 
Risk Assessments. As the current program administrator, we developed and implemented a notification 
process in advance of any system changes or modifications. The notification and assessment of risk 
identifies, outlines, and explains system or software changes we propose for the MOS support 
infrastructure. Written notification includes a description of proposed changes, the date of proposed 
action or deployment, an identification of impacted systems or processes, a description of contingency 
measures to ensure continuity during the change period, a notification process for impacted users, a time 
estimate for return to normal operations, and a request for approval. We developed this process in 
collaboration with MC&FP IA and Program Management personnel, and are prepared to modify it to 
meet the new contract’s requirements or process improvement needs (PWS 10.9.1). 
RETURN TO OPERATION (RTO) / DISASTER CONTINUITY OF SERVICES (Sec. L, Factor 
2 Subfactor III, Para. 2). VO’s Disaster Recovery Plan ensures 24/7 accessibility and operation of all 
MOS services. During severe weather conditions in May 2012, we successfully switched the entire MOS 

Figure 3: MOS CIRT Process Flow 
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data center operation, including our CMS, Website, call center operation, and all inbound telephonic 
traffic to the fail-over location within the current contract’s specified four-hour RTO (PWS 11.0). 
Disaster Continuity of Services Plan. The MOS disaster recovery test plan includes a recovery 
procedure for each core business application. It is built, tested, and maintained through a licensed copy 
of SunGard’s Living Disaster Recovery Planning System (LDRPS 10).Test scenarios include hardware 
failure (servers, storage, processors), telecommunication failure (circuit loss, network switch overload, 
router failure), power failure (server power supplies, utility grid failure, UPS test, stand-by generator 
cut-over), data restoration (CONNECTS application suite, Website content recovery) and Hot Site 
failover. Our disaster recovery plans are executed and tested twice each year, and tabletop simulation 
tests are performed quarterly (PWS 11.0.7). Virus detection and eradication software has also been 
installed on all computer systems to actively scan storage devices and system memory for computer 
viruses, worms, Trojan, and malicious code that presents risk to the system and data integrity (PWS 
11.0.13). 
We continuously update and test our recovery plans to accommodate ongoing changes and 
improvements to our technology infrastructure. Core elements of our business continuity and disaster 
recovery plans are “High availability of onsite disaster recovery services and automated disaster 
recovery tools; Comprehensive daily, weekly, monthly, and annual backup and recovery services; 
National data center hosting safeguards; Telecommunication systems business continuity services and, 
Systems availability, service levels, and performance statistics.” 
Redundancy. VO’s team has incorporated redundancy into every layer of the infrastructure for MOS 
service delivery, including Web server processors, servers 
and server clusters, network switches, routers and UPS, plus 
redundant, high bandwidth Internet circuits in the data 
centers, load balancing to route Website traffic to different 
servers to spread the application processing, and full 
Website failover to a redundant Hot Site in the event of 
emergency (PWS 11.0.8, 11.0.1). 
Preventing Loss of Call Center Services (PWS 11.0.6). 
We use Sungard’s DRPS to develop, document, test, and 
implement specific protocols used for call center system 
recovery. Our MOS team builds plans for technology and 
critical application recovery, process or departmental 
recovery, and call center site event management. LDRPS also enables us to customize MOS-specific 
plan features (such as contract terms and process screens) that meet DoD RTO requirements and 
operational business needs. 
Return to Operation of Website (PWS 11.0.1). We test the Website plan four times a year, simulating 
a full site restoration from our backup, and testing automatic fail-over to the Hot Site operation. The 
following performance parameters are used for configuration of the host site design: 
• Incorporated the Website disaster recovery procedure as part of our overall disaster recovery plan. 

Our hosting facility technical staff performs daily backups of all production systems, including the 
MOS EAP Website and associated applications. 

• Established a secondary data center in Richardson, TX with the technical expertise and infrastructure 
to support the continuity of operations from a geographically remote location. 

Exceeding Government 
Requirements 
We developed a RTO and recovery capability 
90% faster than the 24-hour RTO specified in 
the MOS RFP. 
Benefit to the Government  
Our ability to exceed RTO requirements 
ensures continuous support and improvements 
that guarantee participant access under any 
conditions; members and their families will be 
able to access services when they need them. 
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All transactions of the MOS EAP Website are replicated in real time to a fully redundant IBM iSeries 
application server that uses third-party data replication software. This enables our team to cut over to our 
Hot Site backup infrastructure immediately (Figure 4).  

Return to Operation 
of Government-
Hosted CMS (PWS 
11.0.2). During events 
that render the 
Government-hosted 
CMS platform 
inaccessible, our call 
center personnel will 
follow VO’s protocol 
for documenting all 
member interactions 
and case management 
activity in our 
secondary tracking 
system. It was 
designed in 
collaboration with Government MOS Program staff, and is used whenever we perform maintenance on 
our current CMS. We fully tested, documented, and demonstrated the effectiveness of this process and 
the secondary tracking system during routine MOS system maintenance in December 2011, and during 
software patch installation activity supporting DIACAP compliance from January – May 2012. We will 
augment the process and secondary tracking system to collect all required information for entry into the 
Government-hosted CMS after RTO. All newly collected CMS 
data (if any) will be synchronized with the Government-hosted 
CMS database. 
Participants will not experience any disruption during any 
catastrophic disaster or service interruption. In an emergency, 
we will immediately activate our contingency operation plan, 
allowing us to be operational within the five-second RTO 
window. We will remain in recovery mode until the emergency 
situation is resolved and normal conditions are restored. To the extent we can anticipate emergency 
situations, such as impending bad weather, we will shift to emergency operations mode by routing all 
inbound calls to our redundant facility in Richardson, TX, where our redundant, mirror image telephony 
architecture automatically assumes call management functions (PWSs 11.0.3 and 11.0.4). 
No Down Time or Loss of Data (PWS 11.0.9). The telecommunication system for each MOS call 
center is pre-configured to automatically reroute calls if there are partial voice trunk outages. The 
process is completely transparent to the MOS Participant and there is no down time. In case of disaster 
in one call center, another call center can continue in stand-alone mode without service disruption. In 
addition, our redundant facility, with mirror image telephony, is maintained in hot-standby mode and 
continuously auto-synchronizes to the telecommunications system, enabling us to meet our RTO five-
second requirement. We execute and test our recovery plans twice yearly and our tabletop simulations 
quarterly. The most recent, full test was successfully performed in May 2012 (PWS 11.0.5). 

Mitigating Risk to the 
Government 
Our infrastructure design and business 
continuity approach has enabled VOs’ MOS 
Call Center telephony platform to maintain a 
99.8% uptime rate throughout the current 
contract, reducing the risk of Participants 
being unable to access needed services. 

(b) (4)
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DATA USE, DISCLOSURE, AND HANDLING OF SENSITIVE INFORMATION (Sec. L, Factor 
2 Subfactor III, Para. 3). VO’s program team has implemented protocols, procedures, and technical 
solutions to enforce MOS compliance requirements regarding data collection, storage, and use (PWS 
11.0.12). Our IT Security controls protect IAW data confidentiality, integrity, and availability, and our 
certified Information Assurance (IA) professionals monitor and enforce full compliance with all 
applicable federal laws, regulations, and policies. We proactively execute quarterly risk assessments 
(four times the present Government contract requirement) to coincide with the MOS system 
maintenance schedule (PWS 11.0.10). All staff undergo extensive training on our obligation to protect 
all sensitive, confidential information. Under the new contract, we will extend this training to all of our 
contractors and subcontractors. Our training curriculum includes HIPAA Privacy and Security, Fraud 
and Abuse, Code of Conduct, and Ethics (PWS 11.2). All MOS staff and contractors are U.S. citizens 
whose eligibility is verified (PWS 11.0.14). 
Our MOS Team has implemented a DoDD 8570.01M-compliant training and certification program for 
all personnel with responsibilities for Information Assurance on the MOS Program (PWS 10.9.6). 
Through our training program, our MOS IT staff receives certification that meets requirements outlined 
under the Technical III (T3) and all Management categories (M1, M2, and M3). Technical personnel 
meet certification requirements outlined under the Technical I (T1) and Technical II (T2) categories. 
Our MOS IA personnel are required to pass applicable certification examinations demonstrating their 
knowledge and ability to perform IA functions associated with their positions (PWS 11.1.1). We have 
provided security awareness and PII data protection training to more than 600 employees, contractors, 
and vendors supporting the current program (PWS 11.1, 11.1.2, also see PWS 11.2.3 in Factor 3 
Subfactor 2). 
All data received, processed, evaluated, loaded, and/or created via this contract is the sole property of 
the Government. The Government reserves all rights, including copyrights, distribution rights, and other 
rights for all documents, data, or software developed in the performance of this contract (PWS 11.2.6). 
VO’s MOS staff will not use information provided by the Government for any purpose other than 
managing the program. As indicated above, we go to great lengths to educate our staff about proprietary 
and confidential information. Government information and resources made available to VO for program 
management purposes will never be used in any other way without the written agreement of the 
Contracting Officer (PWS 11.2.1, 11.2.2). Our employees agree in writing that confidential records and 
data may be disclosed only if and when it is clinically/legally appropriate (PWS 11.2.3 - 4). MOS team 
members will not, under any circumstance, divulge or release data or information developed or obtained 
in performance of this effort, until made public by the Government, except as authorized by Government 
personnel or upon written approval from the CO. We will not use, disclose, or reproduce proprietary 
data that bears a restrictive legend, other than as required in the performance of this effort and as 
directed by the Contracting Officer Representative (PWS 11.2.5). 
VO maintains external IT security audits and validation service contracts with KPMG & PWC for 
performance of independent Statement of Auditing Standards (SAS 70) Type II audits annually and will 
provide the assessment to the COR. We have also engaged Verizon Cyber Trust Services to perform 
independent data and voice network penetration testing (hacking, war dialing) of the MOS Network 
Enclave (PWS 11.0.11). 
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We encourage the valuable interaction, questions, and suggestions between and among Program Staff, 
the COR and VO MOS staff. In addition to regular e-mail and telephone contact with Government staff, 
we proactively communicate potential issues and work together with the DoD to develop alternate 
approaches and solutions. 
One Team. One Mission. In the past year, we have modified our organizational structure to provide 
DoD with the best qualified and experienced personnel. Our extensive military knowledge and 
experience enables our leadership to guide MOS staff as well as to further improve our processes. 
Recent contract awards such as the Coast Guard EAP and our Wounded Warrior pilot program provide 
additional learning opportunities that will enhance our management of the MOS program. 
Leadership and staff meet regularly to review contract performance and discuss the program as it affects 
functional areas of responsibility. For example, a briefing by the Director of Non-Medical Counseling 
may affect staff training, clinical quality auditing, reporting, and Government communication. 
Communication and training are essential to our approach for maintaining a customer-service of respect 
and concern for every Service and family member, regardless of grade, rank, race, color, national origin, 
sex, religion, age, or disability in accordance with guidance issued by DOJ, DHHS, DOL, and the Small 
Business Administration. Our approach includes: 1) regular town hall meetings with all MOS personnel 
to share program updates, 2) incorporating and incentivizing staff suggestions, 3) rigorous training, and 
emphasis on hiring of veterans and family members (PWS 10.1.11). 
LABOR CATEGORIES (Sec. L, Factor 2 Subfactor I, Para. 3 and 4). All program management 
labor categories align with our professional compensation plan. We have 57 labor categories, 10 of 
which are considered key personnel and another 10 of which are considered program management 
categories. For these combined 20 labor categories we provide job descriptions as part of Attachment 
3. Professional Compensation Plan. Our current and proposed staffing model for the MOS contract 
comprises a 1:11 manager-to-employee ratio. We have also completed the fill-in clause in Section 
H.10(f) and provide a copy as Attachment 4. 
SUBCONTRACTOR MANAGEMENT (Sec. L, Factor 3, Subfactor I, Para. 2). As the incumbent, 
our subcontractor management processes are based on lessons learned from the current contract as well 
as other prime contract efforts of similar size, scope and complexity. Performance risk is greatly reduced 
through our long-term business relationships with our subcontractors on MOS and other EAPs. 
Structural and procedural subcontractor controls (e.g., teaming, weekly meetings, common training 
methodologies/requirements, performance metrics/audits, meeting/reporting protocols) mitigate 
subcontractor risk and are clearly defined in our new MOS Subcontract Management Plan (SCMP). 
Processes, Policies and Procedures. The program management team oversees all elements of contract 

performance, the DoD and COR communication interface, cost containment, subcontractor 
management and quality management. Our business practices have been refined based on lessons 

learned during the past year, including updated policies and procedures, management processes, and 
clearer lines of communication to ensure that we are as responsive as possible to the Government and in 
our day-to-day service delivery. Key metrics such as quality survey data, telephone data, utilization 
information, and the service metrics in the Quality Plan provide clear visibility into all program 
components for the Program Director and leadership and the Government. 
Leaders meet regularly with their teams and explain workflow changes or identified training needs. Our 
approach to quality improvement focuses on integrating staff members, departments, and service 
providers in a continuous effort of planning, action, and evaluation. We collaborate closely with 
MC&FP program personnel in these processes. 
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DATA COLLECTION AND DOCUMENTATION (Sec. L, Factor 3 Subfactor II, Para. 3 and 
PWS 5.4). Each MOS Participant visit is documented in the provider’s case record or directly in VO’s 
case tracking system, for those receiving telephonic or online counseling. Marital and family counseling 
is documented in the requesting individual’s record. Information specific to a spouse or other family 
member is documented in a record created specifically for that individual. When a Case Activity Form 
(CAF) is submitted containing information about another family member, a separate record is created to 
track that data (PWS 5.4.2). All case notes comply with state laws and regulations governing 
segregation of information (Section J-3) and are immediately available to the Program Office upon 
request. Information is submitted to VO either electronically or via paper on the CAF. It is currently 
reviewed and uploaded into our case management system (under the new contract it will be loaded into 
the Government CMS) within 15 calendar days of each session (PWS 5.4.3). 
Under our current MOS contract, diagnosis with V-code indicators is a required field on the CAF. It 
requires providers to confirm that the Participant has been sent to a mental health or community clinical 
resource if a DSM diagnosis has been given and is not being treated through MOS. High-risk cases are 
flagged for an outreach call by a clinician to the provider for review, and determination whether referral 
to a mental health or community resource is indicated (PWS 5.4.5). Formal documentation of all MOS 
non-medical case records are currently maintained in VO’s CMS (PWS 5.4.2). Routine audits are 
conducted to ensure quality, accuracy, and timeliness. Our MOS team adheres to Council on 
Accreditation standards for recordkeeping audits, including EAP Standard 4.03, requiring that cases be 
reviewed quarterly to assess service plan implementation, progress toward achieving goals and desired 
outcomes, and continuing appropriateness of service goals. We will continue to adhere to these 
standards under the new contract. Also, all case notes meet all state legal requirements and regulations, 
and are immediately available to Government Program Office staff when requested. We incent providers 
to submit CAF in a timely manner, enabling us to upload the after-action report within 15 calendar days 
of each session via the CMS Web service in accordance with attachment J-43 (PWS 5.4.3). 
DATA PROTECTION AND CONFIDENTIALITY (Sec. L, Factor 3, Subfactor II, Para. 3). VO 
requires all MOS staff – employees, contractors, or subcontractors – to sign a Confidentiality Agreement 
at initial hire and during the annual attestation period. These agreements acknowledge their 
understanding of requirements that prohibit them from sending, transmitting, or communicating any 
confidential business information outside of the company without appropriate management approval 
(Section J-27 and PWS 5.1). 
Our recordkeeping system also protects confidentiality. During an initial call, the MOS Triage 
Consultant explains the limits and terms of program confidentiality. All written records of session 
content are maintained by our MOS staff or the network practitioner who provided the counseling 
support. Providers may not see a Participant until they sign a contract addendum agreeing to furnish 
copies of their case notes to VO and the Government for auditing or review of adverse incidents. We 
maintain images of all CAFs. Telephonic services are documented in our CMS (PWS 5.4.1 and J-3). 
Our policy requires us to maintain a distinct case record for each Participant. All records are the property 
of the Government and are easily accessible—Program Staff contact the Program Director who sends 
the record via encrypted email (PWS 5.4.7). 
PROVIDING INFORMATION TO THE GOVERNMENT MOS PROGRAM OFFICE (Sec. L, 
Factor 3 Subfactor II, Para. 3) Adverse Incidents. VO’s MOS Team follows all policies and 
procedures listed in Sections J-3, 12, 13, 14, 15, 30, 31 during an adverse incident. In all instances, 
adverse incidents (e.g., suicide, homicide, serious harm or injury involving a Participant, or any other 
event or situation that may reflect negatively on the program) are reported to the MOS Program Office 
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(COR and the Government Program Manager) within 24 hours (PWS 5.4.4 and 5.7). As part of our 
ongoing training, we ensure that MOS staff and network providers understand reporting compliance 
requirements for all adverse incidents. 
Health and Wellness Coaching Cases. Building upon our experience capturing health and wellness 
coaching data in our CMS under the current contract, we will transition to entering the cases into the  
Government CMS within 15 calendar days under the new contract. We will continue to maintain all 
formal coaching records and make them available electronically to the MOS Program Office as 
requested in Section J-3 (PWS 6.1.3). 
Tax Filing Services. We will continue to provide status on monthly and cumulative usage for state and 
federal filings, as well as registered users of the service. Since the inception of our contract to provide 
services under MOS, we have fielded more than 23,000 calls from MOS participants for tax related 
services. Under the new contract, we will provide data specified in the IAW Monthly Status and 
Progress report requirements. If requested, we will also provide daily registration and filing information, 
as well as answer any historical questions on MOS member usage data. We will obtain Government 
approval of the tax assistance support plan prior to implementation (PWS 7.2.5). 
Fulfillment Requests. Utilizing our existing process for MOS fulfillment, we will provide a monthly 
report of all processed requests, as stipulated in Appendix B, attachment 46, and Section J-45 (PWS 
8.3.5). We will provide all Government documents and intellectual property, including CMS cumulative 
data, in an .xml format within 15 days of contract completion (PWS 10.4.7). 
CASE CLOSURE SUMMARIES (Sec. L, Factor 3 Subfactor II, Para. 3 and PWS 5.4.6). 
We will require that Formal Case Closure summaries (reference Section J-3) be submitted for all case 
records. Planning for case closure is clearly defined, beginning at intake, and involves the Participant 
and others as appropriate. Cases are closed upon completion of services, referral to another service or 
resource, or after 30 days without contact and three reasonable attempts to re-engage the Participant. 
CERTIFICATION OF KNOWLEDGE AND CREDENTIALING OF PROFESSIONALS 
SERVICING THE MOS ACCOUNT (Sec. L, Factor 3 Subfactor II, Para. 1, 2). All VO staff and 
non-medical counseling network providers receive comprehensive initial and refresher training on 
branch and component specific military customs, traditions, environment, benefits, and programs. Many 
of our training modules are posted on our secure intranet and made available to new or existing staff. 
We require our staff to demonstrate understanding of their respective disciplines, scope of care, program 
elements, and military culture and lifestyle issues through refresher training, call auditing, and formal 
assessment testing. We maintain staff assessments and audit results and make them available for 
Government viewing at any time (PWS 10.2.5). 
Before seeing any MOS Participant, we require network providers to complete two training sessions: 
VO’s MOS Orientation and Military Cultural Competency. They are also contractually required to 
complete annual military culture training to maintain active network status (PWS 10.2.5). Upon 
completion, certificates and/or transcripts are issued and maintained in providers’ official records. Our 
Human Resources team annually verifies and tracks all of our non-medical counseling and supervisory 
staff credentials on a monthly basis. They maintain a database that tracks licensure information and 
allows monthly updating based on renewal dates. We make this information available to the 
Government MOS Program Office or the CO at any time (PWS 10.2.6). 
ENSURING SERVICE MEMBERS AND FAMILIES RECEIVE APPROPRIATE SERVICES  
(Sec. L, Factor 3 Subfactor II, Para. 2 and PWS 10.6.5). Our day-to-day operations include regular 
auditing of MOS staff and network providers. These in-depth clinical audits enable us to identify 
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with the Government to secure services, including the DoD MWR Resource Library, provider resources, 
and the H&R Block tax filing service, and to provide content promoting these and other MOS services. 

Our professional content development staff works closely with the MC&FP Strategic 
Communications Office to support monthly themes and special circumstances (e.g., launch of tax 

service and other promotions, disaster support), to review, update and develop materials. Ideas are 
generated from Participant requests, monitoring of inquiry trends, and MOS staff within the program. 
We also work closely with MC&FP to develop an editorial calendar, updating or modifying plans as 
new issues or concerns arise. Materials developed for MOS are branded as directed by MC&FP (PWS 
8.1, 8.1.1). 
VO has demonstrated expertise and experience that supports and expands participant outreach through 
our rich library of EAP educational, referral and promotional materials by creating new content and 
developing informational materials such as books, CDs, podcasts, videos and games. For example, we 
envision further developing EAP content for women in the military, command leadership, deployment 
issues, and military families. We can also develop MOS-branded materials, such as handbooks, 
workbooks and tips sheets to distribute in response to a disaster or a special focus area (e.g., information 
we posted on the website in preparation for Hurricane Isaac) or a special focus area (e.g. our 2013 EAP 
initiative on resilience). 
How Materials Are Developed (PWS 8.1.2). We have a rigorous process for development, acquisition, 
and review of information, ensuring that all content is accurate and current. Many articles are developed 
in collaboration with leading experts, and other authors are selected by area of expertise, credentials, and 
ability to communicate concepts clearly. Our editorial staff identifies authors, identifies peer reviewers 
for clinical topics, and edits the content to ensure it is easy to understand. Published clinical content is 
reviewed annually, non-clinical content is reviewed bi-annually and all features are reviewed prior to 
their appearance on the home page. We also maintain policies and procedures governing the evaluation 
and selection of public domain content such as articles and PDF documents from agencies such as the 
National Institutes of Health. We ensure content integrity by carefully assessing the source’s reputation 
and reviewing timeliness, relevance and appropriateness. 
We review all educational materials regularly to ensure all content is up-to-date and relevant (the 
timeframe depends on the materials: some require annual review while others are reviewed bi-annually). 
Source(s), author, posting and review dates are listed on all content so the reader can assess credibility. 
No materials are distributed without the prior approval of our MC&FP contacts (PWS 8.1). All 
materials are MOS-branded. We have closely collaborated with program staff at MC&FP and the COR 
to establish guidelines for ownership of materials. 
Webinars (PWS 8.1.4) and Event Support (PWS 8.1.8). To supplement educational materials and 
online fulfillment, we work with the Strategic Communications Office to provide monthly Webinars. 
For some, we provide logistical support and speaker preparation meetings. For others we provide 
facilitation, recordings, activity and evaluation reports, as well as content and speakers. We have 
increased our Webinar capacity to accommodate up to 1,000 attendees. They are recorded and archived 
on the MOS website so that Participants and others unable to attend have the opportunity to view 
Webinars at their convenience. From January through September 2012, the VO MOS team hosted 50+ 
Webinars, attended by 3,443 individuals. Attendance at a single session ranged from 20 – 1,000. We 
will continue to provide up to 25 Webinars per month. MOS Event Coordinators work closely with 
Office of Counseling staff to provide events support. They provide staffing options and cost estimates 
for various levels of support. Government staff determines if the event will be supported by a JFSAP, 
OA contractor, other MOS staff, and/or Government-approved materials. Currently, Government staff 
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